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Administrative information 

Name of IRC: Business Services IRC 

Name of SSO: PwC’s Skills for Australia 

Name of Training Package: Business Services Training Package 

Name of Project: Technical Skills Project 

 
Business Services IRC Chair Signature:………………………………………………………………………………………………………………………………… 

  

This Case for Change was established as a result of initial research and consultations for the Business Services IRC.  

 

The Case for Change 
The Technical Skills Case for Change is centred around the Skill Sectors which are directly aligned to professionalised job roles (i.e. Human Resources, Marketing 
practitioners etc.) in the Business Services sector. There are five Skill Sectors included in this Case for Change consisting of: 

● Compliance and Risk Management 

● Human Resources 

● Information Management  

● Legal Services 

● Marketing 

The rationale for this Project is included in Attachment C - Technical Skills Project Rationale, which provides the methodology for the development of the Project, 

as well as Skill Sector descriptions. 

This Case for Change is proposed in response to the following industry Drivers for change: 

Industry Drivers 

The following presents the key Industry Drivers that are currently impacting all Skill Sectors in the Technical Skills Project: 

Digital competence  

Industry consultees have consistently emphasised digital competence as a primary skill requirement for job roles in the five Skill Sectors identified. Organisations 
across the Business Services sector have been experiencing an integration of a range of digital technologies and applications to support new and innovative ways of 
working. Consultation and research highlighted that employers seek workers that are equipped with the skills and knowledge to leverage digital technologies and to 
engage with customers often using digital platforms. Additionally, a number of organisations indicated the need for workers to access, evaluate and communicate 
insights from large amounts of data as a key component of driving business efficiencies. Therefore, digital competence across these Skill Sectors is integral for 
learners to be successful in achieving positive occupational outcomes. 

New technical skill transformations 

Over the past decade, the five Skill Sectors encompassed within this Case for Change have witnessed a number of transformations. These transformations have 
materialised in new methods for research, customer engagement, operating processes and creative thinking. The driving factors behind these transformations have 
been organisational need to create a competitive edge in the market. For example, human resources workers have been increasingly connecting, collaborating and 
managing remote workforces as part of their daily job role. Whilst this presents a number of opportunities for human resources organisations, it requires workers 
to adapt to new methodologies, technical skills and knowledge.  

Emotional intelligence and behavioural communication  

Industry consultation and desktop research has indicated the need for learners in these Skill Sectors to possess good interpersonal skills to effectively communicate 
information and personalise service offerings to customers. In light of ongoing digital disruption and automation, Business Services organisations have been 
seeking to differentiate themselves by adding a ‘human’ aspect to goods and services. Industry has strongly advocated for emotional intelligence and behavioural 
communication as crucial skills to enable this service differentiation, reinforcing that interpersonal and technical skills go ‘hand in hand’ with the specialised job 
roles of workers. 

Alignment of training to occupational outcomes 

There is currently a misalignment between training and job roles which exist in industry. The technical skills and knowledge embedded into qualifications and 
units of competency (UoCs) have been described by industry as ‘too fluid’ for the level of specificity these job roles require. In addition, a number of the professions 
encompassed within this project (i.e. Marketing and Human Resources) have been experiencing growth in industry recognition as professionalised services, 
increasing the appetite for standardisation. A number of peak associations and industry have indicated a low level of confidence in the current training products as 
they do not accurately reflect industry practices or standards. Peak associations and industry emphasised the need for greater alignment between training and 
occupational outcomes to increase learner employability for Technical Skill Sector job roles. 

 

In addition to the broad industry drivers impacting all Skill Sectors above, industry consultation presented a number of Skill Sector specific trends which are 
driving the need for change. These include: 

Compliance and Risk Management 

Employers highlighted the need for greater awareness and alignment between training and relevant legislation and regulation. Organisations have been 
increasingly developing processes to proactively address risk management and maintain compliance in the face of ongoing legislative change. For Business Services 
organisations this is most important in regard to intellectual property management, with heightened methods to access, use, and disseminate potentially 
confidential information. The identification, evaluation and communication of appropriate compliance and risk management methods and information are vital 
capabilities for workers in this Skill Sector.  

Human Resources 

Human resources (HR) practitioners have been increasingly required to differentiate their skills and service offerings in the face of new technical skills 
transformations. For consultees, a key development area for HR practitioners was the ability to create and implement innovative strategies which cultivate positive 
and inclusive work cultures. To deliver on metrics such as organisational productivity, HR workers need to employ strategies to merge varying generational 
working styles and enhance employee engagement. HR consultees suggested that training needs to be ‘refreshed’ to address new HR strategies and procedures.  

Information Management 
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Industry Drivers 

Information Management has undergone a period of dramatic change in light of digital disruption to curation, records and archives management and customer 
service. This disruption has resulted in a significant convergence of skills amongst records, archives and library services workers. Industry consultation emphasised 
growing ambiguity between these job roles, suggesting ‘all rounder’ roles are becoming the industry norm. Consultees outlined the need for training to adapt to 
contemporary and emerging job roles, whilst remaining cognisant of some of the ‘niche’ skills and knowledge that records, archives and library services workers are 
expected to maintain. 

Legal Services 

Legal Services workers have been required to draft correspondence, pleadings, motions, briefs, legal memorandums and other documents of varying complexity. 
Whilst these documents may be similar in nature, industry highlighted the tendency for Legal Services workers to be equipped with private-sector centric skills and 
knowledge. Consultation indicated that many learners, particularly those involved in the community sector (e.g. Legal Aid), are practising primarily Criminal and 
Family law. Therefore industry suggested the need for training to mirror these trends and equip learners with adequate skills and knowledge for the private, public-
sector and social services areas. 

Marketing 

As access to marketing platforms, tools, and services have become simpler as a result of the internet, industry has highlighted the need for marketing workers to 
repurpose their skills and knowledge to develop, implement and drive marketing strategies. Consultees indicated that current training does not adequately provide 
learners with the skills and knowledge to perform these functions. Employers emphasised the ongoing need for creativity in marketing, as well as the ability to 
leverage data to inform this creativity. Workers need to be equipped with the skills and knowledge to understand the drivers of an organisation’s business 
performance, and use judgement to impact business results through appropriate marketing strategies.  

 

Recommended Changes 

Update of 18 qualifications, 207 native UoCs and creation of 8 new UoCs to ensure industry relevance and currency. 

Compliance and Risk Management 

1. An update to 18 UoCs to address: 

- increased digital competence across the Skill Sector; 
- current industry legislative and regulatory frameworks. 

2. An update to 1 qualification to address: 

- alignment of qualification descriptor to industry terminology. 
Human Resources 

3. An update to 30 UoCs to address: 

- increased digital competence across the Skill Sector; 
- obsolete skills and knowledge; 
- greater need for human resource strategies; 
- integration of skills and knowledge to accommodate for different workforces and new human resources methodologies; 
- greater research, HR operating and reporting skills. 

4. An update to 3 qualifications to address: 

- entry requirements for the Diploma and Advanced Diploma to ensure learners are equipped with a baseline of human resources skills; 
- minimal differentiation between qualification descriptors. 

Information Management 

5. An update to 43 UoCs to address: 

- converging roles of records, archives and library services; 
- increased digital competence across the Skill Sector; 
- increased emotional intelligence and behavioural skills to work with diverse customers utilising existing BSB training products; 
- obsolete skills and knowledge. 

6. An update to amalgamate 19 UoCs to address: 

- significant duplication via the amalgamation of similar UoCs; 
- converging roles of records, archives and library services. 

7. The creation of 7 new UoCs to address new industry demands. These will encompass: 

- Records metadata; 
- Digital records introduction; 
- Digital records management; 
- Literature advisory; 
- Reader advisory; 
- Appraisal, retention and disposal of records; 
- Introduction to archives management. 

(Please note UoC titles and Australian Qualification Framework (AQF) levels will be determined in the Case for Endorsement). 

8. An update to streamline 7 qualifications to address: 

- converging roles of records, archives and library services. 
Legal Services 

9. An update to 37 UoCs to address: 

- increased digital competence across the Skill Sector; 
- increased digital competence specific to e-conveyancing; 
- increased research, analysis and reporting skills and knowledge; 
- appropriate terminology for both private, public and social sectors. 

10. An update to 4 qualifications to address: 
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Recommended Changes 

- relevance of entry requirements for the Diploma and Advanced Diploma to ensure learners are equipped with a baseline of technical skills; 
- minimal differentiation between qualification descriptors. 

Marketing 

11. An update to 60 UoCs to address: 

- increased digital competence across the Skill Sector; 
- increased skills and knowledge in marketing strategies and creativity; 
- obsolete skills and knowledge; 
- increased skills and knowledge in marketing for customer engagement.  

12. The creation of 1 new UoC to address specific marketing digital competence. This will encompass: 

- Digital marketing. 
 (Please note UoC title and AQF levels will be determined in the Case for Endorsement). 

13. An update to 3 qualifications to address: 

- Entry requirements for the Diploma and Advanced Diploma; 
- ongoing relevance of the Advanced Diploma; 
- minimal differentiation between qualification descriptors. 

See also Attachment A – Training package components to change. 

 

Industry support for change 

Industry views were captured via a range of targeted stakeholder engagement activities. The method and scale of stakeholder consultation undertaken in building 

the Case for Change is outlined in Attachment B – Stakeholder consultation method and scale. 

Issues identified by stakeholders 

The issues identified below apply to all Skill Sectors within the Technical Skills Project. 

Inadequate pathways for further learning: A recurring issue across the Technical Skills training products, and more broadly in the BSB Training Package, is 
the minimal differentiation between AQF levels. Completing learners and employers often struggle to see the return on investment of enrolling in further learning, 
as the skills and knowledge are often repetitive across UoCs and qualifications. This creates a number of challenges for learners looking to upskill and progress 
throughout their careers.  

Obsolete training: A number of qualifications and UoCs do not reflect the skills and knowledge that employers require of new and existing workers, making it 
challenging for job seekers, current workers, and employers to find the right training. For example, current Information Management training is reflective of roles 
which were previously well defined within industry; whereas organisations are now transitioning to highly integrated systems and ways of working. The removal of 
obsolete and superfluous training products will assist employers and learners to identify the ‘best-fit’ skills and knowledge for their organisation. 

Digital competence: Organisations are increasingly transitioning their business operations into a digital environment and business processes are being 
performed in new and innovative ways. Organisations are seeking workers with enhanced digital competence with the ability to identify, implement and manage a 
number of digital platforms as part of their job roles. The ongoing transition and adaptation of digital platforms in the workplace will see a number of previously 
manual tasks automated. For example, e-conveyancing will become mandatory by 20191, illustrating the immediate need for conveyancers to rapidly acquire digital 
skills. 

Low level interpersonal skills: Throughout consultation industry highlighted the issues caused by low levels of interpersonal skills that learners and current 
workers possess. Despite the requirement for highly specialised skills in the Technical Skills project, employers are seeking workers with enhanced emotional 
intelligence and behavioural communication to effectively convey information across their organisations. For example, as workforce demographics change with 
generational shifts and increased global mobility, human resource practitioners will need strong interpersonal skills to effectively communicate and work with 
these diversified groups. 

ATSI Governance 

Training products for ATSI governance were discussed as part of this Case for Change, however industry overwhelmingly indicated these training products are 
currently ‘fit for purpose.’ Whilst they do not require immediate amendment, it is proposed these training products be considered for review in the next review of 
the Business Services Training Package.  

 

Impact of change 

Throughout the development of this Case for Change we have gathered multiple perspectives on the impacts of the proposed changes to the Business Services 

Training Package. The table below provides a description of expected impacts relative to stakeholders. 

Stakeholder   Impact 

Industry/Employers  Increased key technical skills and knowledge 

 Increased digital competence 

 Increased technical expertise 

 Increased industry standardisation 

Registered Training Organisations  Increased in enrolments and completion rates 

 Decreased UoC duplication 

 Tailored training products for practicable outcomes 

 Increased future-fit UoCs 

                                                
1 Law Institute of Victoria (Online), 2018 
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Stakeholder   Impact 

Learners  Clear employment outcomes 

 Improved job role clarity 

 Increased awareness of qualification benefits and outcomes 

Other training products  Improved learning outcomes in training products across the VET sector 

 

Implications of not implementing proposed changes 

Current state issue Likely impact(s) if not addressed 

Relevance of training  Employers will seek alternate training options (i.e. higher education) which provide the technical skills required for job 
roles within their organisations. 

 Continued uncertainty amongst employers as to the relevance of certain VET qualifications and how they relate to job 
roles. 

 Industry will struggle to align training to current industry standards, impacting employment outcomes and potential for 
certification.  

Interpersonal skills  Learners are likely to seek alternate courses, or simply not acquire, skills that equip them with both interpersonal and 
technical skills, decreasing enrolments in Technical Skills qualifications. 

Outdated skills and 
knowledge  

 Completing learners unlikely to meet industry expectations due to insufficient technical skills and knowledge. 

 Removal of superfluous units will enhance importation in other training packages, as content will be increasingly 
industry relevant. 

 Potential to negatively impact on the perceived value of certain qualifications in industry (as well as the VET system 
more broadly). 

 

Timeframes 

PwC’s Skills for Australia anticipates that a Case for Endorsement for the BSB Training Package will be submitted to the Australian Industry and Skills Committee 

(AISC) in late 2019. 

 

Implementing the COAG Industry and Skills Council reforms for Training Packages 

The table below outlines how the changes recommended in this Case for Change support the CISC reforms for Training Packages: 

Reform Evidence of this being addressed 

Removing obsolete and superfluous qualifications from the training 

system 
 By conducting thorough reviews, superfluous and outdated UoCs that are no longer 

applicable to industry will be removed. 

Making more information available about industry’s expectations of 

training product delivery 
 An Implementation Guide will be released with the updated Business Services 

Training Package, containing information about industry’s expectations of training 

delivery. 

Ensuring the training system better supports individuals to move 

easily from one related occupation to another 
 Technical Skills involves several specialised areas, however the review and creation 

of UoCs to support growing digital competencies will ensure transferability across 

occupations. 

Improving the efficiency of the training system by creating units that 

can be owned and used by multiple industry sectors and housing 

these units in a ‘work and participation bank 

 The skills acquired in the updated Technical Skills qualifications will be applicable 

to many sectors and organisations, through the enhancement of customer 

engagement and digital competence. 

Fostering greater recognition of skill sets  Improved clarity in existing UoCs provides better understanding of learning 

outcomes in skill sets. 

 


