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Industry Skills Forecast and Proposed Schedule of Work

The Industry Skills Forecast and Proposed Schedule of Work presented here sets out the training
product development priorities for the Business Services Industry Reference Committee (IRC) through
to June 2021. It is based on research, analysis and consultations with IRC members and other
stakeholders. This document was written with a particular focus on the Council of Australian
Government (COAG) principles for Training Package development:

 Reflect identified workforce outcomes. We have used the most recent data available in this
report to come to evidence based conclusions.

 Support national (and international) portability of skills and competencies, including
reflecting licensing and regulatory requirements. Where applicable, we advocate for
nationally recognised skills in the vocational education and training (VET) sector, and realise the
value of a nationalised system.

 Reflect national agreement about the core transferable skills and core job-specific
skills required for job roles as identified by industry. Industry, through the IRCs, has given
us invaluable feedback throughout the consultation process. Their input forms a key part of our
findings particularly as it relates to recognising and responding to the fact individuals are unlikely
to remain in the same job for life

 Be flexible enough to meet the diversity of individual and employer needs, including
the capacity to adapt to changing job roles and workplaces. Our approach is to look to the
future, and where we can, address issues proactively including the recognition that technology and
other disruptors will change employer priorities and consequently skills needs.

 Facilitate recognition of an individual’s skills and knowledge, and support movement
between the school, VET, and higher education sectors. Accessing vocational training from
school or reskilling should be a simple and effective process. Access to training always plays a major
role in our recommendations.

 Support interpretation by training providers and others through the use of simple,
concise language and clear articulation of assessment requirements. Plain English
communication shows true understanding of the subject matter. We strive to deliver clarity on
complex, technical issues.

This Industry Skills Forecast and Proposed Schedule of Work has been prepared by PwC’s Skills for
Australia and the Business Services IRC.

Yours sincerely,

Sara Caplan

CEO

PwC’s Skills for Australia

Angelina Pillai

Chair

Business Services IRC

PricewaterhouseCoopers Data and Analytics Services Pty Limited, ABN 57 097 040 009
One International Towers Sydney, Watermans Quay, Barangaroo NSW 2000
T: 1800 714 819, www.skillsforaustralia.com

Liability limited by a scheme approved under Professional Standards Legislation.
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Executive summary

In developing this Industry Skills Forecast and Proposed Schedule of Work, PwC’s Skills for Australia and the
Business Services IRC aim to refocus the discussion of skills and training to ensure that training design is
centred on what will equip learners with the right knowledge and know-how to pursue fulfilling careers. This
requires setting a clear narrative from sector trends, to skills needs, and through to specific training
requirements. To do this requires three key elements (as reflected in the structure of this Industry Skills
Forecast and Proposed Schedule of Work):

 Understanding the sector (Sector overview) – What activities make up the sector we are designing
training for? What are the sub-sectors within the broader sector and how different or similar are they?
Who are the employers and where are they located? Who is undertaking training in the sector and
where is that training being undertaken?

 Understanding the trends shaping the sector and the skills priorities they lead to (Skills
outlook) – What is impacting on the sector? From how global trends in demographics and digital
change are impacting on activities in the sector; how domestic economic conditions are influencing
growth; to sector specific trends. How do these trends influence skills needs within the sector? What
are employers telling us about their engagement with VET and the skills acquired by learners?

 Implications for training (Proposed Schedule of Work) – What does the current Training Package
look like and does it align with the trends and skills priorities identified? Are there any gaps and what
needs to change? How should these training products be reviewed?

The views of businesses, learners, registered training organisations (RTOs) and other stakeholders in the
business services sector are critical to our understanding of skills needs in the workforce and therefore our
approach to training product review. This Industry Skills Forecast and Proposed Schedule of Work represents
an update to the 2016 4-Year Work Plan. Over the next year, PwC’s Skills for Australia will engage with
businesses, learners and other key stakeholders to understand how skills and training needs have changed,
building content for a detailed refresh of this document in 2018.

What is the business services sector?

The business services sector covers a broad range of workers who are employed by a vast range of Australian
organisations. Workers in the sector provide a range of skills needed to effectively operate and successfully
manage an organisation. There is no unifying organisation type which use business services, rather workers in
the sector provide professional assistance to all organisations.

The sector can be broadly viewed as five sub-sectors: business administration and governance, business
communications, business compliance, business leadership and management, and other specialist business
services. Further details each sub-sector are shown in section B.

What are employers telling us?

Initial consultations with employers in the business services sector, labour market reports and the Skills for
Australia Industry Voice Survey, have revealed three key messages:1

 Employers need workers with greater digital technology skills. Employers now expect
workers to have practical experience using the common systems and software in their specific area of
expertise. 2 For example, human resources graduates are often expected to have knowledge of and

1 Note: Details of the Skills for Australia Industry Voice Survey are shown in Appendix D

2 Hays (2016) January to March 2016 Quarterly Report
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experience using online recruitment software and customer engagement graduates are expected to have
knowledge of and experience using customer relationship management software.

 There is a need for improved employability skills, such as communication and
adaptability. As relayed by several business services IRC members, employer feedback indicates that
employability skills such as presentation skills, teamwork, building effective relationships,
communication skills and adaptability to change (especially digital change) are highly regarded and are
increasingly sought after. Despite this, data reflects that employers are finding that workers have a lack
of appropriately developed employability skills.3

 Employers need workers to have greater analytical skills. The business services IRC has also
indicated that employers want business services workers with developed analytical and decision making
skills. Labour market reports as well as employer surveys show that both current and expected future
demand is strong for workers who can analyse company data and make decisions based on it.4 5

What are learners telling us?

Research and data from a range of existing surveys has revealed two key messages from learners:6

 The main goal of Business Services learners is to gain employment or a promotion upon
graduation. Gaining employment or a promotion appears to be the primary reason that learners enrol
in Business Services Training Package qualifications.7 Business Services graduates are gaining
employment, with 78 per cent of learners securing employment within six months of graduating.

 Learners are able to get jobs which are in their field of study. Business Services graduates get
jobs in the occupation for which they trained or at least find training highly relevant to the occupation
they find employment in. Data from the National Centre for Vocational Education Research (NCVER)
shows that 82 per cent of Business Services graduates either work in the same occupation as they
trained in or find that their training is relevant to their current occupation.

Trends shaping the sector
Stakeholder feedback, combined with research and analysis, indicates that the following trends will be shaping
current and future skills needs.

The focus of this Work Plan is on the broad trends that are impacting all sub-sectors across business services,
rather than sub-sector specific trends. However, each of these trends has been considered in the context of each
specific sub-sector and, where these broad trends are not applicable to a sub-sector, this is identified and
explained.

1. Structural change in the Australian economy

Australia has enjoyed 24 years of solid economic growth, bolstered by large revenues from resource exports.8 As
China’s demand for resources slows, Australia’s economy is rebalancing towards other sectors, such as health
care, training and other services. This shift in focus of the Australian economy means that business services

3 National Centre for Vocational Education Research (2016) Survey of Employer Use and Views 2014 (2015) – Additional Data Tables (Administrative and
support services)

4 SAP (2014) Business decision maker survey <http://news.sap.com/sap-sponsored-survey-finds-business-decision-makers-struggle-unlock-power-big-
data/> accessed 22/04/2016

5 Hays (2016) Quarterly Report April to June Contact Centres, Human Resources and Procurement <https://www.hays.com.au/report/contact-centres-
376?ver=d>, < https://www.hays.com.au/report/human-resources-11232?ver=d&ver=d> and <https://www.hays.com.au/report/procurement-
5834?ver=d&ver=d> accessed 22/04/2016

6 National Centre for Vocational Education Research (2015) Government funded student outcomes 2014

7 Achieving the main reason for undertaking training is strongly impacted by employment, implying that the main goal of business services students is to gain
employment upon graduation – 83 per cent of those working are satisfied, compared to 62 per cent of those who are not working.

8 Australian Bureau of Statistics (2016) National Accounts: National Income, Expenditure and Product, cat. No. 5206.0 September 2016
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roles will shift from industries such as mining and manufacturing towards the services sector such as health
care, accommodation and food services. The implication of this is many employees working in business services
roles will need to make the transition to growth industries.

2. Opportunities from growing Asian trade ties

Asia represents an extraordinary opportunity for services export growth. Recent decades have seen a rapid
increase to consumption in Asia. This is expected to continue with 59 per cent of global middle class
consumption expected to come from Asia by 2030, increasing from only 23 per cent in 2009.9 Business Services
skills need to be aligned to this growth opportunity for Australian businesses to capitalise on an expanding
Asian services market.

3. Digital change

The pace of digital change is rapid, requiring workers to continually invest in training in order to stay up to date
with the changes in digital technology.10 Digital change is altering the way work is done. Increasing emphasis is
being placed on rigorous data driven decision making. Digital technology is changing the way firms are
structured, allowing more staff to work remotely. Digital technology is also altering the way consumers are
interacting with business, with consumers seeking to engage with businesses online.

4. Automation of process oriented roles and freelancing

To date, most computer automation has occurred in routine, codifiable tasks which can be easily be condensed
into a set of rules which a computer system can follow.11 Technology has now progressed, allowing tasks which
involve basic reasoning to be automated.12 Computer systems are now able to do more tasks requiring basic
reasoning and judgement, which are not necessarily rules based. This will affect a large number of typically
lower level clerical and administrative workers. The rise of online freelancing platforms is also meaning that
tasks traditionally done within firms can increasingly be done by independent freelancers, for example data
cleaning or the preparation of presentations. This change requires training to focus on self-management and
decision making skills as well as complementary skills to digital technology such as innovative thinking,
creative, social and emotional intelligence.

Skills priorities
To enable a flexible and skilled workforce and adapt to the trends shaping the sector, the IRC together with
PwC’s Skills for Australia have identified the following skills priorities.

1. Communication and emotional intelligence

Emotional intelligence and interpersonal communication skills have been found to be highly complementary to
automation technology and is likely to continue to be desirable in light of automation. Other complementary
skills to automation such as intuition, innovative thinking, understanding behaviours, relationships and
thinking strategically will also be required.13

2. Adaptability to change, especially digital change

The rapid pace of changes in digital technologies and structural change in the Australian economy is meaning
that workers in business services will need the skills to adapt to changes. The ability to respond well to change
and embrace new roles and technologies will be required.

9 Mario Pezzini OECD Development Centre (2012) An emerging middle class <http://www.oecdobserver.org/news/fullstory.php/aid/3681/An_emerging_middle_class.html> accessed 22/04/2016

10 CSIRO (2016) Tomorrow’s digitally enabled workforce

11 MIT Research Paper, David Autor (2014) Polanyi’s Paradox and the Shape of Employment Growth

12 Association for the advancement of Artificial Intelligence (2010) The AI behind Watson <http://www.aaai.org/Magazine/Watson/watson.php> Last accessed 22/04/2016

13 Frey & Osborne (2013) The future of employment: How susceptible are jobs to computerisation? - Oxford University
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3. Business analytics

Growing use and importance of data in business decision making is leading to employer demand for workers
who can use and analyse data as a part of their roles. An ability to comprehend and work with increasing
amounts of data will be required.

4. Self-management

Growing use of freelancers and remote working arrangements are meaning that Business Services graduates
will need to manage their own work and in many cases their own small / micro business. An ability to work and
make decisions without direction will be required.

5. Asian business ‘literacy’

Growing trade ties and opportunities from the growing Asian middle class means that Business Services
graduates increasingly need skills in Asian business ‘literacy’ to capitalise on this opportunity. Although these
skills are applicable to all businesses, an understanding of the Asian region its economies, cultural nuances and
consumers will be particularly important to small businesses and managers looking to expand into new markets
and grow.

Proposed Schedule of Work
Our mandate as an SSO to our IRCs, as set by the Australian Industry and Skills Committee (AISC), is to review
all units of competency (UoCs) in the Business Services Training Package within the four years from 2017-18 to
2020-21, although it is noted that reviews of UoCs may not necessitate change to them. The Proposed Schedule
of Work presents projects anticipated to be conducted through to June 2021 which will review all these UoCs.
The SSO and IRC drew on our above analysis of trends and skills to determine Training Package development
priorities.

The Business Services IRC endorsed eight 2016-17 projects to be submitted to the AISC. Table 1 outlines the
status of each 2016-17 project. For the full list of UoCs under review for each of these projects, please see
Business Services 4-Year Work Plan – September 2016.

PwC’s Skills for Australia has already received a large amount of feedback from the IRC, State and Territory
Authorities and other stakeholders. We have collated this feedback, and will continue to consult with industry
and build on this information as we commence with training product development.

Table 1: Status of 2016-17 projects

Year
Project
code

Project name Status

2016-
17

1a Review units of competency and skill sets which
support small to medium business adapt to the
impacts of digital change

 Case for change approved
by AISC.

2016-
17

1b Review the performance of behavioural and
communication skills (emotional intelligence)
included in the Diploma of Leadership and
Management to assess evidence of outcomes and
inform the suitability for these skills to be
incorporated more broadly in other Business Services
qualifications

 Case for change approved
by AISC.

2016-
17

1c Review purchasing qualifications within Business
Services to determine the changes required to fulfil
industry skill demands. Pending the results of this
review, qualifications may either be removed or

 Undertaking consultation
to prepare the Case for
Endorsement.
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Year
Project
code

Project name Status

substantially overhauled

2016-
17

1d Reinstatement of the Advanced Diploma of Project
Management and review the continued relevance of
the Advanced Diploma of Program Management

 Case for change approved
by AISC.

2016-
17

1e Review of UoCs in recordkeeping to determine
whether units are fit for purpose (note that this
review will include components of project 1l –
Library and Information Services)

 Case for Change prepared,
but additional
consultation required
because of issues raised.

2016-
17

1f Review the seven current Business Administration
qualifications to address industry concerns of
duplication and streamline qualifications where
appropriate

 Case for change approved
by AISC.

2016-
17

1g Review work health and safety qualifications and
UoCs with a view to align these qualifications with
the global OHS capability framework and address
identified deficiencies in Training Package content

 Case for Change approved
by AISC.

2016-
17

3a Review potentially obsolete Enterprise Training
Package content

 Matter resolved in
consultation with the
Department.

A summary of all projects in the Proposed Schedule of Work is shown in Table 2. The rationale for each project,
as well as the principles used for prioritisation and scheduling are included with the full Proposed Schedule of
Work in Section F.

Table 2: Summary of Proposed Schedule of Work

Year Project
code

Project name
Number of UoCs

Native Imported Total

2017-18
1h

Review governance and Aboriginal and
Torres Strait Islander (ATSI) governance
UoCs to align with identified emerging
trends and skill needs

39 3 42

2017-18 1i
Design and develop public relations
qualifications and skill sets

7 0 7

2017-18 1j
Review of human resources (HR)
qualifications, specifically whether three
separate HR qualifications are necessary

43 0 43

2017-18 1k
Review whether international trade and
international business qualifications are fit
for purpose

22 0 22

2017-18 1l

Review library and information services
UoCs, addressing IRC concerns and
updating training such that it remains
appropriate in light of continued digital
change

33 51 84



Business Services
Industry Skills Forecast and Proposed Schedule of Work

PwC’s Skills for Australia Page 6

Year Project
code

Project name
Number of UoCs

Native Imported Total

2017-18 1m

Review all management and leadership
UoCs, in light of changes in the structure of
teams and businesses, and all basic clerical
administrative UoCs in light of increasing
levels of automation

65 3 68

Total UoCs planned to be reviewed in year 1 209 57 266

2018-19 1o
Review all small business and franchising
UoCs in light of structural economic change
and growing Asian trade ties

37 5 42

2018-19 1p

Review all customer engagement, marketing
and advertising UoCs, in light of the
changing nature of customer engagement
and increased digital connectivity

98 9 107

2018-19 1q
Review legal and conveyancing UoCs, in
light of automation and digital change
occurring in the industry

32 9 41

2018-19 1r
Review compliance and quality auditing
UoCs

16 0 16

Total UoCs planned to be reviewed in year 2 183 23 206

2019-20 1s
Review all environmental management and
sustainability UoCs

8 1 9

2019-20 1t Review all project management UoCs 46 10 56

2019-20 1v

Review all UoCs in the current Training
Package which remain current, but are not
used by any Business Services qualifications
or skillsets, not covered by earlier reviews

23 2 25

Total UoCs planned to be reviewed in year 3 103 13 116

2020-21 1w
Review of UoCs updated in 2016-17 for
currency

Unknown

Total UoCs planned to be reviewed in year 4 Unknown

Total UoCs planned to be reviewed in all years 868 131 999

Note: As a small number of UoCs necessarily fit in more than one project (approximately 230 UoCs or 30 per cent of the Training Package),
the total of all project within a year may not sum to the year total, and the combination of years may not sum to the total for the Training
Package.
Note 2: Native UoCs include current native UoCs in old related Training Packages (BSA97, BSB01, BSB07), therefore total native UoCs is
slightly higher than just those in the Business Services Training Package.
Note 3: Project 1n has been merged with 1n. Project 1u no longer needs to be completed as all superseded Training Package content has
been removed.
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A. Administrative information

About PwC’s Skills for Australia

PwC’s Skills for Australia supports the business services Industry Reference Committee (IRC).

As a Skills Service Organisation (SSO), PwC’s Skills for Australia is responsible for working with industry and
our IRC to:

 Research what skills are needed in our industries and businesses, both now and in the future, to
provide the right skills to match our job needs; helping us to stay at the forefront of global
competitiveness and support continued economic prosperity.

 Identify and understand current and emerging trends in the global and domestic economy and how
they impact on Australia’s skills needs.

 Revise our vocational qualifications and training content to better match what people will learn with
the skills needs of our industries and businesses, giving our population the best possible chance of
developing work ready skills.

About the Industry Reference Committee

The Business Services Industry Reference Committee includes 14 members. The Business Services IRC
membership was constituted in 2016, and is in the early stages of review by the IRC. The 2017 Industry Skills
Forecast and Proposed Schedule of Work was reviewed and approved by the membership below in April 2017.

Name Organisation Title IRC role
Angelina Pillai Australian Human Resources

Institute
National General Manager,
Professional Development

IRC Chair

Lesley Mitchell Self employed N/A IRC Deputy Chair

Ruth Bayley Australian Association of
Procurement and Contracts

CEO IRC Member

Judy Brooker Australian Library and
Information Association

Director of Learning IRC Member

Gabrielle
Deschamps

Enterprise Registered Training
Organisation Association

Executive Officer IRC Member

Lynda Douglas Department of Defence Defence Learning Branch IRC Member
Jenny Lambert ACCI Director - Employment, Education

and Training
IRC Member

Michael Magelakis SSMI Group Director IRC Member

Robert Mallett Tasmanian Small Business
Council

CEO IRC Member

Pam Pryor Safety Institute of Australia Registrar IRC Member
Shaun Ridley Australian Institute of

Management (WA)
Deputy CEO IRC Member

Elizabeth
Robinson

Australian Institute of Training
& Development

CEO IRC Member

Mark White MAW Consultant Consultant IRC Member

Max Wilson Arts Communications Finance
Industries and Property Services
Industry Training Advisory Board

Executive Director IRC Member
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B. Sector overview

The sector at a glance
The business services sector covers a broad range of workers who are employed by a vast range of Australian
organisations. Workers in the sector provide a range of skills needed to effectively operate and successfully
manage an organisation. There is no unifying organisation type which use business services, rather workers in
the sector provide professional assistance to all organisations.

There are 2 million people working in business services occupations, down 7 per cent over the past two years,
but still representing a high proportion (17 per cent) of Australian jobs.14 The three industries that employ the
most business services graduates are: Health Care and Social Assistance, Retail Trade and Public
Administration and Safety.15

The business services sector referred to in this report is broadly defined as the workforce served by the Business
Services Training Package. The Training Package is made up of a variety of qualifications that can be broadly
grouped as follows:

 Business administration and governance has 21 qualifications from Certificate I to Advanced Diploma

 Business communications has 7 qualifications from Certificate II to Advanced Diploma

 Business compliance has 5 qualifications from Certificate III to Advanced Diploma

 Business leadership and management has 13 qualifications from Certificate IV to Graduate Diploma

 Other specialised business services has 20 qualifications Certificate III to Advanced Diploma.

More detail of the Business Services Training Package, including an overview of enrolment levels, is included
after the sub-sector descriptions.

Sub-sector descriptions

To understand the wide variety of workers and employers in the business services sector it is helpful to use
sub-sectors. Figure 1 shows one way of organising sub-sectors based on workforces (see Appendix A for a more
detailed mapping of individual qualification and occupational outcomes).

14 Based on the mapping of qualifications in business services Training Package to ANZSCO. November 2016 Employment levelsABS 6202.0 - Labour Force,
Australia, Nov 2016

15 NCVER (2017) Student Outcomes Survey 2016.
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Figure 1: Composition of the business services sector

Business administration

Business administration workers provide support for the operation of businesses. This grouping includes
occupations such as: receptionists, personal assistants and executive assistants, general clerical workers and
office administrators. In providing operational support for businesses, workers in this group often need a range
of generalist business skills such as basic project management, procurement and contracting. Employees in this
sub-sector are embedded across all industries within the Australian economy.

Business and governance

Governance personnel are vital to the proper functioning of organisations. Workers in governance positions are
involved in setting the strategic direction of organisations and contribute to the proper process and conduct in
the management of an organisation. Governance training in the Business Services Training Package is aimed at
providing the skills needed to operate on the management board of community group, club, association or
business. Specific Aboriginal and Torres Strait Islander (ATSI) governance training is also available for people
in governance positions of ATSI organisations.

Customer engagement

Customer engagement workers are primarily those workers who personally have contact with customers.
Typical roles for workers in customer engagement include those in call or contact centres, social media
engagement or those working at inquiry desks for example. These roles typically require a high degree of
emotional intelligence and customer service skills.

Marketing and communication

Marketing and communication workers consist of those in roles such as advertising, marketing and public
relations. Workers in this sub-sector manage the communication and messaging of businesses, including its
brand, image and social relevance. The primary function of these roles is to communicate messaging of
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businesses to society generally as well as current and future customers and stakeholders. In Australia there are
currently over 7,700 specialist marketing and advertising agencies, producing services valued at $2.3 billion
annually.16 However, this does not fully capture the employment opportunities available to workers in
marketing and communications. A significant proportion of marketing and communication workers are
embedded within other businesses, rather than specialist marketing and communication organisations.

Quality auditors

Quality auditors help organisations ensure that that comply with their relevant quality management systems,
such as ISO9001, food safety standards or environmental management standards. Specialist quality auditors
are more common within larger businesses which have rigorous quality assurance frameworks such as food
preparation or manufacturing.

Recordkeeping

Recordkeeping workers are found in large private businesses and the public sector, where they are primarily
involved in the collection, maintenance and retrieval of records. Public sector organisations, particularly in
health care, public safety and training sectors employ specialist records managers to administer records. Private
businesses also employ specialist recordkeepers, particularly in sectors such as financial services which require
detailed client records to be retained to meet regulatory requirements. Increasingly, there is a convergence in
the skills required of recordkeepers, archivists, and library and information services workers. In Australia there
are a number of specialist document management businesses such as Recall and Iron Mountain, businesses in
this sector together produce revenues approximately $490 million annually.17 However, the majority of
recordkeepers are embedded within organisations, rather than specialist document management businesses.

Business leadership and management

Workers operating in leadership and higher level management roles set the strategic direction of businesses and
are responsible for building and managing relationships of strategic importance. These roles include
supervisors to business leaders and executives. Business leaders and managers can work in operational to
strategic capacities, and often undertake administration of contracts, organisational programs, special projects,
and manage support services.

Project, program and portfolio management

Project, program and portfolio managers are similar but distinct roles. Project managers have specific training
in initiating, scheduling, directing teams to achieve specific goals within a project. Much of the role of project
managers is to develop trust and communication channels between stakeholders, to achieve a common
purpose. Program managers are responsible for multiple related projects and portfolio managers are
responsible for the selection, prioritisation and alignment of projects and programs with an organisation’s
strategy.18

Environmental management

Environmental managers are often employed in the construction, infrastructure and facilities management
industries, where they help manage and reduce the environmental impacts of the relevant project or facility.
Workers may also be involved in ensuring compliance with relevant environmental protection standards and
improving efficiency through reduced waste and energy consumption.

16 IBIS World (2016) Advertising Agencies- Industry at a glance

17 IBIS World (2017) Document Management Services – Industry at a glance

18 Project Management Institute Who are project managers <http://www.pmi.org/About-Us/About-Us-Who-are-Project-Managers.aspx> accessed
27/07/2016
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Conveyancing and legal services

Conveyancers provide specialist services to facilitate the sale and purchase of real estate and related
transactions. In many Australian states and territories, conveyancing is a licenced occupation and VET can
form part of the licencing requirements. More generalised legal services workers such as legal secretaries often
work alongside lawyers to assist in the preparation of legal documents, conducting legal research and apply can
apply basic legal knowledge. Conveyancers and legal services workers often work within specialised legal or
conveyancing firms. However, larger organisations may also employ legal services workers in their in-house
legal divisions. The total legal services market in Australia is estimated to produce services worth $23.1 billion
annually with conveyancing and property law services accounting for approximately 19 per cent of this
market.19

Franchising

Franchises are a common structure for businesses in the Australian economy. Business Services qualifications
in the sub-sector are concerned with providing the skills which franchise owners and operators need to operate
and manage their businesses effectively. Although many of the skills required to operate a franchise are
generalist business skills, franchising qualifications also include specific skills exist such as: knowledge and
application of the franchising code of conduct and management of franchising agreements. Typically the
Certificate IV in Franchising is aimed at franchisees and the Diploma of Franchising aimed at franchisors. In
Australia it is estimated that there are almost 95,000 businesses operating as a unit in a franchise, up 16,000
over the past year, and approximately 580,000 people directly employed in one of these businesses, an increase
of 8,000 in the past year.20

Human resources

Human resources (HR) professionals work within business to support functions such as recruitment, workforce
planning and management, and dispute resolution. A large number of government agencies and private
businesses employ dedicated HR staff, however there is also a significant number of HR staff which work in
specialist recruitment firms. In Australia, there is estimated to be approximately 7,000 specialist recruitment
and employment placement businesses employing HR professionals. 21 However, as mentioned above, workers
in this sector are also embedded in businesses across the entire economy. Increasingly human resources staff
are also managing learning and development practices which provide employee training within businesses.

International trade

There is no unifying type of occupation or type of business in which international trade VET graduates work.
Rather, International Trade qualifications provide knowledge and skills which can be applied to any business
which in involved in importing, exporting or managing foreign clients. Workers in this area have specialist
knowledge of international trade in areas such as compliance, tariffs, duties and have knowledge of
international markets and global supply chains.

Library and information services

Workers in the library and information services sub-sector manage storage, organisation, access, retrieval,
dissemination and preservation of information. In most cases, they work closely with clients to suggest
resources and locate information. There are a significant number of employers in the library and information
services sector with 1,491 public libraries in Australia, however the number of registered library users has
decreased from 10.2 million in 2010-11 to 8.2 million in 2014-15.22 Within the library and information services
workforce, there are three primary work levels: Librarians, Library Technicians and Library Assistants. VET is

19 IBIS World Industry Reports (2017) Legal Services in Australia

20 IBIS World Industry Reports (2017) Franchising in Australia

21 IBIS World Industry Reports (2017) Recruitment services in Australia

22 State Library of Queensland (2016) Australian Public Libraries Statistical Report
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primarily concerned with the training of library technicians. At this level, workers have sound knowledge and
skills in library and information management and undertake a varied range of tasks and library procedures.

Purchasing and procurement

Purchasing and procurement workers deal with sourcing activities and strategic contracting of goods and
services providers for businesses. A large number of purchasing and procurement specialists are employed in
the public sector, however public sector specific training is provided under the Public Sector Training Package.
Most procurement specialists in the private sector work in small teams and are primarily involved in managing
relationships, negotiations and contracts with external suppliers and service providers. The Business Services
Training Package provides training for private sector employees, who are typically have industry experience but
are up-skilling to move into purchasing and procurement roles.

Work health and safety

Workplace health and safety workers setup compliance frameworks, undertake safety audits and provide advice
to businesses on ways of working and management of work health and safety to prevent work-related health
problems, diseases, injuries and death.23 While all workers require an understanding of work health and safety,
many businesses (across all sectors of the economy) employ specialised work health and safety advisors, this is
particularly concentrated in higher risk sectors such as mining, manufacturing and construction industries.
VET is primarily aimed at the work health and safety practitioners, person with a Certificate IV to Diploma
would typically work in a role such as a work health and safety officer.

State by state overview
To understand the complexity of this broad sector, it is also important to consider the sector through a state and
territory lens. Key differentiating factors between the states and territories include:

 Business clustering. Similar businesses tend to co-locate in certain geographical areas or states. By
co-locating, businesses may be able to improve their operating efficiency, leveraging existing networks,
related businesses and inter-personal connections between workers. As such, there may be certain
areas where employment in business services occupations is concentrated.

 Economic drivers. The economic drivers within a state or territory shape the composition of sectors
and employment. Given this influence, it is unsurprising that the number of workers and learners differ
on a state and territory basis, and may have a higher/lower representation comparative to the
population.

Figure 2 below shows the current geographical distribution of domestic learners currently enrolled in the
Business Services Training Package, alongside the distribution of employment in typical business services
occupations

23 Health and Safety Professionals Alliance (2012) The Core Body of Knowledge for Generalist OHS Professionals. - Safety Institute of Australia.
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Figure 2: Geographic spread of business services workers and learners

Note: Excludes all enrolments in Certificate I and II qualifications, as these qualifications are primarily used as VET in Schools training and
are not directly leading to occupational outcomes. The business services sector has been defined by 39 individual occupations at the
ANZSCO unit level (4 digit). This definition has been based upon ANZSCO qualification classifications (6 digit ANZSCO), taxonomy
mapping and occupational outcomes of BSB qualifications. N.B Employment in the business services sector cannot be directly defined by
the ANZSCO classification of qualifications as qualifications are classified at the 6 digit ANZSCO level but state-by-state employment data is
only available at 4 digit ANZSCO level.
Source: Australian Bureau of Statistics (2016) Labour Force, Australia, Detailed, Quarterly, December 2016 Cat No. 6291.0.55.003 Table:
EQ08, 26A, NCVER (2016) Total VET Activity, 2015

Given that business services occupations are essential to a broad range of industries and organisations, it is
expected that employment and learners will be spread across the country in line with the general population.
However, there are still notable differences between the states and territories, and key drivers of these
differences include the following:

 New South Wales has the greatest number of business services workers. Currently, the state employs
32 per cent of business services workers, down from 34 per cent last year and in line with employment
in the state across all industries. However, learner enrolments are proportionally higher at 40 per cent,
possibly indicating an oversupply of VET graduates or expectations of future growth in the state’s
business services sector. Given that there is a clustering of financial services and insurance companies
operating in New South Wales, it is likely these are the organisation that business services workers in
the state will be employed in.24 This may require business services workers to have a slightly different
skill set to operate in these industries.

 Victoria currently represents 26 per cent of national employment in business services occupations, up
from 24 per cent last year. This level of employment is closely aligned with the proportion of the
national workforce in the state and above the proportion of enrolments in the Business Services
Training Package at 21 per cent. Being a large state and a business hub, many businesses have their
headquarters based in Victoria and employ large numbers of business services workers.25 This means
that business service workers in the state have opportunities available in a wide variety of
organisations. It is also recognised that there may be a significant number of workers required to
retrain as traditional manufacturing declines in the state and employment shifts to other industries.

24 New South Wales Government Industry Action Plan: NSW Professional Services
<http://www.industry.nsw.gov.au/__data/assets/pdf_file/0009/53739/professional_services_iap_final_20121213.pdf> accessed 28/07/2016

25 Victorian Government Department of Economic Development Professional services sector strategy
<http://www.business.vic.gov.au/__data/assets/pdf_file/0006/1275504/Professional-Services-strategy-web-version-20160310.pdf> accessed
28/07/2016
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 Queensland represents 19 per cent of all employment in the sector, down slightly from 20 per cent in
2015. Currently there is an over representation of business services enrolments, with 25 per cent of all
business services enrolments based in Queensland. However, these are both broadly in line with the
proportion of national population that lives in the state. Given that Queensland is one of the leading
destination for mining and resources investment in Australia, a significant proportion of the business
services workers in the state are employed in mining and resources industries. 26 This may require
workers to have specific industry knowledge of operations in this sector and may require greater
numbers of specialists such as work health and safety advisors.

 Western Australia currently has an under representation of business services learners. The state
accounts for 10 per cent of employment in business services roles, yet accounts for only 7 per cent of
learner enrolments. This may indicate an emerging deficiency of graduates, or it may be representative
of the future of these occupations in the state. The Western Australian economy is in a state of
transition between mining lead investment boom, towards other sectors such as health care, training
and other services. This may require business services workers to move between industries and update
their skills to gain employment in other sectors.

 South Australia currently represents 7 per cent of all Australian employment in business services
occupations, up slightly from 6 per cent in 2015 and above the level of enrolments at 4 per cent. Within
South Australia, there is a transition underway from the traditional manufacturing sector towards
advanced defence manufacturing. This may require business services workers to move between
employers and update their peripheral skills.

 Tasmania currently represents 2 per cent of national employment in business services occupations.
This level of employment is closely aligned with both the proportion of enrolments in the Business
Services Training Package and the proportion of the national workforce in the state.

 Northern Territory currently represents 1 per cent of national employment in business services
occupations. This level of employment is closely aligned with both the proportion of enrolments in the
Business Services Training Package and the proportion of the national workforce in the territory.

 The Australian Capital Territory represents a significant cluster of business services roles in the
public sector. Although the ACT does represent a small proportion of the broad employed population
(1.8 per cent), the territory represents a relatively large proportion of business services workers
(3 per cent) reflecting the concentration of business services roles in the public sector.

Although there are exceptions, the employment of business services workers tend to be aligned with learner
enrolments. Training enrolment appears to be generally responsive to employment locations and the
geographical distribution of learners is generally linked with that of employers.

26 Queensland Government Queensland’s mining and petroleum industry overview

<https://www.dnrm.qld.gov.au/__data/assets/pdf_file/0004/238072/queensland-mining-petroleum-overview.pdf> accessed 28/07/2016



Business Services
Industry Skills Forecast and Proposed Schedule of Work

PwC’s Skills for Australia Page 17

Business Services Training Package profile
There are 66 qualifications in the Business Services Training Package (see Table 3). Of the 4.5 million learners
enrolled in VET qualifications in 2015, almost 450,000 were enrolled in Business Services
qualifications, up 7 per cent over the past year, and representing 10 per cent of all learners in VET.27 Table
3shows the number of enrolments in each qualification in the BSB Training Package Release 2.0, and therefore
excludes learners enrolled in superseded qualifications.

Table 3: Scale of qualification involvement

27 National Centre for Vocational Education Research (2016) Students and courses 2015

Qualifications
Code

2014
Enrolments

2015
Enrolments

RTOs with scope
(2016)

Business administration

Certificate III in Business
Administration (Education)

BSB30915 21 21
28

Certificate III in Business
Administration (International
Education)

BSB30515 N/A N/A
1

Certificate III in Business
Administration (Legal)

BSB31015 237 237
36

Certificate III in Business
Administration (Medical)

BSB31115 2,370 2,370
78

Certificate III in Business
Administration

BSB30415 4,309 4,309
458

Certificate IV in Business
Administration

BSB40515 2,784 2,784
317

Diploma of Business Administration BSB50415 5,231 5,225 182

Business and governance

Certificate I in Business BSB10115 1,431 1,431 299

Certificate II in Business BSB20115 7,158 7,104 683

Certificate III in Business BSB30115 6,558 6,454 611

Certificate III in Micro Business
Operations

BSB30315 518 518
89

Certificate IV in Business BSB40215 3,155 3,120 543

Certificate IV in Business
(Governance)

BSB41915 45 45
22

Certificate IV in Business Sales BSB40615 163 163 85

Certificate IV in Governance BSB40915 3 3 17

Certificate IV in New Small Business BSB42615 N/A N/A 264

Diploma of Business BSB50215 11,982 11,982 668

Diploma of Business (Governance) BSB50715 N/A N/A 10

Diploma of Governance BSB52315 N/A N/A 0

Diploma of International Business BSB50815 338 59 53

Advanced Diploma of Business BSB60215 762 763 230

Conveyancing and legal services

Certificate IV in Legal Services BSB42215 103 103 19

Diploma of Conveyancing BSB52015 63 63 8

Diploma of Legal Services BSB52215 144 144 23

Advanced Diploma of Conveyancing BSB61115 49 49 7

Customer engagement

Certificate II in Customer Engagement BSB20215 475 475 54
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Qualifications
Code

2014
Enrolments

2015
Enrolments

RTOs with scope
(2016)

Certificate III in Customer
Engagement

BSB30215 784 784
141

Certificate IV in Customer
Engagement

BSB40315 216 216
111

Diploma of Customer Engagement BSB50315 10 10 23

Environmental management

Certificate IV in Environmental
Management and Sustainability

BSB42315 N/A N/A
2

Franchising

Certificate IV in Franchising BSB40715 N/A N/A 5

Diploma of Franchising BSB50515 16 16 7

Human Resources

Certificate IV in Human Resources BSB41015 663 663 131

Diploma of Human Resources
Management

BSB50615 3,431 3,430
189

International Trade

Certificate III in International Trade BSB30615 2 2 2

Certificate IV in International Trade BSB41115 89 44 26

Leadership and management

Certificate IV in Leadership and
Management

BSB42015 3,356 3,356
586

Certificate IV in Small Business
Management

BSB42515 N/A N/A
21

Diploma of Leadership and
Management

BSB51915 9,346 9,273
832

Advanced Diploma of Leadership and
Management

BSB61015 1,175 1,161
343

Advanced Diploma of Management
(Human Resources)

BSB60915 174 174
62

Graduate Certificate in Leadership
Diversity

BSB80315 2 2
9

Graduate Certificate in Management
(Learning)

BSB80515 N/A N/A
24

Graduate Diploma of Management
(Learning)

BSB80615 N/A N/A
28

Graduate Diploma of Strategic
Leadership

BSB80215 50 50
25

Library and Information
Services
Certificate III in Library and
Information Services

BSB31215 N/A N/A
17

Certificate IV in Library and
Information Services

BSB42115 N/A N/A
17

Diploma of Library and Information
Services

BSB52115 N/A N/A
19

Marketing and communication

Certificate IV in Marketing and
Communication

BSB42415 N/A N/A
89

Diploma of Marketing and
Communication

BSB52415 N/A N/A
100

Advanced Diploma of Marketing and
Communication

BSB61315 N/A N/A
65

Project, program and portfolio
management
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Source: National Centre For Vocational Education Research (2016) Total VET activty 2015, enrolments and completions; training.gov.au
Note: N/A indicates that no data was available on this qualification. In most cases data was not available because the qualification was
introduced after Total VET acitvity reporting.

Licencing, regulatory or industry standards issues

VET is often used to facilitate the completion of compulsory training to obtain a licence or meet certain
regulatory requirements (for example the New South Wales Conveyancers Licensing Act 2003). Table 4
identifies the licencing or regulatory requirements that can be completed under the Business Services Training
Package. These requirements are generally addressed by the creation of UoCs and skill sets specific to certain
qualifications. Completion of these UoCs and/or skill sets are often required in conjunction with other
qualifications and work experience.

Qualifications
Code

2014
Enrolments

2015
Enrolments

RTOs with scope
(2016)

Certificate IV in Project Management
Practice

BSB41515 1,521 1,467
206

Diploma of Project Management BSB51415 6,082 6,082 301

Graduate Diploma of Portfolio
Management

BSB80415 2 2
11

Advanced Diploma of Program
Management

BSB61215 36 36
39

Purchasing

Certificate IV in Purchasing BSB41615 6 6 15

Diploma of Purchasing BSB51515 23 19 15

Quality Auditing

Diploma of Quality Auditing BSB51615 894 880 98

Recordkeeping

Certificate III in Recordkeeping BSB30815 - - 20

Certificate IV in Recordkeeping BSB41715 12 12 15

Diploma of Recordkeeping BSB51715 N/A N/A 4

Advanced Diploma of Recordkeeping BSB60815 N/A N/A 2

Work Health and Safety

Certificate III in Work Health and
Safety

BSB30715 425 425
109

Certificate IV in Work Health and
Safety

BSB41415 3,920 3,919
411

Diploma of Work Health and Safety BSB51315 1,404 1,383 204

Advanced Diploma of Work Health
and Safety

BSB60615 257 257
48
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Table 4: Licence and regulatory requirements

Requirement Jurisdiction and requirement Qualification/UoC

Licencing of
conveyancers

New South Wales
Conveyancers must be licensed. Compliance with the
Conveyancers Licensing Act (2003) and the
Conveyancing Licensing Regulation (2006).

Victoria
Must be licensed. Compliance with the Conveyancers Act
(2006).

Queensland
No Conveyancing Act. Need to hire a legal practitioner or
conveyancer working within a law firm

Western Australia
Settlement Agents’ licence required.

South Australia
Conveyancers must be registered. Compliance with the
Conveyancers Act (1994).

Tasmania
Must be licensed. Compliance with the Conveyancing Act
(2004).

Northern Territory
Conveyancers must be licensed. Compliance with the
Agents Licensing Act (1979).

Australian Capital Territory
No Conveyancing Act. Need to hire a legal practitioner or
conveyancer working within a law firm.

 Diploma of
Conveyancing

 Advanced Diploma of
Conveyancing

Source: Business Services Training Package 2.0 Implementation Guide
Note: The table above only shows Business Services (BSB) qualifications which have been identified as having legislative or licencing
requirements in the Business Services Training Package Version 2.0. Other legislative or licencing requirements may exist for individual
BSB UoCs or qualifications, which have not been identified in the Business Services Training Package 2.0.

Workers in the business services sector may be required to comply with licencing and regulation outside the
scope of this Training Package. Examples include:

 Work health and safety workers may be required to enter a construction site in the course of their work.
If doing so, they would be required to complete the general induction training program specified by the
National Code of Practice for Induction Training for Construction Work.

 Workers in the health sector (such as medical receptionists) dealing with personal information may
have obligations under the Privacy Act 1988 (Cth) concerning the way individuals’ personal
information is handled.

Challenges and opportunities
The views of businesses, learners and other key stakeholder in the business services sector are critical to our
understanding of skills needs in the workforce. Our approach to training product review is centred on this
feedback and their views of the challenges and opportunities in their sector and sub-sectors. Table 5 identifies
some of the key stakeholders relevant to the sector.
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Table 5: Stakeholders in the business services sector

Stakeholder groups Key stakeholders

Training Product Development  Australian Industry and Skills Committee (AISC)
 Business Services Industry Reference Committee
 Other Industry Reference Committees (IRCs)

Government  Australian Skills Quality Authority (ASQA)
 Federal, State and Territory Departments
 National Centre for Vocational Education Research

(NCVER)
Employee representatives  Unions

 Professional bodies
Employer representatives  Business Council of Australia (BCA)

 Australian Chamber of Commerce and Industry (ACCI)
 Australian Industry Group (AI Group)
 Council of Small Business Australia (COSBOA)
 Other industry groups

Registered training organisations
(RTOs)

 Technical and Further Education institutions (TAFEs)
 Private and community RTOs
 Secondary schools (not all provide training)
 Universities (not all provide training)

Business Services Workers  All business services roles such as:
o Clerks
o Legal secretaries
o Medical receptionists
o Office managers
o Executive assistants
o Sales representatives
o Retail managers
o Safety advisors
o Human resource managers
o Records managers
o Contract managers
o Conveyancers

Learners  Domestic learners
 International learners

Initial views on the challenges and opportunities faced by employers and learners are drawn from research,
surveys and interviews by the SSO and IRC. In addition to face-to-face consultation and research, PwC’s Skills
for Australia created our Industry Voice Survey to facilitate broader consultation and engagement with
employers across a variety of industries. There were 193 complete responses to the survey, which was open from
the 19th of May to the 30th of June 2016. We received 106 responses from employers in the business services
sector. Since then, we have reached out to stakeholders through a number of targeted surveys, asking for input
and advice on specific training product development projects. In total, we have had 197 respondents to these
surveys, with 153 specific to the BSB Training Package. These surveys have formed a valuable part of our
consultation process, supplementing face-to-face consultations, interviews and open forums, and allowing us to
reach a broader audience. See Appendix D for more information.

Please also note that the initial view presented below will continue to be verified and expanded through wide
consultation with industry, employers and learners in our development of cases for change and other ongoing
work.
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Employer challenges and opportunities
Drawing from our own Industry Voice Survey and existing employer surveys and feedback, such as the National
Centre for Vocational Education Research (2015) Survey of Employers’ Use and View of the VET system 2015,
Hays (2015) March Quarterly Report, The Foundation for Young Australians (2016) The new basics and OECD
Skills Outlook (2015) together with initial consultation with employers in the industry, we are hearing three key
messages:

 Employers need workers with greater digital technology skills

 There is a need for improved employability skills, such as communication and
adaptability

 Employers need workers to have greater analytical skills

Employers need workers with greater digital technology skills

Employers want workers with strong digital skills and experience with the digital technologies used in
practice.28

 The need for knowledge in specific digital technologies has emerged as a common theme in the
recruitment experience of business services employers. Employers now expect workers to have practical
experience using the common systems and software in their specific area of expertise. For example,
business graduates are expected to have a solid knowledge of spreadsheet software and human
resources graduates are expected to have knowledge of and experience using online recruitment
software.29

 Employers highly reward employees who have digital technology skills. The 2016 Foundation for Young
Australians the new basics report found that jobs which require digital literacy pay on average an
additional $8,648 per year, compared to jobs which do not.30

 In the Skills for Australia Industry Voice Survey, 57 per cent of respondents hiring business workers
reported that ‘digital competence’ will be one of the most important skills to their organisation in the
future.31

 A survey of 188 small businesses conducted by the previous ISC indicated that there is a strong desire
for a greater focus on engagement with digital technologies in business services training. 75 per cent of
respondents agreed that greater digital engagement skills are needed in the Business Services Training
Package.32

 Survey data from industry employers shows that workers do not have sufficient digital skills. The
National Centre for Vocational Education Research (NCVER) Survey of Employer Use and Views 2015
indicates that 44 per cent of administrative and support services employers (see Figure 3) are having
difficulty introducing technological change as a direct result of poor employee competency in this area,
compared with only 38 per cent of employers more broadly. Stronger digital technology skills are likely
to be needed to enable workers and businesses to adapt to digital change.

28 Digital technology skills are defined as the skills needed to find, evaluate, utilize, share, and create content using information technologies

29 Hays (2016) January to March 2016 Quarterly Report

30 Foundation for Young Australians (2016) The New Basics: Big data reveals the skills young people need for the New Work Order

31 Sample size of 106 respondents, see Appendix D for more detail of sample

32 Innovation and Business Skills Australia (2014) Small business review surveys. Time management, customer service, collaboration and networking were
rated as ‘one of the most important skills’ by 49,54 and 43 per cent of businesses respectively
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There is a need for improved employability skills, such as communication and adaptability

As relayed by our Business Services IRC and supported by existing research, employability skills such as
presentation skills, teamwork, building effective relationships, communication skills and adaptability to change
(especially digital change) are highly regarded and are increasingly sought after.33 Despite this, data shows that
employers are finding that workers have a lack of appropriately developed employability skills.

 Between 2012 and 2015, the proportion of jobs requiring presentation skills, teamwork, building
effective relationships and communication skills each grew by over 12 per cent.34

 The Skills for Australia Industry Voice Survey revealed that employers are emphasising the importance
of collaboration and teamwork, leadership, critical reasoning and problem solving skills.

 38 per cent of business services employers indicate that they are having difficulty introducing new
work practices, because employee’s skills in this area are not appropriately developed (see Figure 3).

 41 per cent of business services employers are having difficulty with customer service objectives,
because employee’s skills in this area are not appropriately developed (see Figure 3).

Figure 3: Difficulties experienced by administrative and support services businesses as a result
of poor employee competence

Source: National Centre for Vocational Education Research (2016) Survey of Employer Use and Views (2015) – Additional Data Tables
(Administrative and support services)

33 Organisation for Economic Cooperation and Development (OECD) (2015) Skills outlook - Policies towards improving young people’s education and skills
P.56

34 Foundation for Young Australians (2016) The Basics: Big data reveals the skills young people need for the New Work Order

Note: Presentation Skills grew 25 per cent, Teamwork per cent, Building effective relationships per cent and Communication Skills 12 per cent.

44%
41%

38%

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

Difficulties in introducing
technological change

Difficulties in meeting customer
service objectives

Difficulty in introducing new working
practices



Business Services
Industry Skills Forecast and Proposed Schedule of Work

PwC’s Skills for Australia Page 24

“even with junior staff, I want to avoid people that need a
step by step process, so I look for people who can be given
a broad goal and can figure out the steps to get there”

PwC’s Skills for Australia interview with a marketing employer

Employers need workers to have greater analytical skills

Employers want business services workers with developed analytical and decision making skills. 35

 The March 2016 Hays Quarterly reports finds that increasing numbers of business analysts are being
recruited into customer contact roles, in order to identify gaps in customer service offerings. This trend
towards employers seeking candidates with an analytical mind set is reflected more broadly across
business services employers and occupations.36

 A survey conducted by SAP (a software company) found an overwhelming 86 per cent of business
leaders believe that all employees in their companies will eventually need to be ‘data geeks’, meaning
they will need skills to analyse company data and make decisions based on that data and analysis.37

What do employers need?

Employability
skills

 Business Services graduates need employability skills such as communication
skills and adaptability to change, especially digital change.

 Feedback relayed by Business Services IRC members has indicated that workers
currently have difficulty in adapting to new working practices and dealing with
technological change.

Appropriate digital
skills

 Employers need workers with strong digital skills and practical experience with
the digital technologies.

 Employers want workers to have practical experience using the software/systems
commonly used in the field.

Analytical skills  Business services occupations are increasingly analysing data to make business
decision. Analytical skills, including data analysis skills are needed by business
services employers.

35 Hays (2016) April to June 2016 quarterly report

36 Hays (2016) April to June 2016 quarterly report

37 Note: Survey was conducted by research firm Wakefield Research engaged by SAP to gather information as to how business decision makers are using big
data and their views on the future of big data in business.
Source: SAP - Sponsored Survey Finds Business Decision Makers Struggle to Unlock the Power of Big Data <http://news.sap.com/sap-sponsored-survey-
finds-business-decision-makers-struggle-unlock-power-big-data/> accessed 22/07/2016
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Learner challenges and opportunities
To give learners the best possible opportunity to get fulfilling jobs, and to help our country to succeed, it is
important to understand the outcomes learners receive from training. It is first useful to understand a basic
profile of learners and graduates in the Business Services Training Package. A typical learner in the Business
Services Training Package is:

 More educated. 67 per cent of Business Services learners have their year 12 certificate or a higher
qualification, up 18 per cent over the past year, compared to 60 per cent across the VET sector. 38

 More likely to be an international learner. International learners comprise 16 per cent of
enrolments in the Training Package, representing 3 per cent growth in the past year, compared to
6 per cent international learner representation across the VET sector. 39

 Above school age. 19 per cent of Business Services learners are 19 and under, compared to
28 per cent across all Training Packages.40

 More likely to be enrolled in high level qualification. In the Training Package as a whole, over
73 per cent of learners are enrolled in Certificate IV qualifications or above, up 6 per cent over the past
year, compared with 41 per cent across all VET.41 In particular, leadership and management
qualifications have a dominance of Certificate IV, Diploma and Advanced Diploma level enrolments.

A typical graduate from the Business Services Training Package is:

 Just as likely to be employed after training. 78 per cent of VET learners in the sector are
employed after training, the same as across the whole VET sector.42

 More likely to complete their qualification. Approximately 47 per cent of learners fully complete
their VET qualification in Business Services, compared with 38 per cent of all VET learners.43

 More likely to enrol in further training. 34 per cent of Business Services graduates enrol in
further study after training, compared with 32 per cent across all sectors.44

It is also important to understand which aspects of training are serving learners well and which aspects can be
improved. Drawing from a range of existing surveys and research, such as the NCVER student outcomes survey
and data from the Australian Bureau of Statistics, there are two key messages:

 The main goal of business services learners is to gain employment upon graduation

 Learners are able to get jobs which are relevant to their field of study

38 National Centre for Vocational Education Research (2016) Total VET program enrolments 2015

39 National Centre for Vocational Education Research (2016) Total VET program enrolments 2015

40 National Centre for Vocational Education Research (2016) Total VET program enrolments 2015

41 National Centre for Vocational Education Research (2016) Total VET program enrolments 2015

42 National Centre for Vocational Education Research (2016) VET graduate outcomes 2015. Please note that graduate outcomes data in the 2016 Four Year
Work Plan was for government funded courses only. Care should be taken when comparing this data to outcomes for all VET graduates.

43 National Centre for Vocational Education Research (2016) Australian vocational education and training statistics: the likelihood of completing a
government-funded VET program, 20010–14. Note: This estimate is for learners in the ‘Management and Commerce’ field of education, which is an
imprecise measure of business services as it includes some non-business services qualifications and does not include all business services qualifications

44 National Centre for Vocational Education Research (2016) VET graduate outcomes 2015. Please note that graduate outcomes data in the 2016 Four Year
Work Plan was for government funded courses only. Care should be taken when comparing this data to outcomes for all VET graduates.
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The main goal of business services learners is to gain employment upon graduation

Gaining employment appears to be the primary reason that learners enrol in Business Services Training
Package qualifications.45 Business Services graduates are gaining employment, with 78 per cent of learners in
employment within six months of graduating (see Figure 4).

Figure 4: Employment rate of graduates six months after graduation

Source: National Centre for Vocational Education Research (2016) Total VET activity
Note: Shown is all fields of training (which may include multiple Training Packages). Business Services has been isolated as an individual
Training Package, although the majority of qualifications are included in the ‘management and commerce’ field of training.

Learners are able to get jobs which relate to their field of study

NCVER VET graduate outcome data presented in Figure 5 highlights that few learners are employed in jobs in
the same occupation as training at 15 per cent, compared to 38 per cent across all VET learners. In contrast, a
higher percentage of Business Services graduates find their training relevant to their job at 82 per cent
compared to 78 per cent across all VET learners.46 This is due to the nature of the Business Services
qualifications, providing learners with skills that are applicable in a wide variety of fields.

45 Achieving the main reason for undertaking training is strongly impacted by employment, implying that the main goal of business services students is to gain
employment upon graduation – 83 per cent of those working are satisfied, compared to 62 per cent of those who are not working. National Centre for
Vocational Education Research (2016) Total VET student outcomes 2015. Please note that graduate outcomes data in the 2016 Four Year Work Plan was
for government funded courses only. Care should be taken when comparing this data to outcomes for all VET graduates.

46 National Centre for Vocational Education Research (2016) Total VET graduate outcomes 2015. Please note that graduate outcomes data in the 2016 Four
Year Work Plan was for government funded courses only. Care should be taken when comparing this data to outcomes for all VET graduates.
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Figure 5: Relevance of training to occupation

Source: National Centre for Vocational Education Research (2016) VET graduate outcomes 2015
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C. Employment

The purpose of this section is to provide a broad overview of the magnitude and growth of employment in the
business services sector, and to discuss the factors which are likely to influence the supply of business services
graduates to fill these positions. It provides an understanding of the importance of the sector to the Australian
economy which is used to provide context for a more targeted analysis of the specific trends influencing the
business services sector, which flow through to skills priorities and training needs (discussed in later sections).

In order to help understand the scale and growth of employment in the sector and promote a consistent
approach across all sectors, the Department of Education and Training has provided us with historical and
projected employment data to be presented in this section. However, as with any empirical analysis of
employment, there are limitations in the representativeness of employment data. As such, the limitations of any
data are presented before conducting detailed analysis.

The Department of Education and Training provided these employment statistics and forecasts for the 2016
4-Year Work Plan. The Department has since advised that updated statistics will be provided to SSOs as part of
the detailed Industry Skills Forecast and Proposed Schedule of Work refresh in 2018. PwC’s Skills for Australia
is working with the Department and IRC to build on this section, working to better reflect employment
conditions specific to BSB graduates, thus showing a deeper understanding of the current labour market.

Industry employment outlook
Employment projections at an industry level are confined to specific industry definitions (industries in
employment statistics are standardised as defined by ANZSIC).47 However, employment of business services
workers discussed in this report is by no means confined to a single industry but rather, workers are embedded
in organisations, across industries. However, the ‘other administrative services’ industry is the most indicative
of business services employment and is the industry which the Department of Education and Training has
provided data for to be presented in this section.

Figure 6 below shows both historical and forecast employment of the ‘other administrative services’ industry.
However before interpreting this data, it is important to recognise its limitations namely:

 The ‘other administrative services’ industry only represents businesses which provide services (such as
clerical, billing and payroll) on a contract or fee basis. This industry does not capture the business
services workers employed directly in businesses and as such, it only represents approximately
3 per cent of all employment in business services roles.48

 Staff employed within the industry may not all be trained in VET, with some roles require training at a
level other than that offered by VET, for example those in high level management positions.

 The ‘other administrative services’ industry employs workers involved in credit reporting and debt
collection services, which the business services Training Package does not provide training for.49

Recognising the limitations, projections in Figure 6 indicate a decline in employment of 4.4 per cent per annum
over four years from 2015 within administrative services provided on a contract or fee basis. The likely key
drivers of this forecast are as follows:

47 Australian Bureau of Statistics (2006) Australian and New Zealand Standard Industrial Classification Cat. No. 1292.0

48 Australian Bureau of Statistics (2016) Labour Force, Australia, Detailed, Quarterly, May 2016 Cat. No. 6291.0.55.003

NB. The business services sector has been defined by 39 individual occupations at the ANZSCO unit level (4 digit). This definition has been based upon
ANZSCO qualification classifications (6 digit ANZSCO), taxonomy mapping and occupational outcomes of BSB qualifications. Employment in the business
services sector cannot be directly defined by the ANZSCO classification of qualifications as qualifications are classified at the 6 digit ANZSCO level but up to
date employment data is only available at 4 digit ANZSCO level

49 Australian Bureau of Statistics (2006) Australian and New Zealand Standard Industrial Classification Cat. No. 1292.0
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 Ongoing automation of process oriented administrative roles is likely resulting in a decline in
employment, particularly amongst lower level process oriented roles (see Section D).

 Upskilling of business services workers, away from process oriented administrative roles towards
higher level business services roles such as management positions. As this shift occurs, employment
numbers in Figure 6 will likely decline as employment substitutes away from ‘other administrative
services’ (provided on a contract or fee basis) towards higher level management roles, which would
typically not provided on a contract or fee basis.

Figure 6: Employment levels - other administrative services industry

Source: Department of Education and Training provided graphics, based on data from the Department of Employment Labour Market
Information Portal.
Note: Figures are displayed at the ANZSIC Division level 729. The graph includes current and historical employment levels, as well as a
projected employment level to 2019

The projected employment decline in Figure 6 is not necessarily reflected in the entire business services sector.
While lower level process oriented roles are likely to decline in the near to medium term, this is likely to be
offset by growth in higher level business services employment, especially considering growth opportunities
from growing trade ties with Asia and a growing Asian middle class (see Section D).

Occupational employment outlook
Employment can also be viewed at an occupation level (occupations in employment statistics are standardised
as defined by ANZSCO).50 Viewing the business services sector as a set of related occupations serviced by the
business services Training Package is more consistent with both the view of employers and the definitions of the
sector used in this report. However, in doing so, analysis of employment is complicated by the need to refer to a
large number of occupations, which may be quite different in nature.51 In order to simplify discussion, analysis
in this subsection is focused on five major occupations in the business services sector, as provided by the
Department of Education and Training.

The occupations that make up the business services sector currently collective employ around 2.1 million
workers, making up approximately 18 per cent of all working Australians.52 Although it is recognised that the
five occupations shown in Figure 7 below does not show a complete view of this employment, occupations

50 Australian Bureau of Statistics (2006) Australian and New Zealand Standard Classification of Occupations Cat. No. 1220.0 (2006)

51 The business services sector has been defined by 39 individual occupations at the ANZSCO unit level (4 digit). This definition has been based upon ANZSCO
qualification classifications, taxonomy mapping and occupational outcomes of BSB qualifications. Together these occupations comprise of approximately
18 per cent of Australian employment (Source: ABS 6291.0.55.003 - Labour Force, Australia, Detailed, Quarterly, May 2016)

52 Australian Bureau of Statistics (2016) Labour Force, Australia, Detailed, Quarterly, May 2016 Cat No. 6291.0.55.003. See footnote 51 for details of the
definition of business services sector.
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shown in Figure 7 capture approximately 39 per cent of employment in the sector and represent some of the
largest occupations by employment in Australia.53

Figure 7: Employment levels – key occupations (annual average 2010-15)

Source: Department of Education and Training provided graphics, based on data from the Australian Bureau of Statistics
Note: Occupations are at the four digit ANZSCO code (Minor Groups). Employment levels are the five year annual average to 2015. Figures
include all employed in the occupation across the economy, not just the relevant industry.

In order inform discussion of the future employment in the business services sector, current employment levels
need to be read alongside projected employment growth. Figure 8 shows this projected employment growth for
the same five occupations shown in Figure 7.

However before interpreting the provided employment data and projections, it is important to understand
some of the limitations namely:

 Occupation level employment is inherently difficult to project forward. Employment is heavily
dependent upon the growth of industries which employ business services workers. However, because
these workers are employed in a large range of Australian businesses, employment growth is heavily
dependent upon a vast range of industry specific and macroeconomic factors.

 Future employment will depend on the level of technological change taking place in that occupation,
but it is difficult to estimate how technology will influence the demand for labour. Increased technology
may reduce costs to an extent where a larger quantity of services is demanded and employment
increases. Technological change could also reduce employment, as less labour is required to produce
the same quantity of services.

53 Based upon our definition of the business services sector (see footnote 51)
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Figure 8: Historical (2010-15) and projected employment growth (2015-19) – key occupations

Source: Department of Education and Training provided graphics, historical employment growth data from the Australian Bureau of
Statistics (ABS) and projected employment growth data from the Department of Employment.
Note: Occupations are at a four digit ANZSCO level. Historical employment is the five year growth rate to 2015 and the projected
employment growth rate is the expected growth rate to 2019. Rates are based on figures that include all employed in the occupation across
the economy, not just the relevant industry.

Using the employment growth projections provided in Figure 8 applied to the current levels in Figure 7, finds
that the weighted average growth in these five occupations has historically been is 2.7 per cent annually, and is
forecast to be 3.0 per cent annually over the next four years. This figure is broadly in line with upper end of
historical long run Australian economic growth and as business services workers are present in most industries
across the economy, this does not sound unreasonable in aggregate. If this figure is broadly reflective of all
business services occupations, then projections would imply that that approximately 60,000 additional jobs
would be created across all business services occupations annually.

Although an annual growth rate of 3.0 per cent across business services can be reconciled with analysis in this
report, a 6.8 per cent annual growth in employment for general clerks over the next four years is not line with
analysis in this report. General clerks typically complete process oriented clerical and administrative tasks,
these tasks clerks are amongst the most highly automatable, with estimates suggesting that general
administrative work has a 96.1 per cent probability of automation.54 Although it is recognised that historical
employment growth has been strong for general clerks, continued growth at this rate is not consistent with this
report’s analysis. If the employment growth of general clerks was lower, this would also lower slightly the
average annual growth rate of the sector, resulting in a rate of growth more consistent with this reports analysis.

Supply side challenges and opportunities
An important consideration in determining the magnitude and growth of employment in business services is
the supply of graduates trained for work in the sector. Although employment is projected to grow, a full
understanding of the future industry direction should also consider how employment demand will be met. This
requires an understanding of the factors which are likely to influence the decisions of learners to enrol in
Business Services training and the supply of workers with training in business services.

Table 6 lists some of the factors which may influence the decision of workers to undertake business services
training and enter a business services role. These listed influences many not be applicable to every occupation
but rather are only applicable to the average of business services occupations. We realise that not all occupation
and training decisions are made on a rational basis and it can be inherently difficult for an individual to weigh
up these long term factors. Emotion and perception are also likely to play a large part in the career decisions of
workers, rather than explicit analysis of the factors listed in Table 6.55 Further, it is noted that the decisions of

54 PwC (2015) A Smart Move

55 Jim Bright, Robert Pryor, Sharon Wilkenfeld, & Joanna Earl (2005) - The Role of Social Context and Serendipitous Events in Career Decision Making-
International Journal for Educational and Vocational Guidance Vol 5 (1): 19-36
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RTOs to offer training may also influence the supply of graduates trained for work in the sector. As such, the
impact on RTOs of any changes made to the BSB Training Package will be considered when training products
are reviewed (see Section F).

Table 6: Supply side influences – challenges and opportunities

Supply side influence Details

Reputation Business services occupations tend to be viewed by society as average, with a
weighted average ‘socioeconomic index’ of 53, where the average occupation score
is approximately 50 and scores range from 0 (low status) to 100 (high status).
However, some occupations within the sector such as management and leadership
positions are viewed particularly favourably.56

Wages Business Services VET graduates tend to receive higher starting wages with
significant opportunity for wage growth.

 In 2014-15, Business Services VET graduates received an average annual salary
of $62,900, 6 months after graduation, compared to an average of $56,000 for
all VET graduates.57

 Business Services occupations also offer significant opportunities in terms of
wage growth with workers in Business Services occupations offering a
weighted average salary of $72,285.58

Opportunities for significant wage growth represents an opportunity to
encourage participation in the business services workforce.

Working conditions Business Services occupations have generally good working conditions, with little
manual labour, stable employment and employment opportunities with a diverse
range of employers. Given the large scale of employment in business services
occupations, workers are not limited to employment with a particular employer or
industry. This gives workers the ability to retain employment in light of any
cyclical changes affecting a particular industry.

Good working conditions present an opportunity to encourage participation in
the business services workforce.

Lateral movement Business services skills are generally able to be applied to many different
industries. Given a core set of skills, business services workers are able to move
between industries and related occupations, updating peripheral skills as needed.

Flexibility and lateral movement represents an opportunity to attract workers.

Funding Funding of VET is a complex and constantly changing area. Programs to assist
learners undertake training exist at both a state and federal level. For example, the
federally funded VET-FEE HELP program provides loans to pay tuition fees for
VET. State and Territory governments also have various programs in place to
assist learners undertake training. These programs vary by jurisdiction,
qualification, provider and background of the learner undertaking training.

Some examples of state and territory based funding programs which identify
Business Services qualifications on ‘priority skills lists’ (enabling access to
additional government subsidies or concessions) include:

 New South Wales – No Business Services qualifications are listed on the

56 Julie McMillan, Adrian Beavis, & Frank L. Jones, (2009) 'The AUSEI06: A new socioeconomic index for Australia' Journal of Sociology. Vol 45(2): 123-149.

57 National Centre for Vocational Education Research (2016) VET graduate outcomes 2015

58 Australian Bureau of Statistics (2014) Employee Earnings and Hours, Australia, May 2014 Cat. No. 6306.0. (weighted by employment level) using
definition discussed in footnote 51.
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Supply side influence Details

‘Jobs of tomorrow scholarships eligible qualifications list’.59 However, the
‘NSW Skills List V5.0’ lists a significant number of Business Services
qualifications.60

 Victoria – A significant number of Business Services qualifications are listed
on the ‘Funded Course Report’.61

 Queensland – Currently, ten typically lower level Business Services
qualifications are listed under the ‘Queensland Training Subsidies List’.62

 Western Australia – Currently, six Business Services qualifications are
listed under Future Skills WA ‘Priority industry qualifications list’, typically at
the Certificate IV and Diploma level.63

 South Australia – The South Australian ‘Subsidised Training List’ currently
lists available places in a significant number of Business Services
qualifications.64 Subsidies available for Business Services qualifications may
change following the release of the South Australian Skills and Training
Commission's Industry Priority Qualifications report in March 2016. This
report found 12 Business Services qualifications should be ranked in priority
tier 1 and 17 in tier 2 for the SA economy (ranking was out of five tiers).

 Tasmania – Currently, a significant number of Business Services
qualifications are listed in the Skills Tasmania ‘User Choice – Tasmanian
Apprenticeships and Traineeships Listing’65

 Northern Territory – The ‘Northern Territory Training Entitlement’
currently lists a range of Business Services qualifications, BSB qualifications
are also funded under general skills training and VETiS programs.66

 Australian Capital Territory – Currently, there two Business Services
qualifications listed on the ‘ACT Skills Need List’.67

The availability of subsidies represents an opportunity to build a skilled
workforce in the business services sector.

As shown in Table 6 above, the supply side influences are generally positive in business services. Although
occupational choice and training decisions tend not to be made on a rational basis which can make it difficult to
determine the future supply of graduates trained for work in the sector, this does imply that there are less likely
to be supply challenges in meeting the employment projections presented.68

59 NSW Government (2016) Smart and Skilled Jobs of Tomorrow Scholarships Eligible qualifications
<https://smartandskilled.nsw.gov.au/documents/45617011/63890955/jobs_of_tomorrow_qualifications_list.pdf> Accessed 19/07/16

60 NSW Government (2016) Smart and Skilled: 2016 NSW Skill List – V5.0
<http://www.training.nsw.gov.au/forms_documents/smartandskilled/skills_list/2016_skills_list.pdf> Accessed 19/07/16

61 Victorian Government (2016) Skills Victoria Training System – Funded Course Report <http://www.education.vic.gov.au/svts/> Accessed 19/07/16

62 Queensland Government (2016) Queensland Training Subsidies List (2015-16 Annual VET Investment Plan)
<http://www.skillsgateway.training.qld.gov.au/content/user/subsidy/SUBSIDIES-LIST.pdf> Accessed 19/07/16

63 Western Australian Government (2016) Future Skills WA – Priority Industry Qualification List
<http://www.futureskillswa.wa.gov.au/trainingcourses/Documents/Priority%20industry%20qualifications%20list.pdf> Accessed 19/07/16 NB. Four of
these qualifications are only available under transitional arrangements.

64 South Australian Government (2016) Work Ready Subsidised Training List 2.0
<http://www.skills.sa.gov.au/dmx?Command=Core_Download&EntryId=2779> Accessed 19/07/16

65 Tasmanian Government (2016) Skills Tasmania Tasmanian Apprenticeships and Traineeships Listing
<http://laureldw.stategrowth.tas.gov.au/default.aspx> Accessed 19/07/16

66 Northern Territory Government (2015) Northern Territory Training Entitlement <https://nt.gov.au/learning/adult-education-and-training/northern-
territory-training-entitlement> accessed 19/07/16

67 Australian Capital Territory Government (2016) ACT Skills Need List <https://www.skills.act.gov.au/?q=act-skills-needs-list> Accessed 19/07/16

68 Jim Bright, Robert Pryor, Sharon Wilkenfeld, & Joanna Earl (2005) - The Role of Social Context and Serendipitous Events in Career Decision Making-
International Journal for Educational and Vocational Guidance Vol 5 (1): 19-36
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However, having the right number of people entering the labour market for certain occupations is different to
those people having the right, future fit, skills. The following section analyses the trends affecting these
potential workers and how training can ensure this supply of workers is skilled correctly to meet future
demand.
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D. Skills outlook

Understanding the global and domestic forces driving change in the Australian job market is crucial to
workforce planning, and therefore a critical step in mapping the skills that should be prioritised in the business
services sector.

Global and domestic environment
The past two decades has seen the rise of Asian economies, such as China and India, and sluggish growth in
developed countries as they struggle to recover from the aftermath of the global financial crisis. Australia has
capitalised on emerging market growth to date, and has been largely sheltered from the decline in developed
countries, with much of Australia’s mining boom attributable to an increasingly urbanised China’s demand for
natural resources. As a result, we have enjoyed nearly 24 years of solid economic growth at an average annual
growth rate of 3.3 per cent (far above the G7 average of 1.6 per cent over the same period).69

Australia now faces challenges in maintaining this level of growth. Our economy is in transition from a period of
resource driven growth to services based growth. In 2015, real living standards actually declined and unless we
have a flexible skilled labour force ready to adapt to changes in the labour market, the transition of the
Australian economy will continue to drag on our standard of living.70

Trends shaping the sector
This section outlines four key trends shaping the business services workforce over the medium to long term.

Over the past year, these forces have continued to shape the business services workforce. Digital change in
particular has continues to redefine the employment landscape, with advances artificial intelligence and remote
working tools, innovations in business processes and data collection stemming from the ‘internet of things’, and
the proliferation of online businesses continuing to shape the nature of the business services workforce. PwC’s
Skills for Australia intends to consult with businesses, workers, and other stakeholders to understand the
implications of these trends for the 2018 Industry Skills Forecast and Proposed Schedule of Work refresh.

In addition to these, the trends of urbanisation, global interconnectivity and an ageing population and
workforce have also emerged as important considerations.

69 Australian Bureau of Statistics (2015) National Accounts: National Income, Expenditure and Product, cat. No. 5206.0 September 2015, OECD Economic
Outlook: Statistics and Projections, Real GDP forecast, Annual growth rate 1992-2015.

70 Australian Bureau of Statistics (2015) National Accounts: National Income, Expenditure and Product, cat. No. 5206.0 September 2015, GDP per capita
(seasonally adjusted, chain volume measures) decreased by 0.2% in the June 2015 quarter
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1. Structural change in the Australian economy
Australia has enjoyed 24 years of solid economic growth, bolstered by large revenues from our resource exports.
As China’s demand for our resources slows, Australia’s economy is rebalancing towards other sectors, such as
health care, training and other services (see Figure 9). This rebalancing has been, and will continue to be,
reflected in the skills demanded in the labour market.

Figure 9: Project growth in selected Australian industries

Source: Australian Bureau of Statistics, Labour Force, Australia, Detailed, Quarterly, November 2015, Catalogue 6291.0.55.003.
Department of Education and Training, Employment Projections to November 2019

Skills needs will also be strongly influenced by demographic change. The ageing population is contributing to
an increase in consumption of services such as health and financial products, and causing people to work longer
to support economic growth, driving a need to update the skills of mature workers.71 International forces will
also shape the skills demanded in the Australian economy, as the growing Asian middle class drives demand for
Australian services such as training, healthcare, professional services and travel.72

This shift in focus of the Australian economy means that business services roles (managerial, clerical and
administrative) will shift from industries such as mining and manufacturing towards the services sector such as
health care, accommodation and food services. The implication of this is many employees working in business
services roles may need to make the transition to growth industries. For example, human resources managers
in the mining industry may need to transition to human resources roles in another industry such as health care.
This transition may necessitate a ‘topping up’ of skills.

Upskilling in response to low wage expectations

Australia is in a period of subdued wage growth. The transition of the Australian economy away from resource
driven growth towards services has meant reduced labour market pressure in mining and related industries and

71 Productivity Commission (2005) Research Report Economic Implications of an aging Australia; The Commonwealth of Australia (2015) 2015
Intergenerational Report Australia in 2055.

72 Australian Government (2012) Australia in the Asian Century, White Paper (Canberra).
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subdued wage growth overall, with wages rising just 1.9 per cent over the past year, compared to 2.1 per cent in
2015, and far below the 3.5 per cent ten year average.73 This subdued wage growth is expected to continue over
the medium term, with the Organisation for Economic Cooperation (OECD) one of many parties calling for
governments and businesses to enhance the employability and wages of citizens through training.74 This has
occurred simultaneously with increasing availability of university places in Australia, with un-capping of
government funded university places in 2012.75 Together, these two factors have meant that more Australians
are attaining higher level qualifications (see Figure 10).

Figure 10: Proportion of workers with bachelor degrees and above in selected occupations

Source: Australian Bureau of Statistics ABS 6227.0 Education and Work, Australia, May 2016 to May 2009

The upskilling of Australian workers can be seen across all occupations, including those typically covered by the
Business Services Training Package. As shown in Figure 10, the proportion of Australians with bachelor degrees
and above has increased by 5 percentage points from 2009 to 2015, slightly below the increase for occupations
typically covered by Business Services qualifications (managers, clerical and administrative staff). It is also
worth noting in the world more broadly, an increasing proportion of workers are attaining higher level
qualifications, with 42 per cent of 25 to 34 year old in the OECD holding bachelor degrees and above, compared
to 26 per cent of 55 to 64 year olds.76

The increased proportion of workers which have higher level qualifications means that there will be increased
competition for roles with more highly qualified candidates. This may lead to increased expectation by
employers regarding the skills and abilities of workers.

What does structural change in the Australian economy mean for the business services
workforce?

Job demand  An increased proportion of business services jobs in services industries. Business
services jobs are likely to be concentrated in growth industries such as health care,

73 ABS (Dec 2016) Wage Price Index, Catalogue 6345.0.

74 OECD (2016) Education at a Glance 2016

75 Higher Education Support Act Amendment 2011 (Demand-Driven System and Other Measures)

76 OECD (2016) Education at a Glance 2016
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training and other services.

Skills needs

 Workers will need to be adaptable and able to change industries. The continued
decline in employment in mining, manufacturing and construction requires
workers to leave those sectors and attain employment in other industries.

 Workers are increasingly expected to have higher level qualifications. Uncapping
of higher education places and subdued wage growth has meant that an increasing
proportion of Australians have higher level qualifications. This will mean that
there is increased competition for roles with highly qualified candidates. This may
lead to increased expectation by employers regarding the skills and abilities of
workers.

2. Opportunities from growing Asian trade ties
Asia represents an extraordinary potential for services export growth. Recent decades have seen a rapid
increase to consumption in Asia, this is expected to continue with emerging and developing Asia (including
China and India) expected to grow at an average 6.3 per cent over the next three years, compared to 3.4 per cent
across all countries.77

By 2030 59 per cent of global middleclass consumption is
expected to come from Asia, increasing from only 23
per cent in 2009.78

This consumption will be driven by economic growth, improving incomes and standards of living. The
International Monetary Fund (IMF) estimates that the region will contribute 28 per cent of world output
coming from the Asian region by 2020 (see Figure 11).79

77 International Monetary Fund (January 2017) World Economic Outlook Update

78 Organisation for Economic Co-operation and Development – An emerging middle class
<http://www.oecdobserver.org/news/fullstory.php/aid/3681/An_emerging_middle_class.html> Last accessed 22nd April 2016

79 International Monetary fund (October 2015) - World Economic Outlook
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Figure 11: Proportion of world GDP from Asian region

Source: International Monetary Fund (2015) World Economic Outlook October 2015
Note: Forecasts for some nations start in prior to 2014, as actual statistics are yet to be published

Currently Australia’s primary export to Asia are in the form of bulk commodity exports to China, however it is
necessary for these exports to transition away from resources towards services as growth in Asia shifts from
investment towards consumption.80

Trade in services, particularly with Asia, has also become increasingly important to the Australian economy in
recent years. Services exports to Asia have grown to $31 billion AUD, representing more than half of all
Australian service exports (see Figure 12).

Australian businesses are more able to engage in free-trade with Asia than ever before. Several major free trade
agreements have been signed in recent years, allowing for closer relationships and access to these growth
markets by Australian businesses. These free trade agreements include the:

 China-Australia Free Trade Agreement (2015)

 Japan-Australia Economic Partnership Agreement (2016)

 Korea-Australia Free Trade Agreement (2014)

Although the Trans Pacific Partnership is unlikely to be ratified by all countries, Australia is benefiting from
many free trade agreements, particularly due to the removal of barriers to trade in services. Numerous ‘behind
border rules’, which previously restricted trade in services have been removed allowing freer access to Asian
export markets by Australian firms offering services.

While trade in services is relatively small when compared to trade in goods they have continued to grow, up
5.3 per cent over the past five years to represent 21 per cent of total exports in 2015 (compared to 18 per cent in
2014).81

80 Department of Foreign Affairs and Trade (March 2016) – Trade at a glance <http://dfat.gov.au/trade/resources/trade-at-a-glance/Pages/default.aspx>
Last accessed 22nd April 2016

81 Department of Foreign Affairs & Trade (December 2015) – Goods & Services Trade
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Figure 12: Value of Australian services exports to Asia

Source: Department of Foreign Affairs & Trade (December 2015) Goods & Services Trade

What does this mean for the business services workforce?

There are significant growth opportunities for trade with the Asian region, in particular trade in services. Bulk
commodity exports, which have historically made up the majority of Australian exports have required few
people to have a detailed knowledge of the Asian market and relatively few people to have direct contact with
customers in Asia. Rather billions of dollars in commodities could be traded between relatively few firms with
relatively few people having direct contact. As trade shifts sway from bulk commodity exports and towards
trade in other goods and services, Australian business will increasingly be required to build services links with
Asia.

3. Digital change
Digital change is altering existing jobs and creating job roles that have previously never existed. It is necessary
for workers not only to adapt to digital change, but embrace digital change. PwC’s 2017 global CEO survey
revealed that CEOs are ‘prioritising investment in innovation and digital capabilities’, though there is still work
to be done, with just 65 per cent of respondents to PwC’s 2017 Global CEO Survey now including digital training

Job demand

 Increased trade volumes may require a greater number of import/export clerks.

 A greater number of advertising and marketing professionals with specialist
knowledge of Asian markets will be required.

Skills needs

 Workers will increasingly need Asian business ‘literacy’ skills to build trade links
and relationships with Asian businesses and customers.

 Knowledge of international trade standards, such as customs requirements, will be
increasingly needed amongst both business managers and clerical and
administrative workers.

 Workers will need to understand the Asian region, its economies, cultures and
consumers.
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to their learning programmes82 For employees, it is important not to be side-lined in the focus on digital
change, but to be a part of this change.

The pace of digital change is rapid, requiring workers to continually invest in training in order to stay up to date
with the changes in digital technology.83 True lifelong learning which is appropriately targeted will be vital to
allow workers to keep pace with digital change and secure productive, well paid jobs.84

Australian businesses are increasingly embracing digital change as a core part of the way they do things. Access
to high speed broadband is rapidly increasing, with 2 million Australian homes and businesses now connected
to the National Broadband Network (NBN) as of April 2017, and a further 6 million expected to have access by
2020.85 This access will be further improved when the 5G network comes into operation, changing the way
Australians work and the way businesses offer their services, more Australians are able to work remotely and
more services are able to be delivered remotely.

Digital change has also driven an increased emphasis on rigorous data driven decision making at all levels. IBM
research indicates that the world creates an additional 2.5 quintillion bytes of data every year, and in 2016 90
per cent of all existing data was created between 2014 and 2016. It is estimated that less than 1 per cent of this
data is analysed and used, representing significant opportunities for growth for businesses skilled to tap into
this rich source of information.86 The ability to understand and make decisions based on data is important at all
levels, with entry-level employees are being asked to use data in their decision making, and management asked
to make strategic business decisions based on data driven insights.87

Workforce analytics are a growing skill need in human
resources, particularly Australia

PwC’s Skills for Australia employer interview

Australians not only need new technical skills, but different communication and organisational skills to manage
the changing work environment. Improvements in cloud and remote communication technologies are
increasing the prevalence of remote team and flexible working. A recent PwC survey found that 63 per cent of
workers expect that the standard eight-hour workday will be obsolete within their career, and 68 per cent said
they expect to work remotely instead of commute to an office every day.88 It is important that business services
workers in Australia have the skills to navigate this environment, and remote working teams often span
multiple countries, increasing international competition for business services roles.

Consumers are becoming more connected, consuming services and shopping online. Since 2012, online
shopping in Australia has grown at an annual rate of 16.2 per cent and brought in revenue of $18 billion last
year, up 15 per cent.89 Consumers are also seeking to engage with businesses and brands online beyond a purely
commercial relationship. The PwC report Connected retail, found that consumers reward brands who provide
personalised service and will seek to engage with brands that are seen to have a purpose beyond selling
products. This is leading to an increased focus on customer engagement and experience, with 89 per cent of

82 PwC (2017) 20th Annual Global CEO Survey < http://www.pwc.com/gx/en/ceo-survey/2017/pwc-ceo-20th-survey-report-2017.pdf> pg. 12, accessed
10/04/2017

83 CSIRO (2016) Tomorrow’s digitally enabled workforce

84 CSIRO (2016) Tomorrow’s digitally enabled workforce

85 NBNCO (2017) nbn: 2 million activations and counting < http://www.nbnco.com.au/corporate-information/media-centre/media-releases/nbn-2-million-
activations-and-counting.html> Last accessed 10/04/2017

86 IBM Research (2016) How big is big data? <http://www-01.ibm.com/software/data/bigdata/what-is-big-data.html> accessed 22/04/2016

87 CSIRO (2016) Tomorrow’s digitally enabled workforce

88 PwC (2016) Work-life 3.0: Understanding how we’ll work next

89 IBIS World (2016) Industry reports – Online shopping in Australia
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organisations intending to compete primarily on customer service.90 Growing numbers of businesses are also
appointing CXOs (chief experience officers).91 These managers seek to design, orchestrate and improve
customer experience across an increasingly complex range of customer interactions. Navigating this complex
online retail environment can be particularly difficult for small businesses, who make up a large proportion of
online businesses. More work needs to be done to understand how the BSB Training Package can support
workers in these businesses to excel in the competitive online retail space.

Emerging digital technologies have implications for skills needs in a number of sectors. For example, the
Queensland Trucking Association provided advice that digital change is driving a number of new skills in same
day delivery and rapid data flow, boosting overall demand for skilled workers. Understanding these skills
implications is important in the development of training products and the facilitation of cross-sector learning.
PwC's Skills for Australia has, and will continue to, engage with participants in a range of industries to
understand cross-sector impacts and training product development implications.

What does this mean for the business services workforce?

Job demand

 The requirement for a job to be in a certain location may change as business
services roles increasingly use remote work technology.

 There is strong demand for new fields of customer engagement such as social
media management and digital engagement, with a focus upon customer
experience.

Skills needs

 The rapid pace of changes in digital technologies means business services
workers will need to be adaptable and continually ‘top-up’ their skills to keep up
to date with change.

 An increasing need for analytical skills at all levels, as more employers want
workers to use and analyse data as a part of their roles, and shareholders are
increasingly demanding that strategic business decisions are data driven.

 An increasing need to engage with customers online requires workers in
customer contact and marketing fields as well as managers to have skills in and
an understanding of social media and digital engagement.

 All workers need the skills required to work as a part of geographically dispersed
teams, with an increased number of people working remotely.

4. Automation of process oriented roles and freelancing
To date, most computer automation has occurred in routine, codifiable tasks which can be easily be condensed
into a set of rules which a computer system can follow.92 Technology has now progressed, allowing tasks which
involve basic reasoning to be automated.93

For example, rather than requiring explicit programming, modern computer systems are able to take a set of
unstructured documents such as research reports and newspaper articles, and to an extent ‘understand’ and
reason with these documents to suggest answers to questions based on their content.94 As technology

90 Vision Critical (2016) Customer experience: The new Battleground < https://www.visioncritical.com/wp-content/uploads/2016/07/Bridging-the-
Experience-Divide-The-State-of-CX-in-ANZ-White-Paper.pdf> accessed 25/07/2016

91 CSIRO (2016) Tomorrow’s digitally enabled workforce

92 MIT Research Paper - David Autor (2014) Polanyi’s Paradox and the Shape of Employment Growth

93 MIT Research Paper - David Autor (2014) Polanyi’s Paradox and the Shape of Employment Growth

94 Association for the advancement of Artificial Intelligence (2010) The AI behind Watson <http://www.aaai.org/Magazine/Watson/watson.php> Last
accessed 22nd April 2016
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progresses, it is likely that increasingly complex tasks requiring more judgement and reasoning will be able to
be automated.

Managerial, clerical and administrative roles have not been greatly affected by automation to date. Most digital
technology used by workers has only served to make tasks performed by people more efficient. However,
clerical and administrative roles tend to involve many routine tasks which require a degree of reasoning. This
makes these tasks particularly susceptible to automation going forward. PwC estimates show that clerical and
administrative occupations covered by the business services Training Package have amongst the highest
probability of automation within 20 years, with some occupations having in excess of 90 per cent probability of
automation (see Table 7). Examples of automation and the influence they can have on business services
occupations include:

 US retailer Macy’s has an artificial intelligence powered mobile ‘shopping assistant’ service in which
customers can ask its computer system questions (in natural language) about a stores products,
services and facilities. This is likely to reduce the number of inquiry clerks required within the
business.95

 Artificial intelligence software, which is capable of analysing large volumes of legal documents and can
reduce the number of legal clerks required in the “discovery” phase of a legal case.96

44 per cent of Australian jobs are at risk from digital
disruption97

95 Forbes (2016) Macy's Teams With IBM Watson For AI-Powered Mobile Shopping
Assistant<http://www.forbes.com/sites/rachelarthur/2016/07/20/macys-teams-with-ibm-watson-for-ai-powered-mobile-shopping-assistant/>

96 The Economist (2016) Automation and anxiety: June 2016

97 PwC (2016) A smart move <https://pwc.docalytics.com/v/a-smart-move-pwc-stem-report-april-2015>
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Table 7: Probability of automation of selected occupations

Occupation Probability of being affected by automation (%)

Highly affected by automation

Accounting clerks/bookkeepers 97.5

General office administration workers 96.1

Personal assistants and secretaries 92.4

Sales administration workers 91.1

Hospitality administration and support workers 85.5

Receptionists 83.9

Clerical and office support workers 83.8

Not highly affected by automation

Education, health and welfare managers 0.7

Advertising, Public Relations and sales managers 1.5

Education professionals 3.3

Legal professionals 6.5

Accommodation and hospitality managers 7.2

Source: PwC (2015) A smart move

Although these jobs are likely to be influenced by automation, it does not necessarily imply that these jobs will
be completely automated. Automation may allow certain tasks to be delegated to computer systems which has
similar performance to people. However, it is unlikely that all typical tasks within an occupation will be able to
be automated.

Occupations which have low probabilities of automation are typically management and leadership roles, in
particular personal services managers such as health and welfare managers, or accommodation and hospitality
managers (see Table 7). The reason that these occupations have lower likelihood of automation is that three
major engineering bottlenecks exist in automation technology as machines and computer systems tend to be
poor at: 98

 perception and manipulation

 creative intelligence

 social intelligence.99

Whilst many Australians are concerned that Automation will lead to job losses, our consultation suggests that
businesses recognise the need to complement good technology with the right talent, and that consumer
preferences are even driving a swing back away from technology to face-to-face, particularly in the banking
sector. Responses for PwC’s CEO Survey suggest that businesses are unable to find workers with the right skills
to meet this demand, with 52 per cent of respondents planning to increase headcount, but unable find people
with the right skills, and 77 per cent concerned that a shortage of key skills could impair their company’s
growth.100 To support employers find skilled workers, the Business Services Training Package needs to be on

98 David Autor - MIT Research (2014) Polanyi’s Paradox and the Shape of Employment Growth

99 Frey & Osborne (2013) The future of employment: How susceptible are jobs to computerisation? - Oxford University

100 PwC (2017) 20th Annual Global CEO Survey < http://www.pwc.com/gx/en/ceo-survey/2017/pwc-ceo-20th-survey-report-2017.pdf> pg. 12, accessed
10/04/2017
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focused on developing skills which are complementary to automation technology. Workers who have the skills
which automation technology cannot replace are likely to become far more productive and command higher
wages.101 Those workers with substitutable skills are likely to not fare as well.

Over time I have seen a declining need for lower level staff
without specialist or technical skills

PwC’s Skills for Australia interview with a marketing employer

Given that many basic tasks are likely to be automated, the skills which managers need will also likely change.
Rather than managing people conducting tasks, there may be a requirement of managers to manage increasing
levels of technology in their organisations as more and more tasks are completed by computer systems. Such a
change will necessitate increased IT systems management skills.

Online freelancing platforms

Online freelancing platforms are changing the way businesses are organised. Businesses tend to determine
which tasks are carried out internally and externally based upon transaction costs associated with using the
market. When it is costly to find the right person for a task, negotiate a price and set up a contract, firms tend to
do these tasks internally. When these transaction costs are lower, businesses tend to use external suppliers.102

Online freelancing platforms are lowering the transaction costs of contracting individual tasks to others. These
platforms bring together buyers and sellers of services, reducing the cost of finding the right people. All other
things being equal, freelancing platforms are expected to increase the attractiveness of temporary contracting,
such as freelancing over ongoing employment for employers.

The uptake of these freelancing platforms has been rapid, particularly in Australia. In 2014, Australia was the
world’s second largest user of online freelancing services in terms of spending.103 Although it is only one of
many platforms which exist, the Australian based platform Freelancer currently has over 23 million registered
users, up 31 per cent from FY15 to FY16. Using this single platform, 2.5 million individual jobs (which may
involve many tasks) were posted in FY16, an increase of 0.7 million.104

Increased use of freelancing platforms may mean that tasks historically completed by businesses internally are
increasingly done by freelancing and portfolio workers. This style of employment means that workers must
have skills to manage themselves and their own small business.

Automation has already led to a shift in the structure of employment within industries. Australian businesses
are increasingly employing higher level management workers as opposed to low level clerical and
administrative staff (see Figure 13).

101 CSIRO (2016) Tomorrow’s digitally enabled workforce

102 Ronald Coase - Economica (1937) The Nature of the Firm

103 CSIRO (2016) Tomorrow’s digitally enabled workforce

104 Freelancer Limited (2016) Annual report FY2016
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Figure 13: Historical employment growth (ten years to Feb 2016) for manager and clerical &
administrative workers

Source: Australian Bureau of Statistics (2016), Labour Force, Australia, Detailed, Quarterly, November 2015, Catalogue 6291.0.55.003

This is expected to continue into the future, with the Department of Employment 2016 Skill level projections
estimating that highly skilled employment growth will generally exceed that of lower-skilled employment (see
Figure 14).

Figure 14: Forecast future employment growth by level of training required (five years to
November 2020)

Source: Australian Bureau of Statistics (2016) Labour Force, Australia, Detailed, Quarterly, November 2015, Catalogue 6291.0.55.003.
Department of Education and Training, Employment Projections to November 2019

22%

76%

95%

8%

63%

21%

39%

-1%

6%

59%

-24%

46%

3%

8%

-25% 0% 25% 50% 75% 100%

All

Professional, Scientific and Technical Services

Mining

Manufacturing

Health Care and Social Assistance

Financial and Insurance Services

Education and Training

Clerical & Administrative Managers

13%

11%

4%

7%

3%

0%

2%

4%

6%

8%

10%

12%

14%

Bachelor degree or
higher

Advanced Diploma or
Diploma

Certificate IV or III Certificate II or III
(2 years experence)

Certificate I or
secondary education



Business Services
Industry Skills Forecast and Proposed Schedule of Work

PwC’s Skills for Australia Page 47

What does this mean for the business services workforce?

Job demand

 Increased demand for service oriented roles requiring social engagement and
social intelligence, which generally have a lower probability of automation.

 Increased proportion of jobs where employees influence others, such as
management and public relations professionals.

 A shift towards higher skilled management roles, rather than clerical and
administrative roles.

Skills needs

 Emotionally intelligence skills including: negotiation, persuasion and perception
of emotions.

 Creative intelligence and the ability to come up with innovative ideas.

 Self-management and small/micro business management skills for those
wishing to work as independent contractors and freelancers.

 IT systems management skills for those who supervise others.
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Creating a future fit workforce

Structural change in the Australian economy, opportunities from growing Asian trade ties, digital change and
automation will require that workers in the business services sector obtain modern skills which meet the needs
of employers now and into the future. The fundamental skills offered by the Business Services Training Package
will remain important but it is vital to ensure that these skills are up to date and future fit. We recognise that
these skills are cultivated to varying extents in the sector (through native and imported UoCs), but feedback we
have received from Business Services IRC members suggests employers are placing increased emphasis on
these skills and they are of ongoing critical importance.

Using feedback from industry, analysis of trends and avalible data, the IRC have identified five priority skills for
the Business Services Training Package (see Table 8). This list is an early assessment of the more immediate
priority areas for development following an assessment of key trends and the state of the Training Package. We
recognise that these skills are cultivated to varying extents in the sector, but feedback we have received suggests
they are of ongoing critical importance.

Table 8: Priority skills in business services

Skill Definition Rationale

1 Communication
and emotional
intelligence

Complementary skills to
automation skills such as
intuition, innovative
thinking, understanding
behaviours, relationships
and thinking strategically.

 Automation technology is meaning that process
oriented tasks have a high probability of automation
now and into the future. Emotional intelligence has
been found to be highly complementary to automation
technology and is likely to continue to be desirable in
light of automation.

 Employer feedback relayed by several business services
IRC members has indicated stronger emphasis on the
need for communication skills and emotional
intelligence.

2 Adaptability to
change,
especially
digital change

Ability to respond well to
change and embrace new
roles and technologies.

 Structural change in the Australian economy means
that business services graduates will need adaptability
and employability skills, so they can move seamlessly
between industries.

 The rapid pace of changes in digital technologies is
meaning that workers in business services will need to
continually ‘top-up’ their skills to keep up to date with
change.

 Employer feedback relayed by several business services
IRC members has indicated that stronger digital
technology skills are likely to be needed to enable
workers and businesses to adapt to digital change.
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3 Business
analytics

Ability to comprehend and
work with increasing
amount of data.

 As identified by the business services IRC, growing use
and importance of data in business decision making is
leading to employer demand for workers who can use
and analyse data as a part of their roles.

4 Self-
management

Ability to work and make
decisions without direction.

 Increasingly workers are able to work remotely,
through the use of high-speed internet connections.105

This requires business services workers to increasingly
manage themselves.

 Growing use of freelancers to carry out roles
traditionally done within firms, means that graduates
will need to manage their own work.106

5 Asian business
‘literacy’

Understanding of Asian
region its economies,
cultures and consumers.

 Growing trade ties and opportunities from the growing
Asian middle class means that graduates increasingly
need skills in Asian business ‘literacy’ to capitalise on
this opportunity.

In addition to skill priorities identified in this section, the IRC is required to rank a supplied list of 12 generic
workforce skills in order of importance to relevant employers. For the business services sector, these skills have
been ranked below in Table 9.

All skills listed in Table 9 are important. Low ranking does not imply that the skill is not important, but rather
lower ranking only indicates that these skills are not critical priorities for the business services sector. Further,
Table 9 also only shows rankings of importance as an average across the whole sector, some skills may have
higher or lower importance for particular organisations and particular sub-sectors within the business services
sector. Note that these skills are read in line with definitions provided to us by the Department of Education
and Training.

105 NBN co Ltd (2016) Super connected lifestyle location- The rise of the e-change movement

<http://www.nbnco.com.au/content/dam/nbnco2/documents/Super%20connected%20lifestyle%20locations_nbn%20report_FINAL.PDF>

106 CSIRO Data 61 (2016) Tomorrow Digitally enabled workforce
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Table 9: Importance of generic workforce skills

Importance
(1 is most
important and 12
least)

Generic workforce skill

1 Learning agility / Information literacy / Intellectual autonomy and self-management

2 Design mindset / Thinking critically / System thinking / Solving problems

3 Communication / Virtual collaboration / Social intelligence

4 Managerial / Leadership

5 Customer service / Marketing

6 Language, literacy and numeracy (LLN)

7 Technology

8 Entrepreneurial

9 Environmental and Sustainability

10 Data analysis

11 Financial

12 Science, technology, engineering and maths (STEM)
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E. Other relevant skills-related
insights for this sector

Not applicable, all skill needs and priority analysis is included above in Section D.
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F. Proposed Schedule of Work

Our mandate as an SSO to our IRCs, as set by the AISC, is to review all UoCs in the BSB Training Package every
four years. The Proposed Schedule of Work presents a four year rolling schedule for the review of these UoCs, to
be revised and submitted to the AISC each year.

The Proposed Schedule of Work presents activities anticipated to be conducted through to June 2021. We have
structured this section into three parts:

 Progress on 2016-17 projects

 Proposed Schedule of Work – 2017-18 to 2020-21

 Rationale for projects in the Proposed Schedule of Work

PwC’s Skills for Australia has already received a large amount of feedback from the IRC, State and Territory
Authorities and other stakeholders. We have collated this feedback, and will continue to consult with industry
and build on this information as we commence with training product development.

Progress on 2016-17 projects

The Business Services IRC endorsed eight 2016-17 projects to be submitted to the AISC. Table 10 outlines the
status of each 2016-17 project. For the full list of UoCs under review for each of these projects, please see
Business Services 4-Year Work Plan – September 2016.

Table 10: Status of 2016-17 projects

Year
Project
code

Project name Status

2016-
17

1a Review units of competency and skill sets which
support small to medium business adapt to the
impacts of digital change

 Case for change approved.
 Progressing to Case for

Endorsement.

2016-
17

1b Review the performance of behavioural and
communication skills (emotional intelligence)
included in the Diploma of Leadership and
Management to assess evidence of outcomes and
inform the suitability for these skills to be
incorporated more broadly in other business services
qualifications

 Case for change approved.
 Progressing to Case for

Endorsement.

2016-
17

1c Review purchasing qualifications within business
services to determine the changes required to fulfil
industry skill demands. Pending the results of this
review, qualifications may either be removed or
substantially overhauled

 Case for Endorsement.
 Mid-consultation stage.

2016-
17

1d Reinstatement of the Advanced Diploma of Project
Management and review the continued relevance of
the Advanced Diploma of Program Management

 Case for change approved.
 Progressing to Case for

Endorsement.

2016-
17

1e Review of UoCs in recordkeeping to determine
whether units are fit for purpose (note that this

 Additional consultation
conducted. Material
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review will include components of project 1l –
Library and Information Services)

changes to the Case for
Change will be required.

2016-
17

1f Review the seven current Business Administration
qualifications to address industry concerns of
duplication and streamline qualifications where
appropriate

 Case for change approved.
 Progressing to Case for

Endorsement.

2016-
17

1g Review work health and safety qualifications and
UoCs with a view to align these qualifications with
the global OHS capability framework and address
identified deficiencies in Training Package content

 Case for Change submitted
to the Department.

2016-
17

3a Review potentially obsolete Enterprise Training
Package content

 Department advised that
no further action required.
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Proposed Schedule of Work – 2017-18 to 2020-21

Table 11Table 12 presents the Business Services IRC Proposed Schedule of Work for 2017-18 to 2020-2021. Specifically, it contains the activities endorsed by
the IRC through to June 2020 in the previous work plan, and an action to review all UoCs in 2016-17 projects for currency in 2020-21. Previously endorsed
projects have been reviewed to ensure alignment with AISC and COAG Industry and Skills Ministers’ priorities, following advice from the Department.
Specifically, the Department asks that the review of UoCs is aligned to the qualifications that form part of the VET Student Loans Program, review of
qualifications with low or no enrolments, reduction of duplication across the system, creation of cross-industry UoCs and great recognition of skill sets.

Because projects have been defined on a UoC basis, only indicative qualifications have been included to show where a project has a focus aligned with a
qualification. This does not mean that all the UoCs from that qualification are included in the project, nor that they are the only qualifications that contain the
included units. However, the UoCs listed on each project are exact, and the qualifications (along with the rationales contained in Table 13) can be used to
further understand the project.

Please note that project 1m and 1n (as defined in the 2016 Training Product Review Plan) have been merged pursuant to the AISC’s direction that similar
projects be consolidated, and project 1u (as defined in the 2016 Training Product Review Plan) has been actioned and deleted from the Proposed Schedule of
Work in 2019-20.

Table 11: Proposed Schedule of Work

Project code and
name

Planned
review
start (year)

Training
Package code

Training
Package name

Qualification
code

Qualification
name

Unit of
Competency
code

Unit of Competency name

1H) Review
governance and
Aboriginal and Torres
Strait Islander (ATSI)
governance UoCs to
align with identified
emerging trends and
skill needs

2018-19 BSB Business Services
Training Package

BSB41915 Certificate IV in
Business
(Governance)

BSBATSIC411 Communicate with the community

BSB40915 Certificate IV in
Governance

BSBATSIC412 Maintain and protect cultural values in the
organisation

BSB50715 Diploma of
Business
(Governance)

BSBATSIC511 Plan and conduct a community meeting

BSB52315 Diploma of
Governance

BSBATSIL408 Manage a board meeting

BSBATSIL411 Undertake the roles and responsibilities of a
board member

BSBATSIL412 Participate effectively as a board member
BSBATSIL413 Review and apply the constitution
BSBATSIL503 Manage conflict
BSBATSIL510 Appoint and work with a manager
BSBATSIL511 Lead the organisation’s strategic planning cycle
BSBATSIL512 Be a leader in the community
BSBATSIM412 Implement a businesslike approach
BSBATSIM414 Oversee the organisation's annual budget
BSBATSIM416 Oversee organisational planning
BSBATSIM417 Implement organisational plans
BSBATSIM418 Oversee financial management
BSBATSIM419 Contribute to the development and

implementation of organisational policies
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Project code and
name

Planned
review
start (year)

Training
Package code

Training
Package name

Qualification
code

Qualification
name

Unit of
Competency
code

Unit of Competency name

BSBATSIM420 Oversee asset management
BSBATSIM421 Support a positive and culturally appropriate

workplace culture
BSBATSIM505 Control organisational finances
BSBATSIM506 Develop employment policies
BSBATSIM511 Develop enterprise opportunities
BSBATSIM514 Recruit and induct staff
BSBATSIW416 Obtain and manage consultancy services
BSBATSIW417 Select and use technology
BSBATSIW514 Represent your organisation
BSBATSIW515 Secure funding
BSBGOV401 Implement board member responsibilities
BSBGOV402 Work within organisational structure
BSBGOV403 Analyse financial reports and budgets
BSBGOV404 Communicate with community stakeholders
BSBGOV405 Undertake the roles and responsibilities of

committee or board members
BSBGOV501 Review and apply the organisation's

constitution
BSBGOV502 Recruit and coordinate committee members
BSBGOV503 Conduct organisational strategic planning
BSBGOV504 Monitor organisational finances
BSBGOV505 Seek and apply for funding opportunities
BSBGOV506 Manage advocacy for your organisation
BSBGOV507 Manage board or committee and

organisational conflict
CHCPRP001 Develop and maintain networks and

collaborative partnerships
FNSCMP501 Comply with financial services legislation
PSPGOV507A Undertake negotiations

1I) Design and develop
public relations
qualifications and skill
sets

2017-18 BSB Business Services
Training Package

N/A N/A BSBPUB401 Develop and apply knowledge of public
relations industry

BSBPUB402 Develop public relations campaigns
BSBPUB403 Develop public relations documents
BSBPUB501 Manage the public relations publication

process
BSBPUB502 Develop and manage complex public relations

campaigns
BSBPUB503 Manage fundraising and sponsorship activities
BSBPUB504 Develop and implement crisis management

plans
1J) Review of human
resources (HR)
qualifications,
specifically whether
three separate HR

2017-18 BSB Business Services
Training Package

BSB41015 Certificate IV in
Human Resources

BSBDIV301 Work effectively with diversity

BSB50615 Diploma of
Human Resources
Management

BSBDIV501 Manage diversity in the workplace
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qualifications are
necessary

BSB60915 Advanced
Diploma of
Management
(Human
Resources)

BSBDIV601 Develop and implement diversity policy

BSBDIV801 Conduct strategic diversity workforce planning
BSBDIV802 Conduct strategic planning for diversity

learning practices
BSBDIV803 Develop cross cultural communication and

negotiation strategies
BSBEMS401 Develop and implement business development

strategies to expand client base
BSBEMS402 Develop and implement strategies to source

and assess candidates
BSBEMS403 Develop and provide employment

management services to candidates
BSBEMS404 Manage the recruitment process for client

organisations
BSBHRM403 Support performance management process
BSBHRM404 Review human resource functions
BSBHRM405 Support the recruitment, selection and

induction of staff
BSBHRM501 Manage human resource services
BSBHRM502 Manage human resource management

information systems
BSBHRM505 Manage remuneration and employee benefits
BSBHRM506 Manage recruitment selection and induction

processes
BSBHRM507 Manage separation or termination
BSBHRM509 Manage rehabilitation or return to work

programs
BSBHRM510 Manage mediation processes
BSBHRM511 Manage expatriate staff
BSBHRM512 Develop and manage performance

management processes
BSBHRM513 Manage workforce planning
BSBHRM602 Manage human resources strategic planning
BSBHRM604 Manage employee relations
BSBLED101 Plan skills development
BSBLED301 Undertake e-learning
BSBLED401 Develop teams and individuals
BSBLED501 Develop a workplace learning environment
BSBLED502 Manage programs that promote personal

effectiveness
BSBLED503 Maintain and enhance professional practice
BSBLED802 Lead learning strategy implementation
BSBLED803 Implement improved learning practice
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BSBLED804 Review enterprise e-learning systems and
solutions implementation

BSBLED805 Plan and implement a mentoring program
BSBLED806 Plan and implement a coaching strategy
BSBLED807 Establish career development services
BSBLED808 Conduct a career development session
BSBLED809 Identify and communicate trends in career

development
BSBLED810 Develop human capital
BSBWRK409 Prepare for and participate in dispute

resolution
BSBWRK411 Support employee and industrial relations

procedures
BSBWRK510 Manage employee relations

1K) Review whether
international trade
and international
business qualifications
are fit for purpose

2017-18 BSB Business Services
Training Package

BSB30615 Certificate III in
International
Trade

BSBMKG512 Forecast international market and business
needs

BSB41115 Certificate IV in
International
Trade

BSBREL502 Build international business networks

BSB50815 Diploma of
International
Business

BSBFIA501 Report on finances related to international
business

BSBINT301 Apply knowledge of the international trade
environment to complete work

BSBINT302 Apply knowledge of legislation relevant to
international trade to complete work

BSBINT303 Organise the importing and exporting of goods
BSBINT304 Assist in the international transfer of services
BSBINT305 Prepare business documents for the

international trade of goods
BSBINT306 Apply knowledge of international finance and

insurance to complete work requirements
BSBINT401 Research international business opportunities
BSBINT405 Apply knowledge of import and export

international conventions, laws and finance
BSBINT407 Prepare business advice on export Free-on-

Board Value
BSBINT408 Prepare business advice on the taxes and

duties for international trade transactions
BSBINT409 Plan for international trade
BSBMKG415 Research international markets
BSBMKG416 Market goods and services internationally
BSBMKG511 Analyse data from international markets
BSBMKG513 Promote products and services to international

markets
BSBMKG516 Profile international markets
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BSBMKG517 Analyse consumer behaviour for specific
international markets

BSBREL403 Implement international client relationship
strategies

BSBREL501 Build international client relationships
1L) Review library and
information services
UoCs, addressing IRC
concerns and updating
training such that it
remains appropriate in
light of continued
digital change

2017-18 BSB Business Services
Training Package

BSB31215 Certificate III in
Library and
Information
Services

BSBLIB201 Assist with circulation services

BSB42115 Certificate IV in
Library and
Information
Services

BSBLIB202 Process information resource orders

BSB52115 Diploma of
Library and
Information
Services

BSBLIB301 Catalogue objects into collections

BSBLIB302 Develop and apply knowledge of archives
BSBLIB303 Provide multimedia support
BSBLIB304 Develop and use information literacy skills
BSBLIB305 Use established cataloguing tools
BSBLIB306 Process and maintain information resources
BSBLIB401 Record and maintain collection information
BSBLIB402 Consolidate and maintain industry knowledge
BSBLIB403 Complete a range of cataloguing activities
BSBLIB404 Use integrated library management systems
BSBLIB405 Assist customers to access information
BSBLIB406 Obtain information from external and

networked sources
BSBLIB407 Search library and information databases
BSBLIB501 Manage lending and borrowing processes for

collections
BSBLIB502 Manage the development of collections
BSBLIB503 Develop and promote activities, events and

public programs
BSBLIB504 Develop exhibition concepts
BSBLIB505 Develop disaster management plans
BSBLIB506 Maintain digital repositories
BSBLIB507 Promote literature and reading
BSBLIB508 Analyse and describe information resources
BSBLIB509 Provide subject access and classify material
BSBLIB510 Use and monitor advanced functions of

integrated library management systems
BSBLIB511 Research and analyse information to meet

customer needs
BSBLIB512 Develop and maintain community and

stakeholder relationships
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BSBLIB513 Monitor compliance with copyright and licence
requirements

BSBLIB601 Research and document collection material
BSBLIB602 Develop and monitor procedures for the

movement and storage of collection material
BSBLIB603 Contribute to collection management
BSBLIB604 Extend own information literacy skills to locate

information
BSBLIB605 Analyse and describe specialist and complex

material
CHCDIV001 Work with diverse people
CHCLLN001 Respond to client language, literacy and

numeracy needs
CHCVOL003 Recruit, induct and support volunteers
CPCCOHS1001A Work safely in the construction industry
CUAATS301 Work effectively in the Aboriginal and Torres

Strait Islander visual arts industry
CUAATS504 Work with Aboriginal and Torres Strait

Islander cultural material
CUACNM301 Move and store collection material
CUACNM401 Assess the significance of collection objects
CUACNM402 Prepare display mounts for collection material
CUACNM403 Work with cultural material
CUACNM501 Assess the significance of collections
CUACNM601 Manage collection maintenance and

preservation procedures
CUADIG303 Produce and prepare photo images
CUAEVP201 Assist with the staging of public activities and

events
CUAEVP401 Present information on activities, events and

public programs
CUAEVP402 Design and develop interpretive displays
CUAEVP403 Install and dismantle exhibition elements
CUAEVP501 Coordinate the installation and dismantling of

exhibitions
CUAEVP502 Develop and implement exhibition interpretive

strategies
CUAFIM401 Obtain revenue to support operations
CUAIND202 Develop and apply knowledge of information

and cultural services organisations
CUAIND301 Work effectively in the creative arts industry
CUAPRE401 Implement preventive conservation activities
FNSORG501 Develop and manage a budget
FNSPIM412 Participate in formal communication processes
ICPDMT321 Capture a digital image
ICPDMT322 Edit a digital image
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ICPPRN386 Troubleshoot digital media
ICPPRP322 Digitise images for reproduction
ICPPRP397 Transfer digital files
ICPPRP422 Digitise complex images for reproduction
ICTICT104 Use digital devices
ICTICT203 Operate application software packages
ICTICT204 Operate a digital media technology package
ICTICT308 Use advanced features of computer

applications
ICTSAS410 Identify and resolve client ICT problems
ICTWEB201 Use social media tools for collaboration and

engagement
ICTWEB417 Integrate social web technologies
ICTWEB418 Use development software and ICT tools to

build a basic website
ICTWEB420 Write content for web pages
SIRXSLS201 Sell products and services
SISXFAC003 Implement facility maintenance programs
SITTGDE101 Interpret aspects of local Australian

Indigenous culture
SITTGDE304 Prepare and present tour commentaries or

activities
SITTGDE305 Develop and maintain the general and regional

knowledge required by guides
SITTGDE309 Prepare specialised interpretive content on

cultural and heritage environments
SITXCOM201 Show social and cultural sensitivity
SITXCOM202 Provide a briefing or scripted commentary
SITXHRM401 Roster staff
SITXMPR401 Coordinate production of brochures and

marketing materials
TAEDES401A Design and develop learning programs

1M) Review all
management and
leadership UoCs, in
light of changes in the
structure of teams and
businesses, and basic
clerical and
administrative UoCs in
light of increasing
levels of automation

2017-18 BSB Business Services
Training Package

N/A N/A BSBCON401 Work effectively in a business continuity
context

BSBCON601 Develop and maintain business continuity
plans

BSBCON801 Establish and review the business continuity
management framework and strategies

BSBFLM305 Support operational plan
BSBFLM306 Provide workplace information and resourcing

plans
BSBFLM309 Support continuous improvement systems and

processes
BSBFLM311 Support a workplace learning environment
BSBFLM312 Contribute to team effectiveness
BSBFLM313 Apply language, literacy and numeracy to

support others in the workplace
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BSBFLM314 Mentor others in the workplace to support
their language, literacy and numeracy skill
development

BSBLDR401 Communicate effectively as a workplace leader
BSBLDR402 Lead effective workplace relationships
BSBLDR403 Lead team effectiveness
BSBLDR404 Lead a diverse workforce
BSBLDR501 Develop and use emotional intelligence
BSBLDR502 Lead and manage effective workplace

relationships
BSBLDR503 Communicate with influence
BSBLDR504 Implement diversity in the workplace
BSBLDR801 Lead personal and strategic transformation
BSBLDR802 Lead the strategic planning process for an

organisation
BSBLDR803 Develop and cultivate collaborative

partnerships and relationships
BSBLDR804 Influence and shape diversity management
BSBLDR805 Lead and influence change
BSBLDR806 Lead and influence ethical practice
BSBMGT401 Show leadership in the workplace
BSBMGT402 Implement operational plan
BSBMGT403 Implement continuous improvement
BSBMGT404 Lead and facilitate off-site staff
BSBMGT405 Provide personal leadership
BSBMGT406 Plan and monitor continuous improvement
BSBMGT407 Apply digital solutions to work processes
BSBMGT502 Manage people performance
BSBMGT516 Facilitate continuous improvement
BSBMGT517 Manage operational plan
BSBMGT518 Develop organisation policy
BSBMGT519 Incorporate digital solutions into plans and

practices
BSBMGT520 Plan and manage the flexible workforce
BSBMGT521 Plan, implement and review a quality

assurance program
BSBMGT605 Provide leadership across the organisation
BSBMGT608 Manage innovation and continuous

improvement
BSBMGT615 Contribute to organisation development
BSBMGT616 Develop and implement strategic plans
BSBMGT617 Develop and implement a business plan
BSBMGT618 Develop an engagement centre business plan
BSBMGT619 Identify and implement business innovation
BSBMGT621 Design and manage the enterprise quality

management system
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BSBMGT622 Manage resources
BSBMGT623 Monitor corporate governance activities
BSBMGT624 Develop and implement corporate social

responsibility
BSBMGT801 Direct the development of a knowledge

management strategy for a business
BSBMGT802 Lead design and review of enterprise systems
BSBMGT803 Use financial and economic information for

strategic decision making
BSBREL402 Build client relationships and business

networks
BSBWOR403 Manage stress in the workplace
BSBWOR404 Develop work priorities
FNSSAM402 Implement a sales plan
TAEDEL404A Mentor in the workplace
BSBADM101 Use business equipment and resources
BSBCMM101 Apply basic communication skills
BSBCUS201 Deliver a service to customers
BSBIND201 Work effectively in a business environment
BSBINM201 Process and maintain workplace information
BSBINM202 Handle mail
BSBPUR301 Purchase goods and services
BSBWOR201 Manage personal stress in the workplace
BSBWOR202 Organise and complete daily work activities
BSBWOR203 Work effectively with others
FNSACC301 Process financial transactions and extract

interim reports
1O) Review all small
business and
franchising UoCs in
light of structural
economic change and
growing Asian trade
ties

2018-19 BSB Business Services
Training Package

BSB42615 Certificate IV in
New Small
Business

BSBFRA301 Work within a franchise

BSB42515 Certificate IV in
Small Business
Management

BSBFRA401 Manage compliance with franchisee
obligations and legislative requirements

BSB40715 Certificate IV in
Franchising

BSBFRA402 Establish a franchise

BSB50515 Diploma of
Franchising

BSBFRA403 Manage relationship with franchisor

BSBFRA404 Manage a multiple-site franchise
BSBFRA501 Establish a franchise operation
BSBFRA502 Manage a franchise operation
BSBFRA503 Manage establishment of new sites or regions
BSBFRA504 Manage relationships with franchisees
BSBFRA505 Manage closure of a franchise
BSBIPR405 Protect and use intangible assets in small

business
BSBSMB201 Identify suitability for micro business
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BSBSMB301 Investigate micro business opportunities
BSBSMB302 Develop a micro business proposal
BSBSMB303 Organise finances for the micro business
BSBSMB304 Determine resource requirements for the

micro business
BSBSMB305 Comply with regulatory, taxation and

insurance requirements for the micro business
BSBSMB306 Plan a home based business
BSBSMB307 Set up information and communications

technology for the micro business
BSBSMB308 Improve energy efficiency in micro or small

business operations
BSBSMB402 Plan small business finances
BSBSMB403 Market the small business
BSBSMB404 Undertake small business planning
BSBSMB405 Monitor and manage small business operations
BSBSMB406 Manage small business finances
BSBSMB407 Manage a small team
BSBSMB408 Manage personal, family, cultural and business

obligations
BSBSMB409 Build and maintain relationships with small

business stakeholders
BSBSMB410 Review and implement energy efficiency in

business operations
BSBSMB411 Manage specialist external advisory services
BSBSMB412 Introduce cloud computing into business

operations
BSBSMB413 Design a digital action plan for small business
BSBSMB414 Time management for small business
BSBSMB415 Refine and strengthen a small business
BSBSMB416 Plan small business growth
BSBSMB417 Recruit staff
BSBSMB418 Manage compliance for small business
FNSACC406 Set up and operate a computerised accounting

system
FNSFLT201 Develop and use a personal budget
PSPGOV407B Provide a quotation
SIRXQUA001A Develop innovative ideas at work
SIRXQUA002A Lead a team to foster innovation

1P) Review all
customer engagement,
marketing and
advertising UoCs, in
light of the changing
nature of customer
engagement and

2018-19 BSB Business Services
Training Package

N/A N/A BSBADV402 Conduct pre-campaign testing
BSBADV403 Monitor advertising production
BSBADV404 Schedule advertisements
BSBADV405 Perform media calculations
BSBADV406 Buy and monitor media
BSBADV407 Apply media analysis and processing tools
BSBADV408 Review advertising media options
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increased digital
connectivity

BSBADV503 Coordinate advertising research
BSBADV507 Develop a media plan
BSBADV509 Create mass print media advertisements
BSBADV510 Create mass electronic media advertisements
BSBADV602 Develop an advertising campaign
BSBADV603 Manage advertising production
BSBADV604 Execute an advertising campaign
BSBADV605 Evaluate campaign effectiveness
BSBCUE203 Conduct customer engagement
BSBCUE204 Collect data
BSBCUE205 Prepare for work in a customer engagement

environment
BSBCUE301 Use multiple information systems
BSBCUE302 Deploy customer service field staff
BSBCUE303 Conduct a telemarketing campaign
BSBCUE304 Provide sales solutions to customers
BSBCUE305 Process credit applications
BSBCUE306 Process complex accounts
BSBCUE307 Work effectively in customer engagement
BSBCUE308 Conduct outbound customer engagement
BSBCUE309 Develop product and service knowledge for

customer engagement operation
BSBCUE403 Schedule customer engagement activity
BSBCUE404 Collect, analyse and record information
BSBCUE405 Survey stakeholders to gather and record

information
BSBCUE406 Run a multicentre
BSBCUE407 Administer customer engagement technology
BSBCUE501 Develop business continuity strategy
BSBCUE502 Establish a multicentre
BSBCUE503 Manage data interrogation
BSBCUE504 Integrate customer engagement within the

organisation
BSBCUE601 Optimise customer engagement operations
BSBCUE602 Manage customer engagement information
BSBCUE603 Design and launch new customer engagement

facilities
BSBCUE604 Develop and maintain a service level strategy
BSBCUE605 Develop and maintain a customer engagement

marketing strategy
BSBCUE606 Forecast and plan using customer engagement

traffic information analysis
BSBCUE607 Manage customer engagement centre staffing
BSBCUE608 Manage customer engagement operational

costs
BSBEBU501 Investigate and design e-business solutions
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BSBEBU502 Implement e-business solutions
BSBIPR401 Use and respect copyright
BSBIPR402 Protect and use new inventions and

innovations
BSBIPR403 Protect and use brands and business identity
BSBIPR404 Protect and use innovative designs
BSBIPR601 Develop and implement strategies for

intellectual property management
BSBMKG401 Profile the market
BSBMKG408 Conduct market research
BSBMKG409 Design direct response offers
BSBMKG410 Test direct marketing activities
BSBMKG411 Analyse direct marketing databases
BSBMKG412 Conduct e-marketing communications
BSBMKG413 Promote products and services
BSBMKG414 Undertake marketing activities
BSBMKG417 Apply marketing communication across a

convergent industry
BSBMKG418 Develop and apply knowledge of marketing

communication industry
BSBMKG419 Analyse consumer behaviour
BSBMKG420 Create digital media user experiences
BSBMKG421 Optimise digital media impact
BSBMKG501 Identify and evaluate marketing opportunities
BSBMKG502 Establish and adjust the marketing mix
BSBMKG506 Plan market research
BSBMKG507 Interpret market trends and developments
BSBMKG508 Plan direct marketing activities
BSBMKG509 Implement and monitor direct marketing

activities
BSBMKG510 Plan e-marketing communications
BSBMKG514 Implement and monitor marketing activities
BSBMKG515 Conduct a marketing audit
BSBMKG518 Plan and implement services marketing
BSBMKG519 Plan and implement business-to-business

marketing
BSBMKG520 Manage compliance within the marketing

legislative framework
BSBMKG521 Plan and implement sponsorship and event

marketing
BSBMKG522 Plan measurement of marketing effectiveness
BSBMKG523 Design and develop an integrated marketing

communication plan
BSBMKG524 Design effective user experiences
BSBMKG525 Design effective web search responses
BSBMKG526 Develop strategies to monetise digital
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engagement
BSBMKG527 Plan social media engagement
BSBMKG528 Mine data to identify industry directions
BSBMKG529 Manage client account
BSBMKG530 Create distributed multiplatform digital

advertisements
BSBMKG603 Manage the marketing process
BSBMKG605 Evaluate international marketing opportunities
BSBMKG606 Manage international marketing programs
BSBMKG607 Manage market research
BSBMKG608 Develop organisational marketing objectives
BSBMKG609 Develop a marketing plan
BSBMKG610 Develop, implement and monitor a marketing

campaign
BSBMKG611 Manage measurement of marketing

effectiveness
BSBPRO401 Develop product knowledge
BSBSLS407 Identify and plan sales prospects
BSBSLS408 Present, secure and support sales solutions
BSBWRT501 Write persuasive copy
CHCINM001 Meet statutory and organisation information

requirements
CHCPOL403C Undertake research activities
CUAWRT401 Edit texts
CUAWRT402 Write extended stories
FNSSAM301 Identify opportunities for cross-selling

products and services
ICTGAM504 Manage interactive media production
ICTICT209 Interact with ICT clients
ICTSAS204 Record client support requirements
ICTSAS305 Provide ICT advice to clients

1Q) Review legal and
conveyancing UoCs, in
light of automation
and digital change
occurring in the
industry

2018-19 BSB Business Services
Training Package

BSB31015 Certificate III in
Business
Administration
(Legal)

BSBCMM402 Implement effective communication strategies

BSB42215 Certificate IV in
Legal Services

BSBCMM501 Develop and nurture relationships

BSB52015 Diploma of
Conveyancing

BSBCNV501 Take instructions in relation to a transaction

BSB52215 Diploma of Legal
Services

BSBCNV502 Read and interpret a legal document and
provide advice

BSB61115 Advanced
Diploma of
Conveyancing

BSBCNV503 Analyse and interpret legal requirements for a
transaction

BSBCNV504 Prepare legal documents
BSBCNV505 Finalise the conveyancing transaction
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BSBCNV506 Establish and manage a trust account
BSBCNV601 Identify and conduct searches
BSBLEG301 Apply knowledge of the legal system to

complete tasks
BSBLEG302 Carry out search of the public record
BSBLEG303 Deliver court documentation
BSBLEG304 Apply the principles of confidentiality and

security within the legal environment
BSBLEG305 Use legal terminology in order to carry out

tasks
BSBLEG306 Maintain records for time and disbursements

in a legal practice
BSBLEG308 Assist in prioritising and planning activities in

a legal practice
BSBLEG403 Maintain trust accounts
BSBLEG413 Identify and apply the legal framework
BSBLEG414 Establish and maintain a file in legal services
BSBLEG415 Apply the principles of contract law
BSBLEG416 Apply the principles of the law of torts
BSBLEG417 Apply the principles of evidence law
BSBLEG418 Produce complex legal documents
BSBLEG510 Apply legal principles in family law matters
BSBLEG511 Apply legal principles in criminal law matters
BSBLEG512 Apply legal principles in property law matters
BSBLEG513 Apply legal principles in corporation law

matters
BSBLEG514 Assist with civil procedure
BSBLEG515 Apply legal principles in wills and probate

matters
BSBRES404 Research legal information using primary

sources
BSBRES502 Research legal information using secondary

sources
BSBSMB401 Establish legal and risk management

requirements of small business
FNSACC403 Make decisions in a legal context
FNSCUS501 Develop and nurture relationships with clients,

other professionals and third party referrers
FNSINC401 Apply principles of professional practice to

work in the financial services industry
FNSORG601 Negotiate to achieve goals and manage

disputes
FNSORG602 Develop and manage financial systems
FNSPRM601 Establish, supervise and monitor practice

systems to conform with legislation and
regulations

FNSPRM602 Improve the practice
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FNSPRM603 Grow the practice
TAEDEL402A Plan, organise and facilitate learning in the

workplace
1R) Review
compliance and
quality auditing UoCs

2018-19 BSB Business Services
Training Package

BSB51615 Diploma of
Quality Auditing

BSBAUD402 Participate in a quality audit

BSBAUD501 Initiate a quality audit
BSBAUD503 Lead a quality audit
BSBAUD504 Report on a quality audit
BSBCOM401 Organise and monitor the operation of

compliance management system
BSBCOM402 Implement processes for the management of a

breach in compliance requirements
BSBCOM403 Provide education and training on compliance

requirements and systems
BSBCOM404 Promote and liaise on compliance

requirements, systems and related issues
BSBCOM405 Promote compliance with legislation
BSBCOM406 Conduct work within a compliance framework
BSBCOM501 Identify and interpret compliance

requirements
BSBCOM502 Evaluate and review compliance
BSBCOM503 Develop processes for the management of

breaches in compliance requirements
BSBCOM601 Research compliance requirements and issues
BSBCOM602 Develop and create compliance requirements
BSBCOM603 Plan and establish compliance management

systems
1S) Review all
environmental
management and
sustainability UoCs

2019-20 BSB Business Services
Training Package

BSB42315 Certificate IV in
Environmental
Management and
Sustainability

BSBSUS201 Participate in environmentally sustainable
work practices

BSBSUS401 Implement and monitor environmentally
sustainable work practices

BSBSUS402 Implement an environmental management
plan

BSBSUS403 Measure, monitor and reduce carbon
emissions

BSBSUS404 Assess, implement, monitor and report on
waste management

BSBSUS405 Assess, monitor and reduce water use
BSBSUS406 Identify and apply sustainability rating tools
BSBSUS501 Develop workplace policy and procedures for

sustainability
AHCSAW302A Implement erosion and sediment control

measures
1T) Review all project
management UoCs

2019-20 BSB Business Services
Training Package

BSB41515 Certificate IV in
Project

BSBPMG409 Apply project scope management techniques
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Management
Practice

BSB51415 Diploma of
Project
Management

BSBPMG410 Apply project time management techniques

BSB61215 Advanced
Diploma of
Program
Management

BSBPMG411 Apply project quality management techniques

BSB80415 Graduate
Diploma of
Portfolio
Management

BSBPMG412 Apply project cost management techniques

BSBPMG413 Apply project human resources management
approaches

BSBPMG414 Apply project information management and
communications techniques

BSBPMG415 Apply project risk management techniques
BSBPMG416 Apply project procurement procedures
BSBPMG417 Apply project life cycle management processes
BSBPMG418 Apply project stakeholder engagement

techniques
BSBPMG511 Manage project scope
BSBPMG512 Manage project time
BSBPMG513 Manage project quality
BSBPMG514 Manage project cost
BSBPMG515 Manage project human resources
BSBPMG516 Manage project information and

communication
BSBPMG517 Manage project risk
BSBPMG518 Manage project procurement
BSBPMG519 Manage project stakeholder engagement
BSBPMG520 Manage project governance
BSBPMG521 Manage project integration
BSBPMG522 Undertake project work
BSBPMG601 Direct the integration of projects
BSBPMG602 Direct the scope of a project program
BSBPMG603 Direct time management of a project program
BSBPMG604 Direct cost management of a project program
BSBPMG605 Direct quality management of a project

program
BSBPMG606 Direct human resources management of a

project program
BSBPMG607 Direct communications management of a

project program
BSBPMG609 Direct procurement and contracting for a

project program
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Project code and
name

Planned
review
start (year)

Training
Package code

Training
Package name

Qualification
code

Qualification
name

Unit of
Competency
code

Unit of Competency name

BSBPMG610 Enable program execution
BSBPMG611 Facilitate stakeholder engagement
BSBPMG612 Implement program governance
BSBPMG613 Manage benefits
BSBPMG614 Engage in collaborative alliances
BSBPMG615 Manage program delivery
BSBPMG616 Manage program risk
BSBPMG617 Provide leadership for the program
BSBPMG801 Prioritise projects and programs
BSBPMG802 Select and balance the portfolio
BSBPMG803 Manage and review portfolio performance
BSBPMG804 Govern the portfolio
BSBPMG805 Lead the portfolio
BSBPMG806 Manage portfolio communications and change
BSBPMG807 Manage portfolio resources
BSBPMG808 Manage portfolio risk
CPPDSM4047A Implement and monitor procurement process
ICTICT511 Match ICT needs with the strategic direction of

the enterprise
ICTICT515 Verify client business requirements
MSAENV472B Implement and monitor environmentally

sustainable work practices
MSS015002A Develop strategies for more sustainable use of

resources
PSPETHC401A Uphold and support the values and principles

of public service
PSPETHC501B Promote the values and ethos of public service
PSPGOV422A Apply government processes
PSPPOL404A Support policy implementation
TLIE4006 Collect, analyse and present workplace data

and information
1V) Review all UoCs in
the current Training
Package which remain
current, but are not
used by any business
services qualifications
or skillsets, not
covered by earlier
reviews

2019-20 BSB Business Services
Training Package

N/A N/A BSBADM301 Produce texts from shorthand notes
BSBCRT101 Apply critical thinking techniques
BSBCRT301 Develop and extend critical and creative

thinking skills
BSBCRT401 Articulate, present and debate ideas
BSBCRT402 Collaborate in a creative process
BSBCRT403 Explore the history and social impact of

creativity
BSBCRT501 Originate and develop concepts
BSBCRT601 Research and apply concepts and theories of

creativity
BSBDES201 Follow a design process
BSBDES202 Evaluate the nature of design in a specific

industry context
BSBDES301 Explore the use of colour
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Project code and
name

Planned
review
start (year)

Training
Package code

Training
Package name

Qualification
code

Qualification
name

Unit of
Competency
code

Unit of Competency name

BSBDES302 Explore and apply the creative design process
to 2D forms

BSBDES303 Explore and apply the creative design process
to 3D forms

BSBDES304 Source and apply design industry knowledge
BSBDES305 Source and apply information on the history

and theory of design
BSBDES401 Generate design solutions
BSBDES402 Interpret and respond to a design brief
BSBDES403 Develop and extend design skills and practice
BSBDES501 Implement design solutions
BSBDES502 Establish, negotiate and refine a design brief
BSBDES601 Manage design realisation
BSBDES602 Research global design trends
BSBDES801 Research and apply design theory
FNSFLT203 Develop knowledge of debt and consumer

credit
TAETAS501B Undertake organisational training needs

analysis
1W) Review UoCs
updated in 2016-17 for
currency

2020-21 BSB Business Services
Training Package

No Training Package content specified. The scope of this update
will be determined before the 2018 submission of the Industry
skills forecast and proposed work schedule.
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Rationale behind projects and scheduling in the Proposed Schedule of Work

The Department of Education and Training has advised that the AISC will use the recommendations made by all IRCs, together with an analysis of the
relevant Industry Skills Forecast and Proposed Work Schedule, to develop a national schedule of all UoCs across Training Packages. In developing this
schedule, the AISC will consult the IRC Industry Skills Forecast and Proposed Work Schedule, taking account of: regulatory need, strategic industry and
government priorities, economic impact, current levels of VET activity, risk, and available budget. To assist the AISC develop this schedule, we have written
rationales to support the scope, content and timing of these projects, drawing on the above factors where relevant. Table 12 presents a summary of these
rationales for each project.

Table 12: Rationales for projects

Item
code

Year Title Rationale

1H 2018-19
(not yet
submitted)

Review governance and Aboriginal
and Torres Strait Islander (ATSI)
governance UoCs to align with
identified emerging trends and skill
needs

A key Commonwealth Government priority is to empower Indigenous businesses to create
jobs and employing more Indigenous Australians. To this end, the Commonwealth
Government recently introduced an Indigenous Procurement Policy, which has set a target to
award 3 per cent of Commonwealth contracts to indigenous businesses. This policy is
intended to significantly increase the rate of purchasing from Indigenous enterprises and
strengthen the Indigenous business sector.107

In order for Indigenous businesses to take full advantage of this policy, Indigenous business
people and community groups need to have the skills to grow their organisations, market
their products to federal government departments and participate in government tenders.

This project aims to align training with these emerging trends and skill needs. As such this
project has been scheduled for 2018-19. Given the close relationship and historical links
between ATSI UoCs and governance UoCs, both groups of UoCs will be reviewed together.
Although consultations with IRC members and analysis has not identified a strong impetus
for the review of governance UoCs in their own right, it is prudent to review both ATSI UoCs
and governance UoCs together, given their close links and coverage of similar skills.

This review will also consider whether the current training products are fit for purpose and
factors which may be limiting engagement with the training.

Based on our assessment, this review may include amendments to, or consolidation of,

107Department of Prime Minister and Cabinet (2016) Commonwealth Indigenous procurement policy <https://www.dpmc.gov.au/sites/default/files/publications/indigenous_procurement_policy.pdf> accessed 2/6/2016
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Item
code

Year Title Rationale

current UoCs and/or the creation of new UoCs. The need for this project has also been
highlighted in Section D Skills Outlook.

1I 2017-18
(not yet
submitted)

Design and develop public relations
qualifications and skill sets to align
to industry developed framework

A marketing and advertising review, conducted by the former ISC and a request made by the
Public Relations Institute of Australia has identified that there is a gap in qualifications, skill
sets and UoCs for Public Relations (PR).108

This review has been scheduled for 2017-18 as the IRC has identified issues in the training
products, however the review has not been identified as a critical priority.

This project will consider all existing UoCs which provide specific PR training. Each of these
UoCs will be assessed for currency and appropriateness to be included as a part of new
qualifications and skill sets being developed in PR. This project may also include
amendments to, or consolidation of, current UoCs and/or the creation of new UoCs. The need
for this project has also been highlighted in Section B Sector Overview and Section D Skills
Outlook.

1J 2017-18
(not yet
submitted)

Review of human resources (HR)
qualifications, specifically whether
three separate HR qualifications
are necessary

The IRC has raised concerns that there may be overlap and duplication across HR
qualifications. This project will review all training specifically directed at HR and streamline
the content where it is appropriate to do so. As the IRC as identified this as a non-critical
issue with training products, it has been scheduled for 2017-18.

To assess the extent of overlap and duplication, this project will review all UoCs which
provide training specifically directed towards HR in the business services Training Package,
including:

 workplace diversity

 human resource management

108 Innovation & Business Skills Australia (2015) Public relations review scoping paper – Final Report
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Item
code

Year Title Rationale

 workplace learning and development

 recruitment and employment services

 workplace relations.

In the course of this review, the currency of UoCs will also be assessed. UoCs may be updated
to reflect changes in the sub-sector such as:

 the growing importance of employee codes of ethics and conduct

 importance and growing role of technology

 growing emphasis on the strategic importance of HR to businesses.

Based on the review of UoCs, our understanding of the learner outcomes targeted, levels of
competency and training content, HR qualifications and UoCs may be amended, consolidated
and/or newly created. The need for this project has also been highlighted in Section B Sector
Overview and Section D Skills Outlook.

1K 2017-18
(not yet
submitted)

Review whether international trade
and international business
qualifications are fit for purpose

Growing Asian trade ties and the extraordinary opportunities deriving from growth in Asian
middle class consumption mean that International Trade and Business qualifications are
likely to be particularly relevant in meeting key skills priorities. This project aims to fill
identified Asian business literacy skill gaps in International Trade and Business training. As
this project is based on IRC identified potential issues in the training products, it has been
scheduled for 2017-18.

In this project, all UoCs specifically targeted at International Trade and Business will be
considered, including fields such as:

 international business

 marketing of products and services internationally

 building international relationships.

Each UoC will be assessed to determine the extent to which it is addressing identified skills
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Item
code

Year Title Rationale

needs, with a focus on Asian business literacy. This project may include amendments to, or
consolidation of, current UoCs and/or the creation of new UoCs. The need for this project has
also been highlighted in Section B Sector Overview and Section D Skills Outlook.

1L 2017-18
(not yet
submitted)

Review library and information
services UoCs, addressing IRC
concerns and updating training
such that it remains appropriate in
light of continued digital change

The IRC and the Australian Library and Information Association have expressed concerns
around the flexibility of assessment criteria and lack of safety principles incorporated into
Library and Information Services UoCs. Additional to these concerns, analysis has revealed
that key changes are underway in the sector including:

 continued digital change

 an integration of library, gallery and recordkeeping skills

 the growing importance of negotiation skills in the procurement of digital resources
and database access

 the growing role of librarians in the development of early childhood literacy in the
community.

Although IRC members have indicated that the sector is broadly supportive of library and
information services training, this review aims to address stakeholder concerns and continue
to improve training in light of identified needs. As this project is addressing IRC identified
non-critical issues and aligning skills with industry trends, it has been scheduled for 2017-18.

Working with stakeholders and the IRC, this review will consider all Library and Information
Service UoCs, incorporating safety principles where appropriate and improving the flexibility
of assessment criteria. In the course of this review, all Library and Information Services UoCs
will also be assessed for currency in light of change in the industry. UoCs will be updated,
consolidated or added to, to appropriately focus on identified skill priorities. The need for
this project has also been highlighted in Section B Sector Overview and Section D Skills
Outlook.

1M 2017-18
(not yet
submitted)

Review all management and
leadership UoCs, in light of changes
in the structure of teams and
businesses, and all basic clerical
administrative UoCs in light of

Please note that projects 1m and 1n (as defined in the 2016 Training Product Review Plan)
have been merged, pursuant to the AISC’s direction that training product development
projects should be consolidated where there is obvious alignment.

Increased social inclusion, digital connectivity and the rise of rise of online freelancing
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Item
code

Year Title Rationale

increasing levels of automation platforms are changing the way teams are changing the nature and structure of teams in
three primary ways:

1 Teams are becoming more diverse. Businesses are placing greater emphasis on the
diversity and inclusion of people from all backgrounds.

2 Many teams are geographically dispersed. Increased digital connectivity is allowing
greater numbers of people to work remotely, without any face to face contact with
managers and colleagues.

3 Freelancers are changing the way work is done. The rise of online freelancing
platforms is meaning that use the of short term contractors is growing.

Managers need the appropriate skills to effectively use the diversity and differences of
perspectives in their teams, manage staff without any face to face contact and manage
independent short term contractors.

In addition, the continued automation and digital change in process oriented tasks is likely to
change many entry level roles in the business services sector. Current estimates indicate that
automation is particularly concentrated in lower level business services occupations such as
general administrative workers and sales administration workers, with 96.1 per cent and
91.1 per cent probability of automation respectively.109

This level of automation is changing the skills needed by employers and the jobs available in
the business services sector. Increasingly, entry level business services workers will need
skills complementary to automation and digital change such as effective use of digital
technology or automation systems and emotional intelligence.

This project will align training with these emerging trends and skill needs. As such this
project has been scheduled for 2017-18. In this review, all UoCs will be reviewed for currency.
Based on our assessment, this review may include amendments to, or consolidation of,
current UoCs and/or the creation of new UoCs to better meet the changing employer skills
needs for entry level workers. The need for this project has also been highlighted in Section B

109 PwC (2015) A smart move
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Item
code

Year Title Rationale

Sector Overview and Section D Skills Outlook.

1O 2018-19
(not yet
submitted)

Review all small business and
franchising UoCs in light of
structural economic change and
growing Asian trade ties

Structural change in the Australian economy and strong growth potential for businesses
engaging with Asia are increasing the importance of growth in small businesses and the
opportunities available to them.

To leverage these opportunities and encourage growth of small businesses, owners, managers
and workers need to have the appropriate skills to engage with Asia to grow their businesses.
Asian business literacy, adaptability to change and entrepreneurship have been identified as
critical skills for the success of success of Australian businesses.

This project will align training with these emerging trends and skill needs. As such this
project has been scheduled for 2018-19. In this review, small business and franchising UoCs
will be assessed, with a view to place increased emphasis on Asian business literacy and
entrepreneurship skills. Based on our assessment, this review may include amendments to,
or consolidation of, current UoCs and/or the creation of new UoCs. The need for this project
has also been highlighted in Section B Sector Overview and Section D Skills Outlook.

1P 2018-19
(not yet
submitted)

Review all customer engagement,
marketing and advertising UoCs, in
light of the changing nature of
customer engagement and
increased digital connectivity

Increased digital connectivity and availability of customer data is changing the way
businesses engage with customers and deliver marketing messages. Customers are
increasingly seeking to engage with businesses online, often beyond a purely commercial
relationships, with online forums and communities often forming around businesses and
their products and services. Growing collection and use of customer data is also altering the
way marketing messaging is constructed and delivered, with increasing levels of customer
data analysis used to deliver targeted, personalised and contextualised digital advertising.

In order to be a part of the changes taking place in customer engagement, marketing roles
and advertising, workers will need to have skills in data analytics, online customer and
community engagement as well as high levels of emotional intelligence.

This project will align training with these emerging trends and skill needs. As such this
project has been scheduled for 2018-19. In this review, customer engagement, marketing and
advertising UoCs will be assessed for their currency in light of the changing skills needs.
Based on our assessment, this review may include amendments to, or consolidation of,
current UoCs and/or the creation of new UoCs. The need for this project has also been
highlighted in Section B Sector Overview and Section D Skills Outlook.
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Item
code

Year Title Rationale

1Q 2018-19
(not yet
submitted)

Review legal and conveyancing
UoCs, in light of automation and
digital change occurring in the
industry

Automation and digital change are altering legal services and conveyancing roles. The rise of
technologies such as e-conveyancing, automated document preparation systems, online legal
advice and online dispute resolution are likely to fundamentally change the roles and skills
needs of conveyancers, legal secretaries and legal services workers in general.110

In order to adapt to these changes, legal services workers need skills which are
complementary to digital change, such as the ability to manage and utilise this technology,
greater levels of emotional intelligence and improved communication skills.

This project aims to align training with these longer term emerging trends and skill needs. As
such this project has been scheduled for 2018-19. In the course of this project, legal services,
conveyancing and legal research UoCs will be assessed for their currency given the changes
occurring in the legal services industry and the changing skill needs. Based on our
assessment, this review may include amendments to, or consolidation of, current UoCs
and/or the creation of new UoCs to better meet skills needs. The need for this project has also
been highlighted in Section B Sector Overview and Section D Skills Outlook.

1R 2018-19
(not yet
submitted)

Review compliance and quality
auditing UoCs

Training in quality auditing and compliance monitoring / management is important to allow
businesses manage risks, ensure quality and compliance with relevant standards. These skills
are vital to the effective operation of businesses, especially in those businesses in higher risk
sectors.

Consultations with the IRC and analysis has not revealed any immediate or fundamental
changes in the skills of quality auditors and compliance managers, IRC members have
expressed their concern that compliance and quality auditing have not been reviewed in
detail for an extended period of time. Therefore this review has been scheduled for 2018-19.

This review will examine all UoCs for currency including updating for best practice where
necessary. This review may include amendments to, or consolidation of, current UoCs and/or
the creation of new UoCs. The need for this project has also been highlighted in Section B
Sector Overview and Section D Skills Outlook.

110 Richard Susskind (2013) Tomorrow's Lawyers: An Introduction to Your Future
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Item
code

Year Title Rationale

1S 2019-20
(not yet
submitted)

Review all environmental
management and sustainability
UoCs

The training of environmental management and sustainability workers plays an important
role in reducing the environmental impact of infrastructure and construction projects as well
as reducing the impact which businesses more generally have on the environment. This field
is of growing importance as society becomes increasingly aware of environmental impacts
and progresses to reducing greenhouse gas emissions in light of internationally agreed
targets.

Consultations with several Business Services IRC members and analysis has not identified
any fundamental changes in the skills needs in the sub-sector. While IRC members reflected
the view that environmental management and sustainability has strong industry support and
provides appropriate skills, IRC members have some concern that environmental
management training may be duplicated within other Training Packages and accredited VET.

Therefore, in 2019-2020 environmental management and sustainability UoCs will be
reviewed in the context of other training options. This review may include amendments to, or
consolidation of, current UoCs and/or the creation of new UoCs. The need for this project has
also been highlighted in Section B Sector Overview and Section D Skills Outlook.

1T 2019-20
(not yet
submitted)

Review all project management
UoCs

Project management UoCs teach vital skills allowing workers to effectively initiate, schedule
and direct teams to achieve specific goals within a project. These are used in wide range of
sectors, including construction, financial services, transport and logistics.

Through consultation with several business services IRC members and a national
professional body, no strong impetus has been established for the review of project
management UoCs in the first three years of training product development, as supported by
our analysis. Strong rationales for review in the first three years include concerns from a
national professional body with current training or trends disrupting skills needs thus
requiring a training update. While project management remains important, we have not
identified any fundamental changes in the skills needed to manage projects nor have we
identified any trends that require an immediate review of training. Therefore, project
managements UoCs will be reviewed in 2019-2020.

This review will examine all UoCs, considering learner pathways and the currency of UoCs.
This review will update units for currency and align them with best practice, as appropriate.
This review may include amendments to, or consolidation of, current UoCs and/or the
creation of new UoCs. The need for this project has also been highlighted in Section B Sector
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Item
code

Year Title Rationale

Overview and Section D Skills Outlook.

1V 2019-20
(not yet
submitted)

Review all UoCs in the current
Training Package which remain
current, but are not used by any
business services qualifications or
skillsets, not covered by earlier
reviews

A key recommendation in the VET products for the 21st century paper is to streamline,
simplify and eliminate unnecessary material Training Package content.111 However, the
business services Training Package currently contains a substantial number native and
imported UoCs / UoC groups, which are not listed as either core or electives in any business
services qualifications or skill sets.

This project aims simplify and streamline these UoCs. As this project has limited training
impact, but is required to simplify and promote consistency of training content on the
national register, this project will be undertaken in 2019-20.

In order to simplify the Business Services Training Package in line with recommendation 17
of the VET products for the 21st century paper, this review will consider reasons why these
UoCs are not being effectively used and the appropriateness of removing/retaining the UoCs
in the national register. As appropriate, these UoCs will either be:

1. removed from the national register

2. updated and included as listed core/electives within qualifications

3. superseded with an existing UoC

4. transitioned to another Training Package.

1W 2020-21
(not yet
submitted)

Review UoCs updated in 2016-17
for currency

AISC requires that all UoCs in the BSB Training Package are reviewed every four years.
Pursuant to this mandate, the SSO and IRC proposes to review UoCs updated in 2016-17 in
2020-21. The timing and scope of these projects will be detailed in the 2018 submission of
the Industry Skills Forecast and Proposed Schedule of Work.

111 Council of Australian Governments Joint steering committee & National Quality Council (2009) VET Products for the 21st Century < http://www.coag.gov.au/sites/default/files/vet_products.doc> Accessed 25/07/16
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G. IRC signoff

This Industry Skills Forecast and Proposed Work Schedule was agreed to by:

Angelina Pillai

Chair

Business Services IRC

28/04/2017
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Appendix A Occupation classifications

Defining and classifying occupations can be difficult in any sector. In the vocational education and training context, using classifications that are too general
can lose the nuance of skill levels or technical details acquired in each qualification. However, using classifications that are too specific can make general
trends identification or commentary impossible.

For this Industry Skills Forecast and Proposed Work Schedule we have largely drawn on terminology used in the Training Package, as published in release
2.0 of the Business Services Training Package on training.gov.au. However, there are other occupational classifications that are publically available and set
out in Table 13:

 Australia and New Zealand Standard Classification of Occupations (ANZSCO) developed by the ABS. These occupations have been mapped to
qualifications by NCVER and are used for Department of Employment forecast projections. Therefore ABS and NCVER data is consistent with
ANZSCO definitions. The limitation of these definitions is that they are somewhat narrow and therefore may not be an accurate representation of all
parties within the sector.

 Taxonomy developed by the former ISCs, mapped qualifications in Training Packages to occupations. However, these occupations are not mapped to
ABS or NCVER data collection, and therefore do not provide any quantitative information as to the size of the workforce.

Table 13: Different occupation classifications

Qualification
area

Qualification
ANZSCO
mapping

Taxonomy mapping

Business
administration
and governance

Certificate I in
Business

General Clerk No Specific Job Role

Certificate II in
Business

General Clerk
International Education Office Receptionist; Legal Receptionist; Administration Officer (Local
Government); Office Assistant; Receptionist; Administrative Assistant; Trainee Racing Administrator;
Information Desk Clerk; Clerical Officer; Data Entry Operator

Certificate III in
Business

General Clerk
Word Processing Operator; Information Officer; Data Entry Operator; Customer Service Officer; Payroll
Officer; Clerical Officer

Certificate III in
Business
Administration
(Education)

Secretary (General)
Education Program Support Worker; Enrolment Assistant; School Administration Officer; Enrolment
Administrator; Fee Officer; Student Recruitment and Admissions Assistant; Student Services Officer
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Qualification
area

Qualification
ANZSCO
mapping

Taxonomy mapping

Certificate III in
Business
Administration
(International
Education)

General Clerk

Secretary; Junior Personal Assistant; International Education Office Receptionist; Human Resources Clerk;
Data Entry Operator; Holiday Park Receptionist; Fee Officer; Bookkeeper; Office Administrator; Logistics
Clerk; Waste Management Administration Clerk; Freight Documentation Clerk; Land Administration
Officer; Legal Receptionist; Word Processing Operator; Clerical Officer; Credits/Returns Officer; Rural
Business Worker; School Financial Administration Officer; Human Resources Support Services Officer
(Public Sector); Water Meter Administration Officer; Accounts Officer; Administrative Assistant;
International Education Compliance Officer; International Recruitment Officer; International Education
Office Receptionist; International Office Information Services Officer; Student Recruitment and
Admissions Assistant; Student Services Officer; International Office Administrative Assistant; International
Education Agent; Administration Assistant (International Pastoral Care - Secondary School); International
Student Services Advisor; School Administration Officer; Education Program Support Worker;
Administration Officer (TAFE International Marketing Office - Offshore Programs)

Certificate III in
Business
Administration
(Legal)

Legal Secretary Legal Typist; Law Clerk; Legal Receptionist; Legal Secretary

Certificate III in
Business
Administration
(Medical)

Medical Receptionist
Admissions Clerk (Health Services); Medical Secretary; Clinical Coding Clerk; Medical Records Officer;
Medical Typist; Secretary; Medical Receptionist

Certificate III in
Business
Administration

General Clerk
Receptionist; Administration Officer (Local Government); Revenue Officer (Local Government);
Administration Officer; Enrolment Assistant; Office Administration Assistant; Payroll Officer

Certificate III in
Micro Business
Operations

General Clerk Independent Contractor; Micro Business Operator

Certificate IV in
Business

Office And Practice
Managers

Analyst; Office Administrator; Personal Assistant

Certificate IV in
Business
(Governance)

Office And Practice
Managers

Executive Director; Indigenous Organisation Board Member; Board Secretary; Board Member; Non-
Executive Director

Certificate IV in
Business
Administration

Business
Administration
Managers

Executive Assistant; Strata Managing Agent; Office Administrator; Project Assistant; Personal Assistant;
Business Administration Officer (Local Government); Administration Officer (Local Government); Waste
Management Administrative Supervisor; Office Supervisor (Local Government); Board Secretary; Senior
Clinical Coder; Accounts Supervisor

Certificate IV in
Business Sales

Sales Representatives
Sales Administrator; Office/Sales Assistant; Frontline Sales Manager; Sales Agent; Business Sales Team
Leader

Certificate IV in
Governance

Program Or Project
Administrator

Board Member; Executive Director; Non-Executive Director; Corporate Governance Coordinator; Board
Secretary

Certificate IV in
New Small
Business

Office Managers
Franchisee; Small Business Manager; Cleaning Business Owner/Operator; Owner Operator; Consultancy
Small Business Manager; Small Business Manager (Processed Food); Small Business Manager (Franchise)
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Qualification
area

Qualification
ANZSCO
mapping

Taxonomy mapping

Diploma of
Business

Program Or Project
Administrator

Administrator; Executive Officer; Project Consultant; Corporate Services Manager; Legal Practice Manager;
Business Development Manager; Project Coordinator; Business Sales Team Leader

Diploma of
Business
(Governance)

Office And Practice
Managers

Indigenous Organisation Board Chairperson; Indigenous Organisation Board Member

Diploma of
Business
Administration

Business
Administration
Managers

Legal Practice Manager; Administration Manager (Local Government); Administration Manager;
Administrator; Office Manager

Diploma of
Governance

Office And Practice
Managers

Executive Director; Non-Executive Director; Board Member; Corporate Governance Coordinator; Board
Secretary

Diploma of
International
Business

Import-Export Clerk Import/Export Manager; International Freight Forwarder; Trade Manager

Advanced
Diploma of
Business

Corporate Services
Manager

Business Analyst; Administrator; Senior Executive; Quarry Business Manager; Business Development
Director

Business
communications

Certificate II in
Customer
Engagement

Call Or Contact
Centre Operator

Customer Service Representative

Certificate III in
Customer
Engagement

Call Or Contact
Centre Operator

Information Services Officer; Telemarketer; Call Centre Operator; Senior Customer Service Representative;
Information Officer; Customer Service Officer; Client Contact Officer (Customer Service)

Certificate IV in
Customer
Engagement

Customer Service
Manager

Sales Team Manager; Call Centre Team Leader; Scheduler; Customer Service Team Leader; Call Centre
Analyst; Call Centre Scheduler; Analyst

Certificate IV in
Marketing and
Communication

Contract, Program
And Project
Administrators

Copywriter; Media Planner; Direct Marketing Officer; Analyst; Marketing Coordinator; Community
Relations Team Leader (Local Government); Media Assistant; Sales Administrator; Market Research
Assistant; Advertising Account Coordinator; Marketing Officer; Promotions Assistant Manager; Assistant
Account Manager (Advertising); Public Relations Officer; Assistant Advertising Account Planner

Diploma of
Customer
Engagement

Customer Service
Manager

Scheduler; Call Centre Team Leader; Analyst

Diploma of
Marketing and
Communication

Marketing Specialist

Marketing Coordinator; Paralegal; Marketing Team Leader; Sales Manager; Public Relations Manager;
Product Manager; Executive Assistant; Marketing Manager; International Marketing Coordinator
(Education); International Marketing Manager (Education); Campaign Manager; Legal Services Support
Officer

Advanced
Diploma of
Marketing and
Communication

Marketing Specialist
Advertising Account Planning Manager; Marketing Manager; Marketing Strategist; Advertising Account
Director; Marketing Director; Client Services Director; Client Services Executive

Business
compliance

Diploma of
Quality Auditing

Organisation And
Methods Analyst

Internal Auditor; Quality Assurance Coordinator; Quality and Improvement Consultant; Service Quality
System Support Analyst; Quality Assurance Manager; Quality Facilitator
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Qualification
area

Qualification
ANZSCO
mapping

Taxonomy mapping

Certificate III in
Recordkeeping

General Clerk
Coding Clerk; Information Officer; Assistant Registry Officer; Administration Officer; Information Services
Officer; Rural Business Worker; Human Resources Clerk; Records Officer

Certificate IV in
Recordkeeping

General Clerk
Senior Records Officer (Public Sector); Senior Clinical Coder; Registry Officer; Records Clerk; Senior
Records Officer; Medical Records Officer; Records Analyst

Diploma of
Recordkeeping

Records Manager
Assistant Records Manager; Corporate Archivist; Records Management Coordinator; Records Supervisor;
Records Coordinator; Freedom of Information Officer; Archivist

Advanced
Diploma of
Recordkeeping

Records Manager
Senior Archivist; Information Services Manager; Records Consultant; Medical Records Consultant; Records
Manager

Business
leadership and
management

Certificate IV in
Leadership and
Management

Office Manager
Team Leader; Frontline Sales Manager; Freight Administrative Supervisor; Leading Hand; Production
Supervisor; Distribution Centre Supervisor; Supervisor; Warehouse Team Leader; Sales Team Manager;
Line Manager; Coordinator (Business Operations)

Certificate IV in
Small Business
Management

Office Manager Small Business Manager; Small Business Manager (Processed Food); Small Business Manager (Franchise)

Diploma of
Leadership and
Management

Corporate General
Manager

Legal Practice Manager; Production Manager; Business Development Manager; Senior Manager (Public
Sector); Business Manager; Information Services Manager; Manager; Distribution Centre Manager; Public
Sector Manager; Operations Manager; Office Manager; Warehouse Manager; Transport Manager;
Corporate Services Manager

Advanced
Diploma of
Leadership and
Management

Corporate General
Manager

Business Development Director; Department Manager; Executive Director; Senior Executive; Manager;
Area Manager; Business Analyst; Quarry Business Manager; Managing Director; Chief Executive Officer

Advanced
Diploma of
Management
(Human
Resources)

Human Resource
Manager

Human resources manager; Human Resources Director

Graduate
Certificate in
Leadership
Diversity

Corporate General
Manager

Human Resources Manager; Human Resources General Manager; Managing Director; Human Resources
Director

Graduate
Certificate in
Management
(Learning)

Training And
Development
Professionals

RTO Manager; Career Development Manager (Education Sector); RTO Education Advisor

Graduate Diploma
of Management
(Learning)

Training And
Development
Professionals

RTO Manager; Career Development Manager (Education Sector); RTO Education Advisor

Graduate Diploma
of Strategic
Leadership

Chief Executive Or
Managing Director

Small Business Manager; Managing Director; Director
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Qualification
area

Qualification
ANZSCO
mapping

Taxonomy mapping

Certificate IV in
Project
Management
Practice

Program Or Project
Administrator

Project Officer; Project analyst; Project records officer; Project administrator/coordinator

Diploma of
Project
Management

Program Or Project
Administrator

Project leader/team leader ; Project contract manager; Project vendor manager; Project manager (industry
specific)

Advanced
Diploma of
Program
Management

Program Or Project
Administrator

Project Manager; Project Management Section Leader; Project Director

Graduate Diploma
of Project
Management

Program Or Project
Administrator

Project Leader/Team Leader ; Project Contract Manager; Project Vendor Manager; Project Manager
(Industry Specific)

Other specialist
business services

Certificate IV in
Legal Services

Law Clerk Law Clerk; Litigation Assistant; Legal Secretary; Conveyancing Paralegal; Assistant Paralegal

Diploma of
Conveyancing

Conveyancer Conveyancing Manager; Conveyancer; Conveyancing Paralegal

Diploma of Legal
Services

Legal Secretary Legal Services Support Officer; Executive Assistant; Paralegal

Advanced
Diploma of
Conveyancing

Conveyancer Conveyancing Manager; Conveyancer

Certificate IV in
Environmental
Management and
Sustainability

Technicians And
Trades Workers Nec

Office Manager (Occupational Health and Safety Responsibility); Sustainability Manager; Occupational
Health and Safety Officer; Occupational Health and Safety Consultant; Sustainability Officer; Occupational
Health and Safety Advisor

Certificate IV in
Franchising

Retail Manager
(General)

Franchisee; Franchise Manager; Small Business Manager (Franchise)

Diploma of
Franchising

Hospitality, Retail
And Service
Managers

Franchisor

Certificate IV in
Human Resources

Human Resource
Clerk

Human Resources Officer; Human Resources Assistant/Administrator; Human Resources Coordinator;

Diploma of
Human Resources
Management

Human Resource
Manager

Senior Human Resources Officer; Human Resources Adviser/Change Manager ; Human Resources
Consultant; Human Resources Manager

Certificate III in
International
Trade

Import-Export Clerk
Export Clerk; Import Clerk; Dispatch Clerk; Bond Clerk; Customs Clerk; Import/Export Officer; Freight
Scheduler
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Qualification
area

Qualification
ANZSCO
mapping

Taxonomy mapping

Certificate IV in
International
Trade

Import-Export Clerk
International Freight Forwarder; Export Customer Service Coordinator; Importer; Exporter; Trade
Coordinator; Import/Export Coordinator

Certificate III in
Library and
Information
Services

Library Assistant
Cultural Services Customer Service Officer; Library Assistant; Museum Assistant; Museum Visitor Liaison
Officer

Certificate IV in
Library and
Information
Services

Library Technician
Library Assistant; Small Museum or Gallery Coordinator; Curatorial Assistant; Collections Management
Assistant; Museum Visitor Services Team Leader; Museum Installation Assistant

Diploma of
Library and
Information
Services

Library Technician Library Technician; Small Museum or Gallery Manager; Cultural Centre Director

Certificate IV in
Purchasing

Purchasing Officer
Warehouse Team Leader; Distribution Centre Supervisor; Procurement Officer; Stock Controller; Inventory
Officer; Credits/Returns Officer; Dispatch Clerk; Purchasing Clerk; Import/Export Coordinator; Supply
Officer; Inventory and Supply Officer; Bulk Storage Distribution Manager

Diploma of
Purchasing

Contract, Program
And Project
Administrators

Inventory Control Manger; Purchasing Consultant; Warehouse Manager; Distribution Centre Manager;
Commodity Purchasing Manager; Site and Purchasing Coordinator; Contract Officer; Scheduler; Contract
Manager (Third Party); Civil Construction Contract Manager; Contract Manager; Purchasing Coordinator

Certificate III in
Work Health and
Safety

Safety Inspector
Occupational Health and Safety Assistant; Occupational Health and Safety Representative; Office Manager
(Occupational Health and Safety Responsibility)

Certificate IV in
Work Health and
Safety

Safety Inspector Occupational Health and Safety Technician; WorkCover Inspector; Occupational Health and Safety Officer

Diploma of Work
Health and Safety

Safety Inspector Occupational Health and Safety Practitioner

Advanced
Diploma of Work
Health and Safety

Safety Inspector Occupational Health and Safety Practitioner

Source: Australian Government (2015) Business Services Training Package, Release 2.0
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Appendix B VET and other
training in the sector

Australians wishing to acquire new skills in the business services sector can choose from many education and
training options, varying from formal training to on the job learning. Factors driving the decision to enrol in
VET, rather than take an alternative learning pathway, include RTO availability, funding availability, reputation
and quality of the training, the learner’s previous training and experience, and employer preferences.

Part of training review is to understand how the Business Services Training Package is used to skill learners, to
excel in the business services sector, then design Training Packages accordingly. A thorough understanding of
the training landscape helps answer two questions important to Training Package design:

 Why are learners choosing to enrol in qualifications and courses in the Business Services Training
Package over other training, both now and into the future?

 Will changes to the Business Services Training Package fill a training gap or provide better accessibility
of training compared to other options?

Important dynamics to consider include the substitutability and competition (influenced by funding and
availability) of the options, the relevance of the different forms of training to particular sub-sectors, and
employer preferences. To answer these questions, the dynamics between Training Package enrolments and the
following education and training options should be analysed:

 higher education

 accredited VET (non-Training Package accredited programs of study which lead to a nationally
recognised vocational qualification)

 unaccredited training (training which does not lead to a nationally recognised course or
qualification)

 schooling.

In addition to these more formal pathways, on the job training and practical experience is widely used to
gain skills in this sector.

Before beginning this analysis, it is important provide a brief overview of the funding arrangements as these
directly influence the cost and supply of training, which in turn influences a person’s decision to enrol. At the
schooling level, learners have access to wholly government funded training, whereas VET and university
learners there is limited access to wholly government funded courses, with learners typically only having access
to government funded interest free, income contingent loans (HECS-HELP and VET FEE-HELP).112 Note that
learners do not have access to VET FEE-HELP for the completion of skill sets, individual UoCs or accredited
courses. In house training, and some private training such as professional association accreditations, are
generally funded by the person’s employer or personal tuition payments.

This section will begin with a brief overview of the training which the Business Services Training Package offers,
so as to give a baseline when making comparisons to other training options.

112 Students only need to begin paying off these loans when their income reaches the threshold of $54,126 for in 2015-16
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Business Services Training Package

The Business Services Training Package Release 2.0 is the core of VET training in this sector. It comprises of:

 66 qualifications

 57 skill sets

 627 native and 129 imported UoCs.

UoCs are defined as either core or elective units, depending on the packaging rules of each qualification in
which they are included. Learners can also complete ‘skill sets’, which are groups of UoCs that are designed to
give the learner a particular skill.

Funding is an important consideration and can influence the cost and availability of training and hence a
person’s decision to enrol in a Business Services Training Package qualification over other training options. In
many cases learners have access to VET FEE-HELP which provides access to government provided
income-contingent concessional loans for the payment of tuition fees. Depending on the learner’s choice of
qualification and personal circumstances, government subsidies may also be available.

Higher education

Higher education qualifications, such as bachelor degrees can offer learners a close substitute to higher level
VET qualifications. The most recent enrolment figures indicate that 185,676 Australian learners enrolled in
‘Management and commerce’ higher education courses, compared with 420,219 enrolments in the Business
Services Training Package.113 114 There are several considerations which influence the level of substitutability
and comparative enrolment levels. These considerations include the costs and availably of places, employer
views of training and the career opportunities which training can provide, each of which is be briefly discussed
below.

Costs and availability of places

Following the removal of caps placed on the number of university places in 2012, there has been an increase in
the number of learners accessing higher education. This increase is reflected in the increasing proportion of
workers in business services occupations with higher education qualifications, as shown in Figure 15. However,
potential deregulation of university places and changes to the level of government support offered may alter the
future costs of higher education and hence influence the preferences of learners looking for a career in the
business services sector.

113 Department of Education and Training (2016) Higher Education Statistics Collections – ucube. Domestic students enrolled in ‘management and commerce’
degrees as of 2014.

114 National Centre for Vocational Education Research (2015) Students and courses 2014
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Figure 15: Proportion of workers with higher education qualifications and above

Source: Australian Bureau of Statistics Cat. No. 6227.0 - Education and Work, Australia, May 2015
Note: Managers, Clerical and Administrative Staff are only indicative of business services workers.

Employer views

The 2016 PwC’s Skills for Australia Industry Voice survey indicated that business services employers view
higher education graduates as more ‘work ready’ than VET graduates. On a scale of 0 to 10 (where 0 is ‘not at all
job ready’ and 10 is ‘job ready’), the 106 surveyed employers who hire workers in business services occupations,
found that:

 VET graduates without job experience have a job readiness of 4.2

 Graduates with a university degree have a job readiness of 4.8

Although higher education is typically less industry focused than VET, some employers may prefer workers with
higher education, particularly when recruiting for higher skill level occupations.

Career opportunities

University education in the field of business generally provide skills at a higher skill level than that typically
offered by VET. This may enable university graduates to enter some higher skill level occupations which may
not be easily accessible for VET trained learners. The preferences of employers of higher education and VET is
typically depended upon the level of skill required in work roles, with VET typically preferred in lower level
work roles and higher education typically preferred in occupations requiring higher skill levels.

Accredited VET

In addition to Training Package qualifications, RTOs may also deliver ‘accredited courses’, which are nationally
recognised but do not exist directly within Training Packages. Accredited courses can be developed by many
parties, including RTOs and often complement training in Training Packages. However, courses can only be
accredited if they:

 meet an industry, enterprise, training, legislative or community need; and

 do not duplicate an existing training product under a Training Package.

Accredited courses exist for a variety of reasons, but owners of these courses must assert that there is an
unfulfilled training need for these courses to be accredited. Typically these qualifications do not attract the
same level of government support which VET attracts (such as VET FEE-HELP), although subsidised training
may be available in some cases.
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Although there are a large number of accredited courses (1,353), they make a relatively small part of the overall
training landscape. 115 As of 2014, there were approximately 660,000 enrolments in accredited courses, out of
total 3.9 million learners enrolled in all VET.116

In the sector, there are currently 76 accredited courses which have been identified as covering skills gaps in the
business services sector, as shown in Table 14 (although this list is not necessarily exhaustive). Given that
accredited courses are designed to cover gaps in Training Packages or address training in new or emerging
areas, it is useful to review current accredited courses to identify areas of training that should be included in the
Business Services Training Package. As mentioned above government support such as VET FEE-HELP is
generally not available for accredited courses, so including them in the Business Services Training Package
where necessary and relevant may increase the affordability of, and access to particular training. When reviews
and project work are conducted, existing training options such as the accredited courses listed in Table 14 will
be considered.

Table 14: Current accredited courses in business services fields

Field
Course

Code Course Name
Business 10112NAT Graduate Certificate in Applied Business

10480NAT Graduate Diploma of Business Management
(General)(Project)(Risk)(Tourism)(Hospitality)(Logistics)

22247VIC Certificate II in Small Business (Operations/Innovation)
52751WA Diploma of Commerce UWA Stream

Coaching / mentoring 10094NAT Course in Mentoring
10108NAT Graduate Certificate in Organisational Coaching
10418NAT Certificate III in Mentoring Diverse Groups
10483NAT Diploma of Executive Coaching for Personal Development
10536NAT Diploma of Workplace and Business Coaching
10547NAT Certificate IV in Business and Personal Coaching
10571NAT Certificate IV in Workplace Mentoring
22132VIC Course in Process Oriented Coaching

Document control 52743WA Certificate III in Document Control
52744WA Certificate IV in Document Control
52745WA Diploma of Document Control

Environmental 30982QLD Certificate I in Workplace Environmental Responsibilities
30983QLD Certificate II in Environmentally Sustainable Work Practices
30985QLD Certificate IV in Environmental Management
30986QLD Diploma of Environmental Management
52649WA Certificate IV in Understanding and Negotiating Sustainability Issues
91563NSW Certificate IV in Environmental Management and Sustainability

International business 22279VIC Advanced Diploma of International Business
22299VIC Course in Building Business Capability in Asia
52736WA Advanced Diploma of International Business Management

Leadership 10017NAT Diploma of Leadership
10163NAT Course in Consumer Leadership
10228NAT Course in Communication to Build Leadership and Capability
52773WA Certificate I in Leadership
52774WA Certificate II in Leadership
52775WA Certificate III in Leadership
52776WA Certificate IV in Leadership and Mentoring
81126ACT Diploma of Leadership Capability

Marketing / public 10118NAT Diploma of Social Media Marketing

115 Department of Industry (2014) - Review of training packages and accredited courses – discussion paper

116 National Centre for Vocational Education Research – Total VET Activity (2014) Note: 663,115 enrolments recorded in nationally or locally accredited
qualifications in 2014. This figure does not include locally or nationally accredited skillsets
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Field
Course

Code Course Name
relations 10151NAT Graduate Certificate in Digital Marketing

10164NAT Graduate Certificate in Consumer and Community Engagement
10494NAT Diploma of La Moda Marketing and Visual Communications
10495NAT Advanced Diploma of La Moda Global Marketing and Visual

Communications
22283VIC Advanced Diploma of Business (Public Relations)
22284VIC Diploma of Business (Public Relations)

Project management 10552NAT Certificate III in Project Administration
52586WA Graduate Certificate in Project Management and Process Control

Risk management 10121NAT Certificate IV in Integrated Risk Management
10122NAT Diploma of Integrated Risk Management
10131NAT Certificate IV in Compliance and Risk Management
10184NAT Graduate Certificate in Compliance and Risk Management
10332NAT Diploma of Risk Management and Business Continuity
10333NAT Advanced Diploma of Governance, Risk and Compliance
10549NAT Certificate IV in Risk Management Essentials
91559NSW Diploma of Risk Management

Safety 10312NAT Course in Functioning as a Work Health and Safety Advisor
10327NAT Course in Workplace Alcohol and Drug Monitoring (Collect and Test)

(Collect, Test and Train)
10329NAT Diploma of Workplace Inspection (Mining, Explosives, Petroleum and

Gas)
10330NAT Advanced Diploma of Workplace Inspection (Mining, Explosives,

Petroleum and Gas)
10414NAT Course in Drug and Alcohol Testing
10417NAT Course in Advanced Safety Awareness
10440NAT Course in On-Site Drug and Alcohol Testing
10442NAT Course in On-Site Testing for Alcohol and Drugs of Abuse
30977QLD Course in Workplace Drug Testing (Breath Alcohol) (Urine) (Oral Fluid

- Saliva)
31005QLD Course in Swimming Pool Safety Inspections

Unionism & industrial
relations

10157NAT Certificate IV in Unionism and Industrial Relations
10158NAT Diploma of Unionism and Industrial Relations
10179NAT Graduate Certificate in Dispute Resolution (Industry)

Other 10128NAT Graduate Certificate in Logistics and Supply Chain Management
10132NAT Graduate Certificate in Compliance Management
10147NAT Diploma of Organisational Change Management
10172NAT Diploma of Consultancy
10415NAT Diploma of Enterprise Resource Planning
10526NAT Diploma of Contract Management
10551NAT Diploma of Strategic Asset Management Planning
10575NAT Course in Medical Scribing
22230VIC Graduate Certificate in Management
30981QLD Certificate II in Workplace Practices
30988QLD Graduate Diploma of Business Opportunity
91557NSW Graduate Diploma of Lean Six Sigma
91558NSW Graduate Certificate in Lean Six Sigma
91560NSW Diploma of Change Management
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Unaccredited training

Unaccredited training essentially encompasses all other forms of formal training in the sector. In the business
services sector, the following types of training are prevalent:

 professional association accreditations and other training – eg. Chartered Institute of Procurement and
Supply (CIPS) qualifications

 vendor training – eg. Software specific training offered by the developer (e.g. Oracle Human Capital
Management or ELMO Talent Management software in the Human Resources sub-sector)

 other privately developed courses.

Given the prevalence of unaccredited courses and large number of training providers offering them, it is
difficult to determine the number of learners which enrol in unaccredited training. However, it is clear that
unaccredited training is frequently used by employers as a way to meet their workforce training needs. In 2015,
46 per cent of employers operating in the Administrative and Support Services industry (indicative of business
services employers) used unaccredited training in the last 12 months, compared to 42 per cent of all employers
using VET.117

The large number of unaccredited training courses and use of these courses is likely driven by the flexibility
which these courses can offer. Given that unaccredited training is not subject to the same level of regulation as
accredited qualifications, training can often offer niche skills or be tailored to an individuals or organisation’s
needs to a degree not available in accredited training. This can include the development of specific training
material for a particular organisation or a niche process within an occupation for example.

However there are drawbacks in using unaccredited courses. Although these courses are often more
customisable and flexible than accredited training, unaccredited training is not quality assured or accredited by
vocational education and training authorities. As such, these qualifications cannot be formally nationally
recognised, are often not nationally portable, and are generally not supported by government funding.

Schooling

Schooling typically precedes VET or higher education, providing learners with the right skills to move to the
next stage of their training or enter the workforce. However, high school learners have the option of gaining
skills relevant to the business services sector while in school. This can be achieved either through a formal VET
in Schools program (VETiS) where they complete a lower level Business Services qualification or through taking
non-vocational classes developed by the relevant state curriculum authority which relate to business services.

Non-vocational classes

Currently most Australian states and territories offer non-vocational courses related to business as a part of
their school certificates. Typical classes offered by schools (outside of VETiS programs) include courses such as
‘business studies’ or ‘legal studies’. Although these classes are do not typically have a strong industry focus, they
usually provide a basic understanding of theoretical and practical aspects of business. Classes may cover topics
such as the development of a small business plan, management of business operations, marketing, finance and
human resources. These courses may offer a substitute for lower level Business Services VET qualifications
although, availability of these classes may be influenced by state curriculum authorities, independent and
Catholic school decisions as well as funding.

VET in Schools

Vocational training in business services can be undertaken by school learners as a part of their senior secondary
school certificate. Within VETiS learners can either undertake school-based apprenticeships and traineeship, or

117 National Centre for Vocational Education Research (2015) – Survey of employers use and views of VET
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VET as a part of their school curriculum. As shown in Table 15 below, VET in schools (VETiS) enrolments
typically make up a small proportion of total enrolments, with VETiS enrolments concentrated in lower level
qualifications. Note that decisions to offer certain qualifications offered through VETiS are influenced by state
curriculum authorities, independent and Catholic school decisions as well as funding.

Table 15: VETiS enrolments in business services qualifications

Name 2014 VETiS
Enrolments

2014 Total
Enrolments

Certificate I in Business 3,248 8,920

Certificate II in Business 12,305 52,448
Certificate III in Work Health and Safety 36 3,246
Certificate III in Business 4,239 26,811

Certificate III in Business Administration 920 26,730
Certificate III in Business Administration (Education) 18 695
Certificate III in Micro Business Operations 8 5,948

Certificate III in Business Administration (Medical) 43 5,908
Certificate III in Business Administration (Legal) 39 934
Certificate IV in Work Health and Safety 8 14,962

Certificate IV in Business 319 18,817
Certificate IV in Business Administration 18 13,298
Certificate IV in Project Management Practice 1 4,006

Certificate IV in Small Business Management 11 18,451
Certificate IV in Human Resources 3 6,220
Diploma of Business 624 32,785

Diploma of Project Management 7 10,612
Diploma of Human Resources Management 1 10,403
Diploma of Business Administration 10 10,690
NB. Data only covers 2014 enrolments, excluding qualifications which have since been superseded. All qualifications with VETiS
enrolments are shown (as indicated in NCVER VETiS Students 2006-2014 dataset)
Source: NCVER VETiS Students 2006-2014 & 2014 Total VET Activity

Implications for the Business Services Training Package

The Business Services Training Package plays an important role in the training of workers in the sector,
especially in lower to medium skilled business occupations. Business Services VET is likely to continue to play
an important role in training in the sector. However, as the skill requirements of the sector change and in most
cases increases (see section D), the current trend towards higher education (which typically offers higher level
training) and higher level VET qualifications is likely to continue.

Analysis of accredited training has revealed a significant number of accredited courses, which deliver skills
related to the Business Services Training Package. Given this, it will be important to work with employers to
determine if the scope of the Training Package should be expanded to include variations of some of these
qualifications, making them more accessible and nationally consistent.
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Appendix C Review of the
Training Package structure

This appendix makes an initial assessment of the Training Package structure and considers how qualifications,
skill sets, and UoCs could be better constructed, ensuring better communication of skills attainment to industry
and better skills outcomes for learners.

Our initial review in the 2016 4-Year Work Plans raised a number of clear issues within the Training Package
and how it is structured to meet both learner outcomes and employer expectations of training:

 duplication of qualifications

 potential for streamlining of qualifications with specialisation through electives

 a lack of entry requirements in qualifications

 potential for better use of skill sets

 evaluating use of electives

 poor compatibility of Business Services UoCs with other importers of units.

This section considers how the current Training Package is structured and how it is performing against these
review areas and discuss possible changes to its structure. The practicalities and impacts of any potential
change will also be considered. PwC’s Skills for Australia has already begun working with our IRC and
stakeholders to address some of these Training Package issues, especially in relation to duplication. Over the
next year, we will continue to work to improve the Training Package, with updated Training Package issues and
improvements to be included in the 2018 Industry Skills Forecast and Proposed Schedule of Work.

Duplication of qualifications

Multiple qualifications with similar occupational outcomes have been identified. Further review is required to
determine whether separate qualifications are justified.

The streamlining of qualifications and removal of duplication was a key recommendation of the COAG Skills
and Workforce Development Sub Group VET Products for the 21st Century report in 2009.118 Preliminary
analysis has revealed that several qualifications with similar occupational outcomes exist within the Training
Package. For example:

 Business administration. Certificate III in Business Administration, Certificate III in Business
Administration (International Education), Certificate III in Business Administration (Education),
Certificate III in Business Administration (Medical), Certificate III in Business Administration (Legal),
Certificate IV in Business Administration, Diploma of Business Administration.

 Human resources. Certificate IV in Human Resources, Advanced Diploma of Management (Human
Resources), Diploma of Human Resources Management.

118 COAG Skills and Workforce Development Sub Group (2009) VET Products for the 21st Century
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Further review is required to determine whether these separate qualifications are justified in their own right.
Additionally if justified, the qualifications should be appropriately named to better communicate the
occupational outcomes.

A lack of entry requirements in qualifications

Quality of VET teaching is an ongoing concern. Initial consultations with Business Services IRC members have
revealed that learners with an insufficient language literacy and numeracy skills are enrolling in Business
Services qualifications. Further review needs to be conducted to determine the appropriateness, implications
and practicalities of imposing such entry requirements. When reviewing the appropriateness of entry
requirements on a particular qualification, this review will consider all relevant factors including impacts on:
training quality, learner accessibility, learner equity and RTOs.

Potential for better use of skill sets

Often learners will not need nor want to complete an entire qualification. Of those learners who discontinue
study before completing a qualification, it is estimated that 23 per cent leave because they have acquired the
skills they sought.119 Employers are also indicating that a whole qualification is not needed to achieve relevant
skills, with 55 per cent of employers in the sector favouring specific subjects or modules.120 An alternative for
these learners is to complete a skill set. Skill sets are sets of UoCs which learners can be given recognition for on
their statement of attainment.121 Skill sets are also available to learners who complete a full qualification in
recognition of the particular elective choices that were made.

Currently 57 skill sets are available to learners in the Business Services Training Package, these skill sets range
from the highly specific to more generally applicable.

 16 in business administration and governance. Cloud computing and digital skills for business,
conduct community liaison to promote association, governance induction, innovation practice, manage
association finances and risk, medical transcription, small business ATSI corporate governance, small
business contracting, small business financial management, small business growth, small business
home-based business, small business intellectual property, small business marketing, small business
operations preparatory, small business preparatory, small business survival.

 13 in business communications. Basic customer engagement, campaign management, creative
communication, design fundamentals, market analysis, marketing and communication foundations,
marketing elements, marketing operations, media engagement, public relations, service management,
strategic marketing, trademarks.

 4 in business compliance. Archive and keep records, cataloguing, key recordkeeping, manage
collections.

 9 in business leadership and management. Aspiring supervisor, coordinate committee activity,
innovation leadership, key management, managing cultural diversity, managing innovation, team
leader, workplace innovation, workplace supervisor language, literacy and numeracy.

 15 in other specialist business services. Copyright, design protection, digital applications,
digitisation, energy efficiency in business, franchising, implementing policy for diversity, intellectual
property strategic management, legal transcription, organise and access collections, patent, planning
diversity, promoting diversity awareness in the workplace, workforce development implementation,
workforce planning and development.

119 Productivity Commission (2012) Research report: Impacts of COAG Reforms – Business Regulation and VET

120 National Centre For Vocational Education Research (2015) Survey of employer’s use and views of the VET system

121 Australian Skills Quality Authority (2015) Fact Sheet: Sample AQF documentation, accessed at <http://www.asqa.gov.au/news-and-
publications/publications/fact-sheets/sample-aqf-documentation.html> Last accessed 22nd April 2016
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Ideally these skill sets would map clearly under the various qualifications and clearly communicate the specific
skills which learners have to employers. However consultations with the business services IRC have revealed
that gaps exist within the current skill sets offered in the Business Services Training Package, namely a lack of
skill sets in:

 project management

 using technology in small business.

While these gaps have been identified initially, further work needs to be done to ensure that any other gaps are
filled and the skills which are attained in Business Services Training Package are appropriately communicated
to employers. Additionally, further review is required to understand how employers and learners currently use
and view skill sets and therefore how clearly they are communicating attainment of skills to industry.

The appropriate compatibility of skill sets also needs to be considered. If a skill set is likely to be used by
learners completing a particular qualification then the skill set needs to be able to be completed by those
learners. Such compatibility testing needs to take into account the packaging rules of qualifications by
examining the UoCs in the skill set and seeing if they fit within core subjects, named electives or the rules for
choosing electives outside those that are named within the qualification.

Initial testing on three randomly chosen skill sets has been conducted to see in whether it is possible to achieve
a skill set within the existing packaging rules of qualifications. Results from this testing are shown in Table 16.

Table 16: Compatibility of randomly selected skill sets

Skill Set

Team Leader Governance Induction Market Analysis

Cannot be
completed

51 qualifications

Examples of notable
qualifications where the
skill set cannot be
completed include:

 Diploma of leadership
and Management

 Graduate Certificate in
Leadership Diversity

 Graduate Certificate in
Management
(Learning)

 Graduate Diploma of
Strategic Leadership

54 qualifications

Examples of notable
qualifications where the
skill set cannot be
completed include:

 Certificate IV in Business
(Governance)

 Diploma of Business
(Governance)

 Diploma of Governance

 Diploma of Business

60 qualifications

Examples of notable
qualifications where the
skill set cannot be
completed include:

 Certificate IV in Business
Sales

 Certificate IV in
Marketing and
Communication

 Certificate IV in New
Small Business

 Advanced Diploma of
Marketing and
Communication

Can be completed 14 qualifications 11 qualifications 6 qualifications

Will be completed

1 qualification

 Certificate IV in
Leadership and
Management

1 qualification

 Certificate IV in
Governance

0 qualifications



Business Services
Industry Skills Forecast and Proposed Schedule of Work

PwC’s Skills for Australia Page 98

Source: Business Services Training Package Version 2.0

Evaluating use of electives

Another potential issue is the large variance in number of UoCs available for selection in different
qualifications. Whilst a large number of UoCs means that learners will have a high degree of choice to tailor
their learning to their particular needs, it also means that graduates with the same qualification may have very
different skills and have completed very different units. This creates a challenge in signalling actual skills to
potential employers. Qualifications with a lower number of UoC choices, conversely, allow less flexibility but
gives employers a greater chance to understand what training those graduates have actually completed. Even
those qualifications with a small number of listed electives can have packaging rules that allow learners to
choose elective units from any similar level of qualification in a current Training Package (and in some cases
electives from accredited courses).

Poor compatibility of Business Services UoCs with other importers of units

Business Services units are widely used by other Training Packages, such as Creative Arts and Culture and
Financial Services Training Packages. Initial consultation and feedback has suggested that business services
UoCs do not appropriately account for other users and work contexts. For example, feedback from a Business
Services IRC member has indicated that some business services training content used by the Public Sector
Training Package have inappropriate assessment requirements and may not be able to be appropriately
contextualised for different work environments.

Table 17: Top five Training Packages which import business services UoCs

Training Package
Number of current imported Business

Services UoCs

Creative Arts and Culture 240

Financial Services 131

Health 125

Community Services 102

Resources and Infrastructure Industry 67
Source: Australian Government (2015) Business Services Training Package, Release 2.0

What does this mean for the business services workforce?

Training
alignment with

skills

 Employers cannot easily identify when a learner has skills in a priority area (as
understanding the industry relevance of UoCs listed on a learners’ Statement of
Attainment requires sophisticated knowledge of VET).

 Learners cannot easily signal to employers their particular skills attained through
their choice of elective UoCs.

 Skill sets may not actually be available to learners completing a qualification, as
skill sets are not always compatible with qualification packaging rules.
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Appendix D Stakeholder Surveys
PwC’s Skills for Australia has engaged with hundreds of stakeholders as an SSO, reaching out to a broad range
of individuals, business and organisations through open forums, interviews, focus groups, and surveys. Surveys
are an important way for us to hear the views of a wide and diverse array of stakeholders. In 2016, we created
our Industry Voice Survey to facilitate broader consultation and engagement with employers across a variety of
industries, hearing from nearly 200 respondents. Since then, we have reached out to further 400 stakeholders
through a number of targeted surveys, asking for input and advice on specific training product development
projects.

Industry Voice Survey

Our Industry Voice Survey was created to facilitate consultation and engagement with employers in a variety of
industries. There were 193 complete responses to the survey, which was open from the 19th of May to the 30th of
June 2016. The composition of these responses is set out in Figure 16.

Figure 16: Organisations that hire for these occupations (multiple responses allowed)

Source: PwC’s Skills for Australia Industry Voice Survey 2016 – all respondents (n=193)

This 4-Year Work Plan focuses on the responses of workers hiring business services occupations. We received
106 responses from organisations that self-identified as hiring these workers. Figure 18 and Figure 17 illustrate
the distribution of these respondent organisations by size and location. Note that all respondents identified
having all or some influence over training in their organisation.

Source: PwC’s Skills for Australia Industry Voice Survey 2016 – all business services respondents (n=106)

We recognise that 106 responses is only a small fraction of the businesses hiring business services graduates
and may not be a large enough sample to draw empirical conclusions on the views of the broader business
services sector. However, this information provides a valuable insight into the views of employers that are
engaging with PwC’s Skills for Australia which we have used to inform our above discussion of employer views.
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Training Product Development Project Survey

Our Training Product Development Project Survey was created to receive input from both training
organisations and industry participants on 2016-17 training product development projects. There were 197
complete responses to the survey, which was conducted in late 2016. Each survey participant could choose the
Training Packages they wished to provide feedback on. The composition of these responses is set out in Figure
19.

Figure 19: Respondent feedback by Training Package (multiple responses allowed)

Source: PwC’s Skills for Australia Training Product Development Project Survey 2016, Note: there was no survey for the Training and
Education (TAE) and Printing (ICP) Training Packages

Figure 20 and Figure 21 illustrate the distribution of these respondent organisations by type and location. Note
that all respondents identified having all or some influence over training in their organisation.

Figure 20: Type of respondent organisation Figure 21: Primary state or territory

Source: PwC’s Skills for Australia Training Product Development Project Survey 2016
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