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1.4 Business Competence – Business Operations units (22 units)


[bookmark: _Toc24291662][bookmark: O_698493]BSBOPSADM101 Use business equipment and resources	Comment by Author: Retitling unit to align with other ‘business resources’ units (at levels 3,4 and 6)and better communicate a learner pathway between the units. 

Wording changes throughout the unit have been made to align with units mentioned above. See BSBADM311 as an example. 
[bookmark: O_698494]Application
This unit describes the skills and knowledge required to choose equipment and resources to complete a variety of tasks under direct supervision.
The unit applies to individuals those who are looking to develop the basic skills and knowledge required to use a variety of business resourcesequipment. These individuals .typically work under supervision and guidance.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_698497]Unit Sector
Business Competence – Business Operations
[bookmark: O_698498]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. PrepareSelect equipment or resources
	1.1 Identify and access business equipment or resources according to task requirements required to complete the task under direct instructions
1.2 Estimate quantities and of resources required correctly to complete the task
1.3 Access business resources with supervision 
1.4 Check equipment resources for serviceabilityusability according to equipment instructionsaccording to task and organisational requirements 

	2. Operate equipmentresources
	2.1 Operate equipmentUse resource according to manufacturer’s specificationstask requirements and under direct instructions
2.2 Identify equipment faultsresource shortages or faults accurately and take action to ensure equipment is repaired according to manufacturer’s specificationsissue is resolved
2.3 Report repairs issues outside area of own responsibility to appropriate personnel s 

	3. Maintain equipment or resources
	3.1 Identify maintenance requirements of resources Maintain equipment or resources to support completion of tasks under direct instructions
3.2 Undertake maintenance for to ensure equipment resource according to meets manufacturer’s specificationsorganisational requirements
3.3 Maintain records concerning relating to equipment or resources under direct instructions
3.4 Store equipment and resources under direct instructions 


Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Reading
	Follows Comprehends and follows instructions in familiar texts

	Writing
	Records and updates documents according to instructions

	Oral communication
	Follows Comprehends simple instructions
Asks clarifying questions and responds to answers 

	Numeracy
	Uses rounding and other mathematical techniques to estimate quantity requirements	

	Navigate the world of workSelf-management 
	Follows organisational procedures when tasks are beyond own level of responsibility
Follows clearly defined instructions provided by others

	Planning and organising Get the work done
	Follows clearly defined instructions provided by others
Completes routine tasks taking some limited responsibility for decisions regarding equipment and resource choices, operation and maintenance
Responds to routine problems by referring to instructions or standard procedures 

	Problem solving
	Responds to routine problems by referring to instructions or standard procedures


[bookmark: O_698500][bookmark: O_698501]Unit Mapping Information
Supersedes and is equivalent to BSBADM101 Use business equipment and resources.
[bookmark: O_698508]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291663]Assessment Requirements for BSBOPSADM101 Use business equipment and resources
[bookmark: O_698503][bookmark: O_698504]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:

use business resources on at least two occasions, including: 
choosinge equipment andbusiness resources required for tasks
operatinge equipment resources according to manufacturer andor organisational requirements
reporting shortages and faults according to organisational requirements

maintaining equipment resources and records according to instructions.
[bookmark: O_698505]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
functions of available business equipmentresources
key points inprocedures for operating the available business equipment resources, including safely requirements and correctly
common equipment faults of business resources
procedures for maintaining and storing equipment and resources.
[bookmark: O_698506]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
operational and maintenance manuals
organisational procedures related to operation and maintenance of equipmentresources
records relating to resources
case studies and, where possible, real situations.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_698509]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291664]BSBOPS201IND201 Work effectively in a business environments
[bookmark: O_704325][bookmark: O_704326]Application
This unit describes the skills and knowledge required to work effectively in a business environment. It includes identifying and working to organisational standards, managing workload, and working as part of a team.
The unit applies to individuals those who developing basic skills and knowledge in preparation for working in a broad range of settings. These individuals typically work under some supervision and guidance.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_704329]Unit Sector
Business Competence – Business Operations
[bookmark: O_704330]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Work within organisational requirementsIdentify the business context 
	1.1 Identify and read organisational’s requirements and responsibilities and seek advice fromconfirm understanding with  relevant peopleappropriate persons, where necessary
1.2 Develop and utilise a current working knowledge and understandingIdentify of legal rights and responsibilities of employees and employers rights and responsibilities
1.3 Comply with relevant requirements for duty of care, legal responsibilities and organisational goals and objectives, standards and values
1.4 Identify and distinguish between  roles and responsibilities of colleagues and immediate supervisorsstaff within organisational structure
1.5 Identify standards and values considered detrimental to the organisation and communicate this through appropriate channelsIdentify own role and task requirements within a team
1.6 Identify, recognise and follow behaviour contributing to a safe work environment

	2. Work in a team
	2.1 Identify and follow requirements for a safe work environment
2.2 Communicate and collaborate with relevant personnel in a courteous and non‑discriminatory manner
Display courteous and helpful manners at all times
2.32 Complete allocated tasks according to organisational requirements
2.43 Seek assistance when difficulties ariseUse questioning techniques to clarify instructions and responsibilities
2.54 Use questioning techniques to clarify instructions or responsibilitiesSeek assistance when difficulties arise and escalate issues to team leaders, as required
2.5 Identify and display a non‑discriminatory attitude in all engagements with staff, management or clients

	3. Develop effective work habits
	3.1 Identify work and personal priorities and achieve a work/life balance
3.2 Apply time management strategies to work duties
3.3 Communicate workload issues to team leaders in a timely manner
3.4 Seek and act upon feedback from relevant personnel 
3.3 Observe appropriate dress and behaviour as required by job role	Comment by Author: This doesn’t make sense as the last PC. Suggestion to delete or move to Element 1 if required. 


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Reviews documentation to identify relevant information for requirements of job role and organisation

	Writing
	Completes documentation necessary for work tasks and reporting requirements using clear, concise and accurate grammar and language

	Oral communication
	Clarifies requirements and responsibilities of job role and organisation by using effective questioning and listening techniques to seek advice, information and feedback
Contributes to an effective working environment by communicating with others, by behaving courteously and using non-discriminatory language

	Enterprise and initiative Navigate the world of work
	Follows clear instructions within defined level of responsibility, seeking clarification when required
Identifies and accepts responsibility for working within common law work frameworks
Identifies Recognises organisational expectations and follows explicit protocols and procedures
Seeks clarification when required

	Teamwork Interact with others
	Identifies Recognises common differences in other people and implements basic strategies to address own reaction to these differences
Uses basic communication strategies to implement and complete work tasks including seeking advice when required

	Planning and organising Get the work done
	Follows clearly defined instructions and sequencing, and monitors own progress for tasks, seeking assistance when necessary


Unit Mapping Information
Supersedes and is equivalent to BSBIND201 Work effectively in a business environment.
Supersedes but is not equivalent to:
BSBFRA301 Work within a franchise
BSBIND301 Work effectively in an educational environment
BSBIND302 Work effectively in the international education services industry
BSBWOR302 Work effectively as an off-site worker.
[bookmark: O_704340]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291665]Assessment Requirements for BSBOPSIND201 Work effectively in a business environments
[bookmark: O_704335][bookmark: O_704336]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
work within organisational requirements, including:
complying with duty of care, and goals and objectives of organisation
complying with legal responsibilities and seeking advice when necessary
understandingidentifying key features of workers’ rights and responsibilities
understanding identifying key features of employers’ rights and responsibilities
achieving a work/life balance
work effectively in a team, including:
completing all tasks according to organisational requirements
escalating issues and seeking assistance when difficulties arise
applying communication principles.
applying appropriate legislation.
[bookmark: O_704337]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
legislation that applies to employer and employee rights working effectively in a business environment
organisational documents relevant to working effectivelyrelating to effective business operations, including:
work health and safety policy
code of conduct policy
documentation and formatting policy
roles, responsibilities and terms and conditions of of employmentone’s employment contract.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
relevant legislation and codes of practice relevant to performance evidence
organisational policies and procedures relevant to performance evidence
relevant workplace documentation and resources relevant to performance evidence
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_704341]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291666]BSBCUE203 BSBOPS202 Engage with customersConduct customer engagement
[bookmark: O_705066][bookmark: O_705067]Application
This unit describes the skills and knowledge required to respond participate effectively to in customer engagement, including  while complying with organisational requirements and using a variety of communication methods.
The unit applies to individualsThe unit applies to those who perform a range of mainly routine tasks, using limited practical skills and fundamental operational knowledge and who work under some supervision and guidance.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_705070]Unit Sector
Business Competence – Business Operations
[bookmark: O_705071]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish customer demandsPrepare for customer engagement	Comment by Author: This Element was initially made up of 1.6 PCs and has been streamlined to 4 PCs for alignment with the PwC approach. 
	1.1 Identify personal targets and key performance indicators (KPIs) for customer engagement according to organisational policy and procedures
1.2 Obtain and study product or service details relating to customer engagement
1.2 Identify and confirm customer requirements Study prepared engagement guides or scripts	Comment by Author: Included in the KE 
1.3 Identify options to meet customer expectations according to organisational policies and procedures Locate sources of information that may be required to develop product and service expertise
1.44 Adapt options to customer requirements according to organisational policies Develop an understanding of enterprise policies and procedures and personal targets or key performance indicators (KPIs)
1.5 Develop proficiency with equipment and systems to effectively and efficiently manage engagement
1.6 Clarify details as required with relevant personnel

	2 Provide quality service in response to customer queries
	2.1 Use technology to respond to customer queries
2.2 Greet customer according to enterprise protocol and encompass cultural diversity
2.3 Establish and clarify customer needs
2.4 Satisfy customer needs promptly, efficiently and effectively to maximise customer satisfaction and minimise delays and need to refer customer elsewhere
2.5 Respond to customer concerns in a positive manner and in line with enterprise policy for complaint resolution
2.6 Treat customer with respect and courtesy, and enhance and develop customer loyalty
2.7 Complete follow‑up action according to engagement escalation policy, timeframes, business rules and practices, and in line with customer expectations

	23. Provide Arrange provision of product orcustomer service
	23.1 Respond appropriately to customer requirements and identify relevant options	Comment by Author: Addressed by PC 2.2

3.2 Select  appropriate product or service in consultation with customer
23.23 Explain relevant information and actions to customer and confirm all details
2.3 Action customer Agree actions or orders and with customer giving consideration to maximising value and service delivery to customer
3.4 escalate queries that cannot be immediately satisfied according to organisational policies and procedures
2.4 Record details of engagement according to organisational policy Consider customer retention options that can be applied to engagement
3.5 Use clear, simple and easy to understand language and ensure responses are comprehensive

	34. Respond to customer Finalise customer engagement enquiries
	4.1 Adapt to the requirements and expectations of various customers when working in an outsource environment and dealing with multiple customer bases
34.12 Supply follow‑up information to customer according to organisational policies and proceduresEscalate enquiries or orders that cannot be satisfied immediately	Comment by Author: Included in PC 3.3
34.23 Assess transaction for compliance with organisational policies and proceduresSupply follow‑up information to customer as required and in a timely manner	Comment by Author: PC 4.1
34.34 Seek customer feedback and identify opportunities to enhance service on future engagements Observe organisational regulations and standards throughout transaction	Comment by Author: PC 4.2
34.45 Record and report opportunities for continuous improvementRecord details of engagement according to policy
4.6 Record and report difficulties not escalated but that may present an opportunity for continuous improvement



Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Identifies and evaluates a range of texts to determine product information, performance standards and guidelines, and business requirements 

	Writing
	Prepares clear and specific information which conveys an understanding of service requirements, outcomes and alternatives for customers and workplace personnel 

	Oral communication
	Articulates clearly, using industry-specific language suitable to audience to convey requirements and listening and questioning techniques to confirm understanding

	Enterprise and initiative Navigate the world of work 
	Identifies Recognises organisational expectations and follows explicit protocols and procedures, regulations and standards in performance of job role 

	Teamwork Interact with others 
	Follows accepted communication practices and protocols in the provision of customer service.
 Adjusts communication style in response to differences in customer profile, expectations and requirements 

	Planning and organising Get the work done
	Plans and implements routine customer service tasks and related workload, making limited decisions on sequencing and timing with support as required from relevant personnel
Analyses task requirements to decide on appropriate customer service options
Identifies difficulties that might present continuous improvement opportunities
Understands purposes, specific functions and key features of common digital systems and tools and operates them effectively to manage customer communication 

	Technology 
	Identifies key features of common digital systems and tools and operates them effectively to manage customer communication


Unit Mapping Information
No equivalent unit. Supersedes but is not equivalent to:
BSBCUE203 Conduct customer engagement
BSBCUE205 Prepare for work in a customer engagement environment
BSBCUE302 Deploy customer service field staff
BSBCUE307 Work effectively in customer engagement.
[bookmark: O_705081]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291667]Assessment Requirements for BSBCUE203 BSBOPS202 Engage with customersConduct customer engagement
[bookmark: O_705076][bookmark: O_705077]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
engage with different customers on at least three occasions. 

In the course of the above, the candidate must: 
provide customer services according to organisational’s standards and guidelines
use communication equipment and systems efficiently and effectively
adapt communication techniques to suit customer profile and requirements.
[bookmark: O_705078]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
operational environment, including – customer base, company organisation’s products and services
organisational performance standards and customer service expectations 
organisational policies, procedures, protocols for customer engagement including relevant product or service details and  communication channels
equipment and systems to manage customer engagement 
customer service behaviours in multiple customer base contexts
sources of information to develop customer service skills including relevant organisational personnel
follow-up considerations for customer queries, including: 
engagement escalation policy
business rules and practices
customer expectations
principles of customer service
continuous improvement methods including customer retention strategies 
procedures for the operation of telecommunication equipment and systems, relevant to customer service.

[bookmark: O_705079]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
information technology and telecommunications equipment
workplace information and data relevant to performance evidence
performance management records and data and quality assurance guidelines
call/ecustomer engagement guides.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_705082]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc13641846][bookmark: _Toc24291668]BSBCUS201 BSBOPS203 Deliver a service to customers
[bookmark: O_706624][bookmark: O_706625]Application
This unit describes the skills and knowledge required to deliver all aspects of customer service at an introductory level. It includes creating a relationship with customers, identifying their needs, delivering services or products, and processing customer feedback.
The unit applies to individuals those who perform a range of routine tasks in the workplace using a limited range of practical skills and fundamental knowledge of customer service in a defined context under direct supervision or with limited individual responsibility.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_706628]Unit Sector
Business Competence – Business Operations
[bookmark: O_706629]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish contact with customers
	1.1 Acknowledge and Ggreet customers  in a professional, courteous and concise manner according to organisational and legislative requirements
1.2 Share relevant information with customers Maintain personal dress and presentation in line with organisational requirements	Comment by Author: This won’t apply to a lot of online situations. 
1.3 Identify and respond to specific customer requirementsCommunicate using appropriate interpersonal skills to facilitate accurate and relevant exchange of information
1.4 Express interest in customer needs and develop rapport with customerMaintain sensitivity to customer specific needs and any cultural, family and individual differences	Comment by Author: Difficult to assess “maintain sensitivity”
1.5 Establish rapport/relationship with customer and express a genuine interest in customer needs/requirements

	2. Identify customer needs
	2.1 Ask questions Use appropriate questioning and active listening to identify determine customer needs
2.2 Assess customer needs for urgency toand identify priorities for service delivery
2.3 Provide customer with information about available options for meeting customer needs and assist customer to identify preferred option/s	Comment by Author: Justification statement 
2.4 Identify personalAssess limitations in addressing customer needs and seek assistance from designated persons where required

	3. Deliver Provide service to customers
	3.1 Provide prompt customer service to meet identified needs according to organisational requirementsConfirm details of service and delivery with customer according to organisational requirements
3.2 Provide Convey information regarding problems and delays, and follow‑up within appropriate timeframes as necessarywhere required
3.3 Communicate with customers in a clear, concise and courteous manner	Comment by Author: Covered in Element 1. Not adding any value to Element 3. 
3.4 Identify opportunities to enhance the quality of service and products, and take action to improve the service whenever possible	Comment by Author: PCs are required to be demonstrated in every instance 

	4. Process customer feedback
	4.1 Promptly recogniseSeek customer feedback and handle sensitively according to organisational and legislative requirements
4.2 Accurately rRecord any feedback and communication between customers and the organisation according to organisational standards, policies and procedures and legislative requirements
4.3 Identify any unmet customer needs and discuss suitability of other alternative products or /services
4.4 EncourageSupport customers to make contact with other services according to organisational policies and procedures maintain contact with organisation for future needs


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Identifies Understands requirements fromin organisational policy and procedure documents
Interprets product and service information in a range of formats to provide customer advice 

	Writing
	Records customer information according to organisational requirements 

	Oral communication
	Provides information and or advice using structure and language to suit the audience
Asks questions and listens to gain information orand confirm understanding

	Planning and organising Navigate the world of work
	Follows organisational procedures and practices relevant to own role 

	Teamwork Interact with others
	Uses accepted communication practices to establish connections, build rapport and develop professional working relationships
Adjusts personal communication style in response to the opinions, values and particular needs of others

	Initiative and enterprise Get the work done
	Addresses routine problems in familiar work contexts
Identifies Recognises opportunities to enhance work practices and outcomes

	Problem solving
	Addresses routine problems in familiar work contexts


Unit Mapping Information
Supersedes and is equivalent to BSBCUS201 Deliver a service to customers.
[bookmark: O_706639]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc13641847][bookmark: _Toc24291669]Assessment Requirements for BSBCUS201 BSBOPS203 Deliver a service to customers
[bookmark: O_706634][bookmark: O_706635]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
greet customer and establish rapport/relationship according to organisational requirements
identify customer needs using appropriate interpersonal skills
provide prompt service to address customer needs according to organisational requirements
identify and follow up opportunities to increase the quality of service and products
respond to and record all customer feedback according to organisational standards, policies and procedures.
[bookmark: O_706636]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
key provisions of customer service relevant legislation and consumer law
requirements for responding to the needs of customers from a diverse background from all forms of government that apply to provision of customer services
workplace organisational policies and procedures relating to customer service and the customer service process.
[bookmark: O_706637]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
office equipment and technology
workplace documents, and organisational policies and procedures for customer service
examples of customer complaints and feedback
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_706640]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10
Assessment Requirements for BSBOPS302 Identify business risk	Draft


[bookmark: _Toc24291670]BSBADM311 BSBOPS301 Maintain business resources
[bookmark: O_700598][bookmark: O_700599]Application
This unit describes the skills and knowledge required to determine, administer and maintain resources and equipment to complete a variety of tasks.
The unit applies to individuals those who apply a broad range of competencies in various work contexts. They may exercise discretion and judgement using appropriate theoretical knowledge of business resources and their basic maintenance to provide some technical advice and support to a team.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_700602]Unit Sector
Business Competence – Business Operations
[bookmark: O_700603]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Advise on resource requirements
	1.1 Calculate estimatesCalculate of future and present business resource needs according to organisational requirements
1.2 Calculate estimates of future business resource needs Ensure advice is clear, concise and relevant to achieve organisational requirements	Comment by Author: Now addressed in the KE
1.3 Provide information advice on on the most economical and effective choice of equipment, material s and suppliers selection
1.4 Identify resource shortages and possible impact on operations

	2. Monitor resource usage and maintenance
	2.1 Confirm Ensure resource handling is according to establishedmeets organisational and work health and safety requirements including occupational health and safety requirements
2.2 Use business technology to mIdentify resource monitoring technology and monitor and identify the effective use of resources
2.3 Use consultation withConsult individuals and teams to and facilitate effective decision-making on the appropriate allocation of resources
2.4 Identify and adhere to relevant organisational policies regarding resource use in the performance of operational tasks
2.5 Routinely Mmonitor and compare resource usage with estimated requirements in budget plans

	3. Acquire resources
	3.1 Acquire Ensure acquisition and storage of resources is according to timelines and identified organisational requirements, is cost effective, and consistent with organisational timelines
3.2 Acquire resourcesStore resources according to identified organisational requirements within available timelines to meet identified requirements
3.3 Review resource acquisition processes to and identify opportunities for improvements in future resource acquisitions


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Identifies and interprets information from a range of sources, including organisational policies and procedures

	Writing
	Uses clear and succinct language and appropriate layout to provide information, advice and support materials 

	Oral communication
	Presents information or advice choosing language appropriate to the context and needs of the audience
Uses active listening and questioning to confirm understanding 

	Numeracy
	Selects and uses appropriate tools to aid with estimation and other resource assessment requirements
Uses a combination of mainly informal and some formal written mathematical equations to represent the outcomes of the resource allocation process

	Enterprise and initiative Navigate the world of work
	Takes some personal responsibility for adherence to organisational procedures and protocols

	Teamwork Interact with others
	Uses collaborative techniques to engage personnel in consultations and negotiations 

	Planning and organising Get the work done
	Plans a range of routine tasks and required resources, accepting goals and aiming to achieve them within allocated timeframes
Recognises and takes responsibility for addressing predictable problems in familiar work contexts

Follows routine procedures for using digital technology to enter, store and retrieve information directly relevant to role
Understands the purpose and some specific functions of some common digital tools used in work contexts
Evaluates effectiveness of decisions in terms of how well they met stated goals 

	Problem solving 
	Identifies and takes responsibility for addressing predictable problems in familiar work contexts

	Technology 
	Follows routine procedures for using digital technology to enter, store and retrieve information directly relevant to role
Identifies purpose and some specific functions of some common digital tools used in work contexts


Unit Mapping Information
Supersedes and is equivalent to BSBADM311 Maintain business resources.
Supersedes but is not equivalent to BSBFLM306 Provide workplace information and resourcing plans.
[bookmark: O_700613]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291671]Assessment Requirements for BSBADM311 BSBOPS301 Maintain business resources
[bookmark: O_700608][bookmark: O_700609]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
collect and record data on resource use
evaluate use of resources according to organisational requirements
observe monitor resource use over defined and operational timeframes
perform routine resource maintenance.
[bookmark: O_700610]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
key provisions of relevant legislation relating to maintaining business resources
organisational resource acquisition policies, plans and procedures
resource advice requirements, including those related to
 acquiring and storing resources
organisational procedures for record keeping and /filing systems, security and safe recording practices.
[bookmark: O_700611]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
organisational resource use data.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_700614]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291672]BSBOPS302 Identify business risk
[bookmark: O_674998][bookmark: O_674999]Application
This unit describes the skills and knowledge required to contribute to business operations through the identification of business risk. It involves identifying business risks, as well as supporting in risk mitigation.
The unit applies to individuals who are required to contribute to the identification of business risks as part of broader responsibilities. 
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_675002]Unit Sector
[bookmark: O_675003]Business Competence – Business Operations
Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.Establish business risk  
	1.1 Identify potential business risks according to task requirements 
1.2 Assess organisational policies and procedures for addressing risks
1.3 Identify organisational personnel involved in addressing relevant risk types

	2. Mitigate business risk 
	2.1 Analyse potential consequences for organisation of identified risks
2.2 Address risks according to organisational policies and procedures, escalating where required 
2.3 Document steps to mitigate identified risks according to organisational policies and procedures 

	3. Finalise resolution of business risk 
	3.1 Confirm steps taken with relevant organisational personnel 
3.2 Seek feedback on response with relevant organisational personnel 
3.3 Contribute to identifying ways to minimise future risk in consultation with relevant organisational personnel


Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Reading 
	Interprets and identifies from risk legislation, workplace policy and procedure and records 

	Writing 
	Uses formats and language appropriate to audience 

	Initiative and enterprise 
	Follows legal and regulatory responsibilities and organisational policies and procedures in relation to risk mitigation role 

	Teamwork 
	Shares relevant information and resources with organisational personnel 

	Planning and organising 
	Plans and implements tasks to achieve required outcomes 
Uses formal decision-making processes, gathering information and identifying and evaluating choices against risk management processes 

	Technology 
	Uses technology to access and filter data and then extract, organise, integrate and share information


[bookmark: O_675006]Unit Mapping Information
No equivalent unit. New unit.
Links
Companion Volume Implementation Guide is found on VETNet: 
https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc12125823][bookmark: _Toc24291673]Assessment Requirements for BSBOPS302 Identify business risk
Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
identify and resolve a business risk on at least three occasions.

In the course of the above, the candidate must: 
identify business risk and organisational personnel and policies for addressing identified risk 
analyse potential impact of risk for business and address risk according to organisational policies and procedures 
document risk mitigation processes taken according to organisational policies and procedures
confirm and seek feedback on risk mitigation methods 
participate in discussions to minimise future risks in consultation with relevant personnel.
Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
types of business risks including: 
strategic risks
compliance risks 
financial risks 
operational risks 
common sources of business risk
techniques to manage business risks applicable to the industry
functions and content of organisational risk management plan 
organisational policies and procedures for risk identification and mitigation.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
relevant legislation, regulations and standards relevant to business risks
workplace documentation and resources for business risks. 

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
Links
Companion Volume Implementation Guide is found on VETNet: 
https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291674]BSBADM307 BSBOPS303 Organise schedules
[bookmark: O_700579][bookmark: O_700580]Application
This unit describes the skills and knowledge required to manage appointments and diaries for personnel within an organisation, using manual and electronic diaries, schedules and other appointment systems.
The unit applies to individualsthose who are employed in a range of work environments who provide administrative support to teams and individuals.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_700583]Unit Sector
Business Competence – Business Operations
[bookmark: O_700584]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish schedule requirements
	1.1 Identify organisational requirements and protocols for staff planning tools
1.2 Identify organisational procedures for different types of appointments
1.3 Determine personal requirements of for diary and schedule items for individual personnel
1.4 Develop appointment scheduling system Establish appointment priorities and clarify in discussion with individual personnel 

	2. Manage schedules
	2.1  Identify recurring appointments and deadlines, and Sschedule recurring appointments and deadlines  these according to individual and organisational requirements
2.2 Schedule Establish availability of attendees, and schedule new appointments according to required timelines and diary commitments
2.3 Negotiate alternative arrangements and confirm when changes to established appointments are changed
2.4 Record appointments and manage schedules according to organisational policy and procedures

	3. Evaluate effectiveness of schedule 
	3.1 Seek feedback on schedule from organisational personnel 
3.2 Assess effectiveness of schedule in meeting task requirements 
3.3 Identify areas for improvement in appointment scheduling system


[bookmark: O_700585]Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Numeracy	
	Makes time estimations and checks logistics when scheduling appointments

	Oral communication
	Participates effectively in spoken interactions using listening and questioning techniques to confirm and clarify understanding

	Reading
	Interprets textual information from a range of sources and identifies relevant information

	Writing
	Uses clear and succinct language to complete and update workplace documentation

	Oral communication
	Participates effectively in spoken interactions using listening and questioning techniques to confirm and clarify understanding

	Numeracy
	Makes time estimations and checks logistics when scheduling appointments

	Enterprise and initiative Navigate the world of work
	Identifies Recogniseand responds to explicit and implicit organisational procedures and protocols 

	Interact with others
	Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role
Collaborates and negotiates with others to achieve agreeable outcomes

	Planning and organising Get the work done
	Plans a range of routine tasks accepting goals and aiming to achieve them according to predetermined deadlines
Follows routine procedures for using digital technology to enter, store and retrieve information directly relevant to role
Takes responsibility for routine low-impact decisions within familiar situations 


Unit Mapping Information
No equivalent unit. Supersedes but is not equivalent to BSBADM307 Organise schedules.
[bookmark: O_700594]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291675]Assessment Requirements for BSBADM307 BSBOPS303 Organise schedules
[bookmark: O_700589][bookmark: O_700590]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
organise personnel schedule, including: 



identifying types of appointment and scheduling requirements 
schedule at least 10 appointments according to requirements, availability of attendees, timelines and diary commitments 
arranging and confirming alternative appointments on at least three occasions 
recording appointments according to organisational policy and procedures
assessing the functionality of scheduling systems
developing and implementing solutions to improve future scheduling engagements.
appropriately manage the schedules of various individuals through a process of careful planning and negotiation.	Comment by Author: Too simplistic- all PCs have not been adequately addressed e.g. identifying organisational requirements for staff planning 
[bookmark: O_700591]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
key provisions of relevant legislation, standards and codes that affect aspects of business operations or achievement of team goals
organisational requirements for managing appointments for personnel in the organisation
range of appointment scheduling systems that could be used when organising schedules, and their features
important considerations when managing schedules of others.
[bookmark: O_700592]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
a range of diaries, planners and calendars to record and schedule appointments, including digital resources.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_700595]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10



[bookmark: _Toc24291676]BSBCUS301 BSBOPS304 Deliver and monitor a service to customers
[bookmark: O_706663][bookmark: O_706664]Application
This unit describes the skills and knowledge required to identify customer needs, deliver and monitor customer service and identify improvements in the provision of customer service.
The unit applies to individuals who apply a broad range of competencies in various work contexts. In this role, individuals often exercise discretion and judgement using appropriate theoretical knowledge of customer service. They  to provide technical advice and support to customers over short or long term interactions.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_706667]Unit Sector
Business Competence – Business Operations
[bookmark: O_706668]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Identify customer needs
	1.1 Use appropriate interpersonal skills to accurately Iidentify and clarify customer needs and expectations
1.2 Assess Evaluate customer needs for urgency and determine priorities for service delivery according to organisational requirements
1.3 Inform Use effective communication to inform customers about available choices for meeting their needs and assist in the selection of preferred options
1.4 Identify limitations in addressing customer needs and seek appropriate assistance from designated individuals where required

	2. Deliver a service to customers
	2.1 Provide prompt service to customers to meet identified customer needs according to organisational and legislative requirements
2.2 Establish and maintain appropriate rapport with customers to ensure completion of quality service delivery
2.3 Manage Sensitively and courteously handle customer complaints according to organisational and legislative requirements
2.4 Provide assistance andor respond to customers with specific needs according to organisational and legislative requirements
2.5 Identify and use available opportunities to promote and enhance services and products to customers

	3. Monitor and report onEvaluate customer service delivery
	3.1 Review Regularly review customer satisfaction with service delivery using verifiable evidence according to organisational and legislative requirements
3.2 Seek and respond to customer feedback according to organisational policies and procedures
3.2 3 Identify opportunities to enhance the quality of service and products , and pursue within organisational and legislative requirements
3.3 Monitor procedural aspects of service delivery for effectiveness and suitability to customer requirements
3.44 Regularly seek customer feedback and use to improve the provision of products and servicesDocument recommendations for customer service improvements
3.55  Ensure reports are clear, detailed and contain recommendations focused on critical aspects of service deliverySubmit recommendations to relevant personnel according to organisational policies and procedures  


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Learning 
	Identifies and follows up on opportunities to improve work practices and outcomes

	Oral communication
	Provides information or advice using structure and language to suit the audience
Asks questions and listens to gain information or confirm understanding 

	Reading
	Comprehends Evaluates textual information to determine customer service requirements
Proofreads texts for clarity of meaning and accuracy of grammar and punctuation

	Writing
	Completes responses to customer complaints in required format
Prepares reports using sequencing, format and words to communicate recommendations clearly and effectively

	Oral communication
	Provides information or advice using structure and language to suit the audience
Asks questions and listens to gain information or confirm understanding 

	Planning and organising Navigate the world of work
	Complies with Recognises, understands and applies organisational policies and procedures relevant to role
Plans and implements systems to gather and organise information

	Problem-solving 
	Uses problem solving skills to analyse and respond to customer complaints or enquiries

	Teamwork Interact with others
	Selects and uses appropriate communication conventions to establish connections, build rapport, seek information and develop professional working relationships
Adjusts personal communication style in response to the opinions, values and particular needs of others

	Get the work done
	Plans and implements systems to gather and organise information
Monitor actions and progress against goals and implements adjustments as appropriate
Uses problem-solving skills to analyse and respond to customer complaints or enquiries
Identifies and follows up on opportunities to improve work practices and outcomes


Unit Mapping Information
Supersedes and is equivalent to BSBCUS301 Deliver and monitor a service to customers.
Supersedes but is not equivalent to:
BSBCUE309 Develop product and service knowledge for customer engagement operation
BSBEDU303 Assist with the provision of international education information
BSBINT303 Organise the importing and exporting of goods
BSBINT304 Assist in the international transfer of services
BSBSLS407 Identify and plan sales prospects.
[bookmark: O_706678]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291677]Assessment Requirements for BSBCUS301 BSBOPS304 Deliver and monitor a service to customers
[bookmark: O_706673][bookmark: O_706674]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
deliver a service to at least three different customers, including: 
usinge communication skills to establish rapport and build relationships with customers according to organisational requirements
identifying customer needs using appropriate questioning and active listening skills
providinge customer service according to organisational requirements
responding to and recording customer feedback and action taken according to organisational standards, policies and procedures
producinge a report which identifies and recommends ways to improve service delivery.
[bookmark: O_706675]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
key provisions of customer service relevant legislation and consumer law from all levels of government that may affect aspects of business operations
organisational policiesy and procedures for relating to customer service, including complaints handling
provide examples of common forms of verifiable evidence that could be used to review customer satisfaction
interpersonal skills needed forcustomer service standards and protocols for serving customers, including customers with specific needs.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
office equipment and technology required to gather and provide information and assistance to customers
workplace documents, and organisational policies and procedures forrelating to customer service
examples of customer complaints and feedback.

case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_706679]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291678]BSBCMM301 BSBOPS305 Process customer complaints
[bookmark: O_704172][bookmark: O_704173]Application
This unit describes skills and knowledge required to handle formal and informal feedback and complaints from customers.
The unit applies to individuals who apply a broad range of competencies and may exercise discretion and judgement using appropriate knowledge of products, customer service systems and organisational policies to provide technical advice and support to a team.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_704176]Unit Sector
Business Competence – Business Operations
[bookmark: O_704177]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Receive Respond to complaints
	1.1 Assess complaint according to organisational policyProcess customer complaints using effective communication according to organisational procedures established under organisational policies, legislation or codes of practice	Comment by Author: Unit title cannot be a PC
1.2 Inform relevant stakeholders that complaint has been receivedObtain, document and review reports relating to customer complaints
1.3 Document customer complaints according to organisational policies and procedures Make decisions about customer complaints, taking into account applicable legislation, organisational policies and codes
1.4 Negotiate resolution of the complaint and obtain agreement where possible
1.5 Maintain a register of complaints/disputes
1.6 Inform customer of outcome of investigation

	2. Process Refer complaints
	2.1 Identify complaints requiring complaints that require referralescalation according to organisational policy, and escalate as required  to other personnel or external bodies

2.2 
2.2 Identify additional information requirements to resolve complaints that do not require escalation  Make referrals to appropriate personnel for follow‑up according to individual level of responsibility
2.3 Prepare information for resolving complaint Forward all documents and investigation reports
2.4 Follow‑up appropriate personnel to gain prompt decisions

	3. Resolve complaintsExercise judgement to resolve customer service issues
	3.1 Identify implications of issuescomplaint for customer and organisation
3.2 Analyse, explain and negotiate appropriate options to resolve customer complaints for resolution with customeraccording to legislation, organisational policies and codes of practice
3.3 Propose and negotiate viable options according to appropriate legislative requirements and enterprise organisational policies
3.4 Escalate Ensure matters for which a solution cannot be negotiated are referred to appropriate relevant personnel


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Recognises, iIdentifies and interprets textual information to determine legislative, regulatory and organisational requirements 

	Writing
	Documents complaints and actions taken according to organisational requirements
Records spoken information clearly and accurately for future reference

	Oral communication
	Presents or requests information using words and non-verbal features appropriate to the audience and context
Uses listening and questioning techniques to gather information and confirm understanding

	Navigate the world of work
	Takes personal responsibility for following organisational policies and procedures and legislative requirements	Comment by Author: Already addressed in next bullet point “follows organisational communication practices…”

	Planning and organising Interact with others
	Takes responsibility for planning, sequencing and completing tasks to achieve required outcomes
Follows organisational communication practices and procedures when referring complaints, seeking advice or negotiating outcomes

	Problem-solving Get the work done
	Takes responsibility for planning, sequencing and completing tasks to achieve required outcomes
Addresses less predictable problems applying problem solving processes in determining solutions that meet organisational requirements
Uses the main features and functions of digital tools to complete work tasks 

	Technology 
	Uses the main features and functions of digital tools to complete work tasks


Unit Mapping Information
Supersedes and is equivalent to BSBCMM301 Process customer complaints.
Supersedes but is not equivalent to:
BSBCUE304 Provide sales solutions to customers
BSBCUE308 Conduct outbound customer engagement.
[bookmark: O_704187]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291679]Assessment Requirements for BSBCMM301 BSBOPS305 Process customer complaints
[bookmark: O_704182][bookmark: O_704183]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to: 

process at least five customer complaints relating to business operations.

In the course of the above, the candidate must:
gather and process and document customer complaints according to organisational and legislative requirementss

use effective communication techniques to discuss options and resolve complaints
 
analyse options to resolve complaints  

follow correct organisational procedures when referring and resolving following up complaints.
[bookmark: O_704184]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
key provisions of legislation including Australian Consumer Law and consumer guarantees relevant to customer complaints relevant legislation from all forms of government that may affect aspects of business operations
communication skills techniques forrequired when handling customer complaints
organisational policies, procedures and standards for processing complaints 
organisational escalation procedures and relevant personnel.
external bodies to which complaints could be referred.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
organisational policies and procedures relevant to customer complaints
relevant legislation orand codes of practice relevant to customer complaints
office equipment and resources
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_704188]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291680]BSBADM409 BSBOPS401 Coordinate business resources
[bookmark: O_645232][bookmark: O_645233]Application
This unit describes the skills and knowledge required to determine and analyse existing and required resources, their effective application and the accountability for their use.
The unit applies to individuals with a broad knowledge of business resources who and contribute well- developed skills and knowledgeto ensure adequate resources are available to perform the work of the organisation. They may have responsibility to provide guidance to, or to delegate aspects of these tasks to others.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_645236]Unit Sector
Business Competence – Business Operations
[bookmark: O_645237]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish required resourcesDetermine resource requirements	Comment by Author: Can’t replicate the PC (PC 1.1)
	1.1  Identify Determine resource requirements according to business and operational plans and organisational requirements
1.2 Create Provide opportunities forto individuals and workgroups to contribute to the identification of resource requirements
1.3 Assess proposed Ensureefficiency of  resource expenditure is realistic and makes efficient use of available according to budget resources
1.4 Present recommendations on resource requirements in the required format, style and structure using relevant business equipment and technology

	2. Acquire and allocate resources
	2.1 Acquire physical resources and services according to organisational requirements 
2.2 Check resources to ensureand confirm quality and quantity are in line with service agreements 
2.3 Allocate resources promptly according to to enable achievement of operational plansworkgroup objectives	Comment by Author: This is the standard referred to in PC 1.1 when the resource requirements are identified
2.4 Consult Ensure consultation with individuals and teams on allocation of resources is participative and is conducted using appropriate interpersonal skills	Comment by Author: This is difficult to assess

	3. Evaluate Monitor and report on resource allocation and usage
	3.1 Measure effectiveness of Assess resource planning and assess against actual costs, identified shortfalls and surpluses	Comment by Author: Clarified phrasing: previous PC read like two PCs
3.2 Identify potential improvements in resource planning through consultation and feedbackDevelop and implement methods of monitoring resource use to enable timely and accurate reporting against business and operational plans	Comment by Author: P.C 3.2 and 3.3 swapped as PC 3.1 refers to resource planning and 3.2 now also addresses resource planning 
3.3 Develop methods of monitoring and reporting resource use against business and operational plans Identify improvements in resource planning through consultation and feedback, and implement according to organisational requirements
3.4 Maintain records concerning equipment and resource purchases according to organisational requirements

	4. Improve resource allocation and usage
	4.1 Implement improvements in resource planning according to organisational requirements
4.2 Implement identified methods of monitoring resource use
4.3 Maintain records concerning equipment and resource purchases according to organisational requirements


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Identifies and interprets information from organisational plans, policies and procedures

	Writing
	Develops a range of documents using structure and vocabulary appropriate to audience, context and purpose 

	Oral communication
	Participates effectively in spoken interactions using active listening and questioning to confirm and clarify understanding

	Numeracy
	Interprets and comprehends a range of mathematical information that is embedded in familiar texts
Calculates and compares numeric data to track expenditure 

	Initiative and enterpriseNavigate the world of work
	Identifies Recognises and responds to explicit and implicit organisational procedures and protocols and legislative/regulatory requirements

	TeamworkInteract with others
	Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role
Cooperates with others as part of familiar routine activities playing an active role in facilitating group interaction 

	Planning and organisingGet the work done
	Applies formal processes when planning complex tasks, producing plans with logically sequenced steps, reflecting an awareness of time constraints
Identifies Recognises and takes responsibility for addressing predictable problems in familiar work contexts
Utilises a range of features within digital applications to access, store and share information
Assess impacts of variables Reflects on the ways in which variables impact on decision outcomes to identify improvement opportunities 

	Technology 
	Utilises a range of features within digital applications to access, store and share information


Unit Mapping Information
Supersedes and is equivalent to BSBADM409 Coordinate business resources.
Supersedes but is not equivalent to:
BSBADM301 Produce texts from shorthand notes
BSBADM302 Produce texts from notes
BSBADM303 Produce texts from audio transcription
BSBADM401 Produce complex texts from shorthand notes
BSBADM406 Organise business travel
BSBADM411 Produce complex texts from audio transcription
BSBCUE403 Schedule customer engagement activity.
[bookmark: O_645247]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291681]Assessment Requirements for BSBADM409 BSBOPS401 Coordinate business resources
[bookmark: O_645242][bookmark: O_645243]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
identify, and create opportunities for others to identify, resource requirements 
monitor resource usage
maintain records of resource requirements and usage
calculate and assess costs and expenditures in relation to use and maintenance of business resources
develop and present resource requirement recommendations 
acquire and allocate physical resources and services to team members
consult and communicate with individuals and teams about acquiring and using resources
monitor and assess , review and report on resource use acquisition, allocation, use and procedures
implement improvements in resource planning and monitoring 
follow organisational policies and procedures in relation to business resource acquisition and monitoring and maintaining records.
[bookmark: O_645244]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
functions of common business resources used in an organisation and procedures for identifying common faults
organisational policies, plans and procedures in relation to business resource acquisition and monitoring
method and format for developing recommendations on resource requirements 
techniques for sourcing business resources
methods for analysing and incorporating feedback on effectiveness resource planning, monitoring resource use
methods to implement organisational changes to resource planning and resource use.
organisational policies, plans and procedures in relation to business resource acquisition and monitoring.
[bookmark: O_645245]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
records relating to business resourcesrecords concerning equipment and resource purchases

organisational policies, procedures and operational plans relevant to performance evidence relating to resources.

case studies, and where possible, real situations.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_645248]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291682]BSBMGT402 BSBOPS402 Implement Coordinate business operational plans
[bookmark: O_644064][bookmark: O_644065]Application
This unit describes the skills and knowledge required to implement the operational plans by monitoring and adjusting operational performance, planning and acquiring resources,  monitoring and adjusting operational performance and providing reports on performance as required.
The unit applies to individuals who plan activities to achieve the measurable, stated objectives of the team and  organisational objectivesthe organisation. At this level, work will normally be carried out within routine and non-routine methods and involve procedures thatwhich require planning, evaluation, leadership and guidance of others.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_644068]Unit Sector
Business Competence – Business Operations
[bookmark: O_644069]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Prepare to implement Implement operational plan 
	1.1 Consult with stakeholders to identify resource requirements Collate, analyse and organise details of resource requirements in consultation with relevant personnel, colleagues and specialist resource managers
1.2 Collate, analyse and organise details of resource requirements  Implement operational plans to contribute to the achievement of organisation’s performance/business plan
1.3 Develop operational plan implementation method and manage contingenciesIdentify and use key performance indicators (KPIs) to monitor operational performance
1.4 Develop and present proposals for resource requirements according to operational planning processesManage contingencies by adjusting the implementation of the operational plan in consultation with others
1.5 Provide assistance in the development and presentation of proposals for resource requirements in line with operational planning processes

	2. Implement resource acquisition operational plan
	2.1 Recruit and induct onboard employees required to implement operational plan according to within organisation’sal policies and, practices and procedures 
2.2 Acquire physical resources and services according to organisational policies and procedures 
2.3 Support efficient, cost-effective and safe use of resources Implement plans for acquisition of physical resources and services within organisation’s policies, practices and procedures and in consultation with relevant personnel
2.4 Adjust implementation of the operational plan in consultation with others to manage contingencies

	3. Monitor operational performance
	3.1 Collate relevant budget and actual financial information to determine profit and productivity performance, in the context of own role Monitor performance systems and processes to assess progress in achieving profit/productivity plans and targets
3.2 Analyse and use budget and actual financial information to monitor profit/productivity performanceIdentify and use key performance indicators (KPIs) to monitor profit and productivity performance
3.3 Identify unsatisfactory performance and take prompt action to rectify the situation according to organisational policies
3.4 Provide mentoring, coaching and supervision to support individuals and teams to use resources effectively, economically and safely
3.5 Present recommendations for variation to operational plans to the designated persons/groups and gain approval
3.6 Implement systems, procedures and records associated with performance according to organisation’s requirements

	4. Review operations based on performance 
	4.1 Develop recommendations for variation to operational plans 
4.2 Present recommendations to the designated persons or groups to gain approval
4.3 Implement systems, procedures and records associated with performance according to organisation’s requirements


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Learning
	Actively reinforces learning by applying new knowledge and skills in mentoring, coaching and supervising others

	Reading
	Identifies, interprets, analyses and reviews textual information related to the operational plan and monitoring of operational performance

	Writing
	Communicates relationships between ideas and information, matching style of writing to purpose and audience
Researches, plans and prepares workplace documentation for relevant stakeholders using organisational formats

	Oral communication
	Participates in a variety of spoken exchanges with a range of audiences varying structure and language to suit the audience

	Numeracy
	Selects and uses familiar mathematical techniques to organise timely supply of adequate resources for the operational plan and to use budgetary information to monitor performance

	Enterprise and initiative Navigate the world of work
	Monitors adherence to organisational policies and procedures and considers own role in terms of its contribution to broader goals of the work environment

	TeamworkInteract with others
	Selects and uses appropriate conventions and protocols when communicating with diverse individuals to build rapport, seek or present information
Collaborates with others to achieve joint outcomes, playing an active role in facilitating effective group communication, influencing direction and taking a leadership role on occasion

	Planning and organisingGet the work done
	Takes responsibility for planning, organising, implementing and monitoring tasks required to achieve required outcomes
Uses systematic, analytical processes in complex, non-routine situations, setting goals, gathering relevant information and identifying and evaluating options against agreed criteria
Evaluates effectiveness of decisions in terms of how well they met stated goals
Identifies Recognises and addresses an increasing range of familiar problems by implementing contingency plans


Unit Mapping Information
No equivalent unit. Supersedes but is not equivalent to:
BSBFLM305 Support operational plan
BSBMGT402 Implement operational plan.
[bookmark: O_644079]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291683]Assessment Requirements for BSBMGT402 BSBOPS402 Implement Coordinate business operational plans
[bookmark: O_644074][bookmark: O_644075]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
interact with a range of people and /groups to identify resource requirements, performance objectives, systems, procedures and records relating to the operational plan  
vary the operational plan and gain approval to deal with contingencies
monitor operational performance against the performance objectives and budgets and take action to rectify unsatisfactory performance
plan and acquire physical and human resources using organisation’s systems and procedures
manage and support personnel to achieve performance objectives. including inducting facilitating new employee onboardings and providing mentoring and coaching
present information and recommendations to support implementation and variation of the operational plan
monitor operational performance against the performance objectives and budgets and implement improvements to rectify unsatisfactory performance
vary the operational plan and gain approval to deal with contingencies
document and provide reports on performance as required by the organisation.
[bookmark: O_644076]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
processes to identify resource requirements 
sources of information to identify resource requirements including specialist resource managers 
methods to manage contingencies including through consultation with relevant stakeholders
key features of performance monitoring systems and processes
common methods for problem solving
methods to support staff including mentoring, coaching and supervision 
performance objectives including actual costs, identified shortfalls and surpluses
how organisational policies and procedures relate to the operational plan.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
organisational operational plans, policies and procedures relevant to performance evidence

workplace documentation and resources including budgets
, physical and human resource procurement documentation,
 employee induction onboarding and performance monitoring procedures.
case studies and, where possible, real situations.


Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_644080]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10

[bookmark: _Toc24291684]BSBRSK401 BSBOPS403 Identify risk and apply Apply business risk management processes
[bookmark: O_645745][bookmark: O_645746]Application
This unit describes the skills and knowledge required to identify business risks and to apply established risk management processes to a defined area of operations that are within the responsibilities and obligations of the role.
The unit applies to individuals with a broad knowledge of risk analysis or project management who who contribute well developed skills in creating solutions to unpredictable problems through analysis and evaluation of information from a variety of sources. They may have responsibility to provide guidance or to delegate aspects of these tasks to others. In this unit, rRisks applicable towithin own work responsibilities and area of operation, may include projects being undertaken individually or by a team, or operations within a section of the organisation.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_645749]Unit Sector
Business Competence – Business Operations
[bookmark: O_645750]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Identify risks
	1.1 Identify the context for risk management
1.2 Undertake Identify risks using tools, ensuring all reasonablerequired steps have been taken to identify all risks
1.3 Document identified risks according to relevant policies, procedures, legislation and standards

	2. Analyse and evaluate risks
	2.1 Assessnalyse and document risks in consultation with relevant stakeholders	Comment by Author: Duplication of PC 1.3
2.2 Undertake risk categorisation and determine level of risk
2.3 Document analysis processes and outcomes

	3. Treat risks
	3.1 Identify Determine appropriate control measures for risks and assess for strengths and weaknesses
3.2 Assess strengths and weaknesses of control measuresIdentify control measures for all risks	Comment by Author: Duplication of PC 3.1
3.3 Refer relevant risks according to relevant to whole of organisation or having an impact beyond own work responsibilities and area of operation to others as per established policies and procedures	Comment by Author: Included in KE	Comment by Author: Included in KE
3.4 SelectChoose and implement control measures for personalown area of operation and/or responsibilities
3.5 Prepare and implement plans to treat riskstreatment plans

	4. Monitor and review effectiveness of risk treatments/s
	4.1 Regularly rReview implemented treatments/s against measures of success
4.2 Use review results to improve the treatment of risks
4.3 Provide assistance to auditing risk in personalown area of operation
4.4 Monitor and review management of risk in personalown area of operation


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Learning 
	Uses analysis and consultative processes to inform decisions about selection and implementation of risk control measures
Evaluates effectiveness of plans and results to inform improvement decisions

	Reading
	Comprehends documents and texts of varying complexity to extract and analyse relevant information

	Writing
	Uses specific, industry related terminology and logical organisational structure in workplace documents that identify and analyse risk and report management process outcomes 

	Oral communication
	Participates effectively in interactions with stakeholders by using questioning and listening to elicit opinions and clarify understanding 

	Numeracy
	Uses numerical tools to assess risk and uses numerical data to review plans

	Enterprise and initiativeNavigate the world of work 
	Complies with organisational and legislative requirements
Takes responsibility for identification and management of risk within own work context and refers matters to others as required 

	TeamworkInteract with others
	Selects appropriate communication protocols and conventions when conferring with others to establish risk management requirements 

	Planning and organising Get the work done
	Determines job sequence and works logically and systematically to undertake defined tasks
Uses analysis and consultative processes to inform decisions about selection and implementation of risk control measures
Evaluates effectiveness of plans and results to inform improvement decisions
Uses familiar digital technologies and systems to access information, prepare plans and communicate with others

	Technology
	Uses familiar digital technologies and systems to access information, prepare plans and communicate with others


Unit Mapping Information
Supersedes and is equivalent to BSBRSK401 Identify risk and apply risk management processes.
[bookmark: O_645760]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10

[bookmark: _Toc24291685]Assessment Requirements for BSBRSK401 BSBOPS403 Identify risk and apply Apply business risk management processes
[bookmark: O_645755][bookmark: O_645756]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to apply organisational policies, procedures and processes to:
Identify different types of organisational risks
consult with relevant stakeholders to analyse and evaluate risks
identify and evaluate control measures
develop and implement treatment plans for own area or responsibility
refer risks that are beyond own area of responsibility to others
maintain risk management documentation.
[bookmark: O_645757]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
techniques for identifying and evaluating risks
organisational policies, procedures or processes for risk management
areas where risks are commonly identified in an organisation
risks beyond scope of individual responsibility to be referred to relevant organisational personnel 
purpose and key elements of current risk management standards
legislative and regulatory context of the organisation in relation to risk management
organisation’s auditing requirements relating to risk management.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
relevant legislation, regulations, standards and codes relating to business risk	Comment by Author: General due to the general nature of business risks – can range from loss of power, internet, loss of documentation, loss of human capital, suppliers, natural disasters etc.

relevant workplace documentation  on selected organisational risksand resources.
case studies and, where possible, real situations
interaction with others.


Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_645761]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10

[bookmark: _Toc24291686]BSBCUS401 BSBOPS404 Coordinate Iimplementation of customer service strategies
[bookmark: O_839204][bookmark: O_839203]Application
This unit describes the skills and knowledge required to advise, carry out and evaluate customer service strategies.
The unit applies to individuals who have well developed skills and a broad knowledge of customer service strategies for addressing customer needs and problems. Individuals , and who may provide guidance or delegate work related tasks to others.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_839202]Unit Sector
Business Competence – Business Operations
[bookmark: O_839201]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Advise on on customer service needs
	1.1 Identify organisational customer service objectives and Clarify and accurately assess customer needs using appropriate communication techniques
1.2 Assess and clarify customer requirements 
1.3  Diagnose problems matching service delivery to customers and develop options for improved service within organisational requirements
1.43 Develop options to improve customer service delivery according to organisational requirements Provide relevant and constructive advice to promote the improvement of customer service delivery	Comment by Author: Already addressed to a degree in new PC 1.4 which refers to improving customer service delivery
1.54 Provide recommendations to promote improvement of customer service delivery Use business technology and/or online services to structure and present information on customer service needs 

	2. Support implementation of customer service strategies
	2.1 EnsureAssess  customer service strategies and opportunities against customer service objectives are promoted to designated individuals and groups
2.2 Identify and allocate available budget resources to fulfil customer service objectives
2.3 Promptly aAction procedures to resolve customer difficulties and complaints according towithin organisational requirements
2.4 Consult with Ensure that decisions to implement strategies are taken in consultation with designated individuals and groupsrelevant stakeholders to develop customer service strategies 

	3. Evaluate and report on customer service
	3.1 Review client satisfaction with service delivery using verifiable data according to organisational requirements
3.2 Identify and report changes necessary to maintain service standardsto meet customer service objectives to designated individuals and groups
3.3 Prepare conclusions and recommendations from verifiable evidence and provide constructive advice on future directions of client service strategies
3.4 Monitor Maintain systems, records and reporting procedures for to compare changes toin customer satisfaction


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Reviews textual information and comprehends details that relate to the interests or requirements of the client and organisation

	Writing
	Creates a range of formal texts using structure, grammar and clear and specialised language to describe customer needs, maintain information and support a particular position

	Oral communication
	Uses pace, intonation, intelligible pronunciation and listening and questioning techniques to interact effectively with others

	Numeracy
	Recognises and interprets numerical information and performs calculations on familiar mathematical information

	Enterprise and Initiative Navigate the world of work
	Recognises and applies organisational protocols and meets expectations associated with own work

	TeamworkInteract with others
	Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role
Uses a range of strategies to establish a sense of connection and build rapport with customers
Collaborates with others contributing knowledge and skills to achieve joint outcomes

	Planning and organising Get the work done
	Applies formal and logical processes when planning and implementing tasks
Applies standard procedures when responding to familiar problems within own work context
Uses digital technologies to access, organise, present and store information relevant to own role

	Technology 
	Uses digital technologies to access, organise, present and store information relevant to own role


Unit Mapping Information
Supersedes and is equivalent to BSBCUS401 Coordinate implementation of customer service strategies.
Supersedes but is not equivalent to:
BSBCUS402 Address customer needs
BSBCUS403 Implement customer service standards
BSBSLS408 Present, secure and support sales solutions.
[bookmark: O_839205]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291687]Assessment Requirements for BSBCUS401 BSBOPS404 Coordinate implementation Implement of customer service strategies
[bookmark: O_839197][bookmark: O_839196]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
identify the needs and priorities of the organisation in delivering services to customers
diagnose problems in delivery of customer service
respond to and report on customer feedback and complaints
review client satisfaction using verifiable data
consult and communicate effectively with relevant people
develop and implement strategies and methods to improve customer service delivery, including:
budgeting
promotion to staff
documentation and follow up.
[bookmark: O_839195]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
customer communication techniques
principles of customer service
sources of verified client information and 
techniques for identifying customer needs and reviewing customer satisfaction
organisational business structure, products and services related to customer service
techniques for drawing insights from verifiable evidence to develop recommendations and conclusions 
product and service standards and best practice models.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
office equipment and business technology
organisational policies and procedures for customer service
examples of customer complaints and feedback
client satisfaction data.
case studies and, where possible, real situations
interaction with others.


Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_839206]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291688]BSBADM405 BSBOPS405 Organise business meetings
[bookmark: O_700693][bookmark: O_700694]Application
This unit describes the skills and knowledge required to organise meetings including making arrangements, liaising with participants, and developing and distributing meeting related documentation.
The unit applies to thoseindividuals employed in a range of work environments who are required to organise a variety of business meetings. They may provide administrative support within an enterprise, or have responsibility for these tasks in the context of a particular team, workgroup or project.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_700697]Unit Sector
Business Competence – Business Operations 
[bookmark: O_700698]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Prepare meeting documentation and details Make meeting arrangements
	1.1 Identify type and purpose of meeting being organised and its purpose
1.2 Identify and comply with legal,  or ethical and organisational requirements for business meetings
1.3 Identify requirements of the meeting and its participants
1.4 Make meeting arrangements according to meeting and participants requirements
1.4 Prepare notice of meeting, agenda and meeting papers according to organisational requirements and check for accuracy
1.5 Distribute documentation and meeting details to participants within designated timelinesAdvise participants of meeting details 

	2. Prepare and distribute documentation for meetingsLead meeting
	2.1 Prepare notice of meeting, agenda and meeting papers according to meeting requirements
2.2 Check documentation for accuracy and correct any errors	Comment by Author: Included in PC 1.4. Not sure if this needs to be a separate PC at level 4. 
2.3 Distribute documentation to participants within designated timelines
2.4 Prepare spare sets of documents 
2.1 Confirm presence of required resources prior to meeting commencement 
2.2 Facilitate meeting according to agenda and required timelines
2.3 Provide opportunities for all participants to contribute to meeting

	3. Record meeting outcomes and produce minutes of meeting 
	3.1 Take notes with the required speed and accuracy to ensure  and recordan accurate record of the meeting
3.2 Produce minutes that reflect a true and accurate account of the meetingOutline key decisions and actions for implementation
3.3 Check Review minutes for accuracy and submit for approval by the nominated person
3.4 Dispatch copies of minutes withinDistribute relevant materials to attendees within designated timelines


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Identifies and interprets information from instructions, organisational policies and procedures, or legislation
Compares final output with original notes to check accuracy

	Writing
	Prepares complex texts from notes using appropriate structure, accurate spelling, grammar and punctuation
Records notes of meeting proceedings according to organisational requirements
Edits and corrects own work to ensure accuracy

	Oral communication
	Listens for specific information during meetings
Conveys specific instructions using vocabulary appropriate to context, purpose and audience
Asks questions and listens to responses to clarify understanding

	Numeracy
	Performs calculations required to measure output against predetermined timeframes

	Initiative and enterprise Navigate the world of work
	Recognises and responds to both explicit and implicit organisational procedures and protocols and legislative/regulatory requirements

	TeamworkInteract with others
	Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role 

	Planning and organising Get the work done
	Applies formal processes when planning complex tasks, producing plans with logically sequenced steps, reflecting an awareness of time constraints
Understands the purposes, specific functions and key features of common digital systems and tools and operates them effectively to complete routine tasks


Unit Mapping Information
No equivalent unit. Supersedes but is not equivalent to:
BSBADM405 Organise meetings
BSBADM503 Plan and manage conferences.
[bookmark: O_700708]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291689]Assessment Requirements for BSBOPSADM405 Organise business meetings
[bookmark: O_700703][bookmark: O_700704]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
organise a meeting and advise participants accordingly
prepare and distribute all documentation required for the meeting
take meeting notes which accurately reflect what was discussed during the meeting
produce minutes based on own notes providing an accurate account of the meeting
circulate copies of meeting materials, including minutes, within predetermined timeframes.
[bookmark: O_700705]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
culturally appropriate relevant communication techniques
relevant common formats for agendas and minutes
key provisions of relevant legislationorganisational policies and procedures relating to facilitation of meetings, including
meeting quorums
required notice periods
meeting resolutions and storage of minutes
organisational procedures relevant to the task.
[bookmark: O_700706]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
 office equipment and resources.
organisational policies and procedures for meetings
.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_700709]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291690]BSBOPS406GOV405 Participate in organisational governance Undertake the roles and responsibilities of committee or board members
[bookmark: O_763984][bookmark: O_763985]Application
This unit describes the skills and knowledge required to meet the diverse roles, responsibilities, codes of conduct and behavioural protocols required of committee or board membersindividuals involved in organisational governance.
The unit applies to individuals responsible for monitoring and guiding the activities of their organisation or work areas as members of committees or boards of governance.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_763988]Unit Sector
Business Competence – Business Operations
[bookmark: O_763989]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Identify roles within an organisation
	1.1 Identify core functions and structure of organisation
1.2 Describe relationships between organisation, its stakeholders and other organisations or entities
1.3 Explain Assess the relationships and overlapping roles between individual responsibilities of committee and board members, and staff  within an organisation
1.4 Identify differences between roles of governance and management
1.5 Assess the relationships and overlapping roles between board, committee and staff 

	2. Work within structure of the organisation
	2.1 Perform designated committee or boardgovernance duties
2.2 Follow the committee or board’sagreed decision making processes
2.3 Manage real and perceived conflict of interest issues that are associated with competing roles and responsibilities
2.4 Follow confidentiality policies and, procedures and requirements on confidentiality 

	3. Follow legal requirements 
	3.1 Comply with legislative requirements that apply to organisational committee or boardgovernance duties
3.2 Apply provisions of legislation relevant to governance of the organisation
3.3 Comply with relevant aspects of corporation law and terms and conditions of funding agreements
3.4 Adhere to the constitution of the organisation while undertaking workplace responsibilities

	4. Monitor operations
	4.1 Identify and analyse outcomes for each operational area
4.2 Use information provided to review effectiveness and efficiency of operations and associated policy
4.3 Suggest changes to operations or policy if necessarywhere required


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Gathers, interprets and analyses information relating to core functions of the organisation, such as organisational goals, standards and values

	Writing
	Develops material for a specific audience using clear and detailed language to convey explicit information, requirements and recommendations

	Oral communication
	Participates in a verbal exchange of ideas and clearly articulates requirements using language, tone and syntax appropriate to audience and environment
Uses active listening and questioning skills to confirm understanding 

	Enterprise and initiative Navigate the world of work
	Understands nature and purpose of own role and associated responsibilities and how it contributes to the work of others in immediate work context
Appreciates implications of legal and regulatory responsibilities related to own work
Recognises and follows explicit and implicit protocols and meets expectations associated with own role

	TeamworkInteracts with others
	Collaborates with others to achieve joint outcomes, playing an active role in facilitating group interaction, influencing direction and taking a leadership role on occasion
Follows accepted communication practices and protocols, adjusting personal communication style in response to the values, beliefs and cultural expectations of others

	Planning and organising Get the work done
	Takes responsibility for planning and organising own workload, identifying ways of sequencing and combining elements for greater efficiency and considering how to link to work of others
Takes responsibility for outcomes of routine decisions related to own role
Understands when to take responsibility for solving problems and when to consult with others

	Problem solving 
	Understands when to take responsibility for solving problems and when to consult with others


Unit Mapping Information
Supersedes and is equivalent to BSBGOV405 Undertake the roles and responsibilities of committee or board members.
Supersedes but is not equivalent to:
BSBGOV401 Implement board member responsibilities
BSBGOV402 Work within organisational structure
BSBGOV501 Review and apply the organisation's constitution
BSBGOV502 Recruit and coordinate committee members
BSBGOV505 Seek and apply for funding opportunities.
[bookmark: O_763999]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10

[bookmark: _Toc24291691]Assessment Requirements for BSBOPS406 Participate in organisational governance GOV405 Undertake the roles and responsibilities of committee or board members
[bookmark: O_763994][bookmark: O_763995]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
perform board/committeeparticipate in organisational governance duties according to organisational constitution, codes of conduct, legislation and internal policies and procedures, including: 
communicating with others to achieve organisational objectives 
recommending operational process improvements 

managinge conflicts of interest.
[bookmark: O_763996]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
decision-making techniques
governance and management roles and responsibilities
how legislation and funding arrangements or funding body requirements relevant to impact roles and responsibilities of committee and/or board membersown role.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
participation on an actual or simulated board
examples of issues worked on by boards of governance, including community feedback and strategic decisions.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_764000]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291692]BSBOPS501MGT622 Manage business resources
[bookmark: O_645444][bookmark: O_645445]Application
This unit describes the skills and knowledge required to manage resources according to planned business strategies. It includes analysing resource requirements, developing resource plans, allocating resources, and reviewing and reporting on resource usage.
The unit applies to individuals withwho have a role in allocating and monitoring the use of physical and/or human resources to meet defined business objectives.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_645448]Unit Sector
Business Competence – Business Operations
[bookmark: O_645449]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Analyse resource requirements
	1.1 Develop resource bids in line withaccording to required outputs specified in business plans
1.2 Consult with key stakeholders to and determine the nature and level of resources required
1.3 Analyse resource requirements to and identify proposed costs and benefits
1.4 Identify opportunities to share resources across business units within the organisation

	2. Develop resource plans to support achievement of business unit objectives
	2.1 Develop resource plans that detail the acquisition and allocation of resources, timelines and the relationship to business strategies, contingencies, plans, programs and processes
2.2 Determine internal resourcing capabilities and external resourcing requirements
2.23 Develop procedures for the evaluation of resource allocation and incorporate them in resource plans
2.34 Identify risks and establish risk management processes
2.45 Apply organisation’s procedures to oObtain required approvals from senior managementrelevant personnel

	3. Allocate resources to achieve stated business objectives
	3.1 Allocate resources according toIdentify and adhere to relevant legislation, organisational policy and practicespolicies and procedures for resource allocation
3.2 Manage resource allocation according to to enable achievement of business unit objectives	Comment by Author: Achievement of business objectives cannot be guaranteed
3.3 Negotiate and obtain resources within required timeframe to enable achievement of according to business unit objectives
3.4 Develop and implement systems to enable timely and accuratefor monitoring and review of resource usage
3.5 Develop or revise work practices to incorporate efficient use of resources

	4. Review and report on resource usage
	4.1 Develop and implement procedures to review resource allocation against business unit objectives
4.2 Suggest improvements to work practices for the efficient use of resources 
4.3 Monitor compliance with program and project budgets and take corrective action where necessary
4.43 Prepare reports that clearly indicates the level of performance achieved and any action taken to adjust or rectify procedures in meeting service and product delivery standards


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Interprets textual information including legislation and organisational policy, to plan, implement and review resource requirements
Analyses organisational information to assess resource usage practices

	Writing
	Develops organisational texts including proposals, reports and plans according to organisational requirements

	Oral communication
	Participates in spoken exchanges with stakeholders using structure and language appropriate to context and audience

	Numeracy
	Selects and uses familiar mathematical techniques to determine costs and benefits associated with strategic resource decisions
Defines timeframes according to schedule requirements
Selects and uses familiar mathematical techniques to organise timely supply of required resources as well as identify budgetary information and monitor performance

	Enterprise and initiative Navigate the world of work
	Takes a lead role inContribute to the development of organisational policies and procedures
Adheres to legal requirements and organisational policies and procedures

	TeamworkInteract with others
	Collaborates and negotiates with others to achieve required outcomes

	Planning and organising Get the work done 
	Accepts responsibility for planning and sequencing complex tasks to achieve organisational requirements
Develops plans and systems to manage resource allocation
Systematically gathers and analyses all relevant information, evaluates options and conducts reviews to inform recommendations about resource usage improvements



[bookmark: O_645451]Range of Conditions
	This section specifies different work environments and conditions that may affect performance. Essential operating conditions that may be present (depending on the work situation, needs of the candidate, accessibility of the item, and local industry and regional contexts) are included.Risk management must consider:
	potential changes in government priorities
other risks.


Unit Mapping Information
Supersedes and is equivalent to BSBMGT622 Manage resources.
Supersedes but is not equivalent to:
BSBADM506 Manage business document design and development
BSBCUE406 Run a multicentre
BSBCUE502 Establish a multicentre
BSBCUE607 Manage customer engagement centre staffing
BSBCUE608 Manage customer engagement operational costs.
[bookmark: O_645459]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10

[bookmark: _Toc24291693]Assessment Requirements for BSBOPS501 Manage business resourcesMGT622 Manage resources
[bookmark: O_645454][bookmark: O_645455]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
consult with relevant stakeholders and analyse information to determine the nature and level of resources required to achieve business objectives
plan for, acquire and allocate the resources, incorporating strategies to maximise efficiency and manage risk
develop and implement systems to:
incorporate efficient use of resources into work practices
monitor resource use against budgets and business objectives
prepare a report that clearly indicates the level of performance achieved and any adjustments needed to achieve service and product delivery standards.
[bookmark: O_645456]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
legislative and regulatory context of the organisation in relation to managing resources
contents of resource plans including:
acquisition and allocation of resources
timelines and the relationship to business strategies
contingency plans and processes 
financial management and budgetary processes in the organisation in relation to resource acquisition
typical risks associated with managing business resources and possible risk management strategies
procedures for risk management, including requirements for the consideration of potential changes in government priorities
key elements and sources of information needed in a system to monitor usage for:
physical resources
human resources.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
relevant legislation, regulations, standards and codes
workplace documentation and resources.
case studies and, where possible, real situations
interaction with others.


Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_645460]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291694]BSBOPS502MGT517 Manage business operational plans
[bookmark: O_644345][bookmark: O_644346]Application
This unit describes the skills and knowledge required to develop and monitor the implementation of the operational plans to provide support efficient and effective workplace practices within the  and organisational’s productivity and profitability plans. 
Management at a strategic level requires systems and procedures to be developed and implemented to facilitate the organisation’s operational plan.
The unit applies to individuals who manage the work of others and operate within the parameters of a broader strategic and/or business plans.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_644349]Unit Sector
Business Competence – Business Operations
[bookmark: O_644350]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish Develop operational plan
	1.1 Research, analyse and document resource requirements and develop an operational plan in consultation with relevant personnel, colleagues and specialist resource managers
1.2 Develop operational plan in consultation with, and with approval from, relevant stakeholders Develop and/or implement consultation processes as an integral part of the operational planning process	Comment by Author: Included in KE
1.3 Develop and implement contingencies for operational plan Ensure operational plan includes key performance indicators to measure organisational performance	Comment by Author: Included in the KE. “Ensure” difficult to assess
1.4 Explain plan to relevant work teams Develop and implement contingency plans for operational plan
1.5 Ensure development and presentation of proposals for resource requirements is supported by a variety of information sources and seek specialist advice as required
1.6 Obtain approval for plan from relevant parties and explain plan to relevant work teams

	2. Plan and mManage resource acquisition
	2.1 Develop and implement strategies to ensureConfirm that employees are recruited and/or inducted within according to the organisation’s human resources management policies, practices and procedures
2.2 Develop and implement strategies to ensure that physical resources and services are acquired according to the organisation’s policies, practices and procedures	Comment by Author: Included in the KE
2.32 Evaluate and confirm that physical resources and services are acquired according to the organisation’s policies, practices and procedures Recognise and incorporate requirements for intellectual property rights and responsibilities in recruitment and acquisition of resources and services	Comment by Author: “Recognise”- internal state 
2.3 Identify and incorporate requirements for intellectual property rights and responsibilities in recruitment and acquisition of resources and services

	3. Monitor and review operational performance
	3.1 Assess Develop, monitor and review performance systems and processes to assess progress of operational plan in achieving profit and productivity plans and targets	Comment by Author: Several PCs in one
3.2 Identify areas of under-performance, recommend solutions and take prompt action to rectify the situationAnalyse and interpret budget and actual financial information to monitor and review profit and productivity performance	Comment by Author: This is included in the KE
3.3 Plan and implement systems and confirm that mentoring and coaching are provided to support individuals and teams to effectively, economically and safely use resources Identify areas of under-performance, recommend solutions and take prompt action to rectify the situation
3.4 Negotiate recommendations for variations to operational plans and gain approval from designated persons Plan and implement systems to ensure that mentoring and coaching are provided to support individuals and teams to effectively, economically and safely use resources
3.5 Negotiate recommendations for variations to operational plans and gain approval from designated persons/groups
3.6 Develop and implement systems to ensure that procedures and records associated with documenting performance are managed according to organisational requirements


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Identifies and extracts relevant information from a range of complex texts
Gathers, interprets and analyses workplace documentation to determine requirements for the operational plan

	Writing
	Develops and documents a range of detailed texts relating to the management of an operational plan according to organisational requirements
Ensures the vocabulary, grammatical structures and conventions are appropriate for the context and target audience

	Oral communication
	Presents information to a range of audiences using appropriate register, vocabulary and paralinguistic features
Listens and comprehends information from a variety of spoken exchanges with clients, co-workers and other stakeholders
Confirms understanding through questioning and active listening

	Numeracy
	Selects and uses mathematical problem-solving strategies to organise resource requirements, performance benchmarks and financial viability of the operational plan

	Enterprise and initiative Navigate the world of work
	Monitors adherence to organisational policies, procedures and considers own role in terms of its contribution to broader goals of the work environment
Appreciates the implications of legal responsibilities with specific reference to health and safety

	TeamworkInteract with others
	Identifies and uses appropriate conventions and protocols when communicating with colleagues and external stakeholders
Collaborates with others to achieve joint outcomes, playing an active role in facilitating effective group interaction, influencing direction and taking a leadership role on occasion

	Planning and organising Get the work done
	Takes responsibility for developing and implementing systems and processes to achieve organisational objectives, seeking advice, feedback and support as required to assist in the development and planning phase
Sequences and schedules complex activities, monitors implementation, and manages relevant communication
Uses systematic analytical processes to aid decision making, identify potential problems and generate contingency plans or solutions

	Problem solving 
	Uses systematic analytical processes to aid decision making, identify potential problems and generate contingency plans or solutions


Unit Mapping Information
Supersedes and is equivalent to BSBMGT517 Manage operational plan.
[bookmark: O_644360]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291695]Assessment Requirements for BSBOPS502 Manage business operational plansMGT517 Manage operational plan
[bookmark: O_644355][bookmark: O_644356]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
develop and implement an an operational plan using a variety of information sources and consultation (, including using specialist advice if required, ) which includesincluding:
resource requirements
key performance indicators
monitoring processes
contingency plans
communicate effectively with relevant stakeholders to to explain the plan and supporting information, seek approvals, negotiate variations and engage work teams
develop and implement strategies to achieve the operational plan within the organisation’s policies, practices and procedures, including:
recruiting, inducting and developing personnel
acquiring physical resources and services
protecting intellectual property
making variations to the plan
monitoring and documenting performance.
[bookmark: O_644357]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
stakeholders involved in development and management of operations plan including escalation points, colleagues and specialist resource managers
key information sources for proposal development and presentation including resource requirement specialists 
content of operational plans, including:
consultation processes 
procurement processes 
employee recruitment and induction strategies
physical resource and service acquisition strategies 
key indicators of organisational performance 
budget and actual financial information for profit and productivity performance 
models and methods for operational plans and contingency plans 
role of an operational plan in achieving an organisation’s objectives
procedures and records associated with documenting performance 
budgeting processes	Comment by Author: What’s the knowledge being sought?
alternative approaches to developing key performance indicators to meet business objectives
legislative and regulatory framework context relevant to the relating to the development and implementation of operational plan of the organisation, including: 
fair trading laws
work health and safety 
organisational policies, practices and procedures that directly relate to the operational plan.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
relevant legislation and regulations relevant to operational plans
workplace documentation and resources relevant to performance evidence
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_644361]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291696]BSBOPSADM5034 Develop Plan and implement administrative systems
[bookmark: O_701731][bookmark: O_701732]Application
This unit describes the skills and knowledge required to plan for or review the requirements of effective administrative systems and procedures for implementing, monitoring and reviewing the system.
The unit applies to individuals employed in a range of work environments in senior administrative roles.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_701735]Unit Sector
Business Competence – Business Operations
[bookmark: O_701736]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Plan for the new or modified administrative system
	1.1 Identify requirements offor update to , or modifications to, the administrative system through consultation with system users and other stakeholders according to organisational and budgetary requirements
1.2 Consult with stakeholders and verify identified requirements and modifications 
Obtain quotations from suppliers/developers for the identified requirements or modifications to be made to the system according to organisational policy and procedures
1.3 Obtain quotations from suppliers or developers to address system requirements according to organisational policy and procedures
1.4 Select supplier or developer according to organisational policyies and procedures

	2. Implement new or modified administrative system
	2.1 Identify and develop implementation strategies in consultation with staff
2.2 Implement system according to organisational and legislative requirements Encourage staff to participate in all stages of the implementation process	Comment by Author: Now included in PC 
2.3 Support staff and provide training on the use of the system Implement system according to organisational and legislative requirements
2.4 Manage contingencies and support minimal impact on users Define and communicate procedures for using the system to staff	Comment by Author: Included in the KE
2.5 Provide training and support for staff on the use of the new or modified system
2.6 Deal with contingencies to ensure minimal impact on users 

	3. Monitor administrative system
	3.1 Monitor system for usage, security and output according to organisational requirements
3.2 Modify system to meet changing needs according to organisational requirements
3.3 Clearly iIdentify further modifications and notify users
3.4 Monitor staff training needs and train new staff on administrative system 


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Learning
	Actively reinforces own knowledge and skills by training or mentoring others

	Reading
	Extracts, analyses and evaluates information from complex texts, including organisational policies and procedures

	Writing
	Gathers and utilises information and ideas from a range of sources to create texts to meet organisational requirements
Creates instructional texts using grammatical structures and vocabulary appropriate to audience and context

	Oral communication
	Participates in verbal exchanges using appropriate style, tone and vocabulary for audience, context and purpose
Uses listening and questioning techniques to elicit key information and confirm understanding
Presents complex information adjusting presentation style and vocabulary to suit the audience

	Numeracy
	Recognises and interprets numerical information related to budgets

	Enterprise and initiative Navigate the world of work
	Develops systems to meet organisational and legislative requirements
Anticipates potential problems and implements contingency plans as soon as warning signs are recognised

	TeamworkInteract with others
	Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role
Collaborates with others to achieve joint outcomes, providing guidance to others , where necessary

	Planning and organising Get the work done
	Applies formal processes when planning complex tasks, producing plans with logically sequenced steps, reflecting an awareness of time constraints
Monitors progress of plans and changes them to meet new demands or priorities
Systematically gathers and analyses all relevant information and evaluates options to make informed decisions
Anticipates potential problems and implements contingency plans as soon as warning signs are recognised
Uses and investigates new digital technologies and applications to manage and manipulate data
Demonstrates awareness of the importance of data security in a digital environment

	Technology 
	Uses and investigates new digital technologies and applications to manage and manipulate data
Demonstrates awareness of the importance of data security in a digital environment


Unit Mapping Information
Supersedes and is equivalent to BSBADM504 Plan and implement administrative systems.
[bookmark: O_701746]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291697]Assessment Requirements for BSBOPS503 ADM504 Plan and implementDevelop administrative systems
[bookmark: O_701741][bookmark: O_701742]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
work with relevant personnel and stakeholders to identify administrative system improvements
document necessary requirements or modifications
provide training and support for staff to use the new or modified system
monitor the new system and identify future improvements and staff training needs.
[bookmark: O_701743]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
legislative and organisational policies and procedures for reviewing administrative systems
stakeholders involved in organisational administrative systems including system users
training procedures for communicating new system information to staff.
[bookmark: O_701744]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
organisational policy and procedure manuals relevant to performance evidence
reference materials
appropriate equipment.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_701747]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc13642651][bookmark: _Toc24291698]BSBOPS504RSK501 Manage business risk
[bookmark: O_645764][bookmark: O_645765]Application
This unit describes skills and knowledge required to manage business risks in a range of contexts across an organisation or for a specific business unit or area in any industry setting.
The unit applies to individuals who are working in positions of authority and who are approved to implement change across the organisation, business unit, program or project area. They may or may not have responsibility for directly supervising others.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_645768]Unit Sector
Business Competence – Business Operations
[bookmark: O_645769]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish risk context
	1.1 Evaluate organisational processes, procedures and requirements and determine scope for risk management process Review organisational processes, procedures and requirements for undertaking risk management according to current risk management standards
1.2 Review strengths and weaknesses of existing arrangements 
Determine scope for risk management process	Comment by Author: Now in PC 1.1 
1.3 Document critical success factors, goals and objectives for area included in scope Identify internal and external stakeholders and their issues	Comment by Author: Included in the KE. Identification of stakeholders also added to PC 1.4
1.4 Identify and communicate with stakeholders about the risk management process and invite participation Review political, economic, social, legal, technological and policy context	Comment by Author: Included in KE 
1.5 Review strengths and weaknesses of existing arrangements
1.6 Document critical success factors, goals or objectives for area included in scope
1.7 Obtain support for risk management activities
1.8 Communicate with relevant parties about the risk management process and invite participation

	2. Identify risks
	2.1 Invite relevant stakeholdersparties to assist in the identification of risks
2.2 Research risks that may apply to scope
2.3 Use tools and techniques to generate a listDocument of risks that apply to the scope,, in consultation with relevant parties	Comment by Author: Included in KE 

	3. Analyse risks
	3.1 Assess likelihood of risks occurring
3.2 Assess impact or consequence if risks occur
3.3 Evaluate and prioritise risks for treatment

	4. Select and implement treatments
	4.1 Determine and select most appropriate from options for treating risks
4.2 Develop an action plan for implementing risk treatment
4.3 Communicate risk management processes to relevant parties
4.4  Implement and monitor action plan Ensure all documentation is in order and appropriately stored	Comment by Author: Included in the KE 
4.5 Evaluate risk management processImplement and monitor action plan
4.6 Evaluate risk management process


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	SynthesisesComprehends a variety of relatively complex texts	Comment by Author: “comprehends” is an internal state
Gathers, interprets and analyses textual information from a range of sources to identify relevant information 

	Writing
	Develops textual material and organises content in a manner that effectively documents risk management analysis and assessment priorities and processes

	Oral communication
	Participates in interactions with stakeholders using questioning and listening to elicit opinions, and to confirm and clarify understanding

	Numeracy
	Uses numerical tools to assess risk and uses numerical data to review plans

	Navigate the world of work
	Refers to organisational processes, procedures and requirements when making decisions about risk management

	TeamworkInteract with others 
	Selects Establishes and uses appropriate conventions and protocols when communicating with stakeholders about risk management
Consults and negotiates with stakeholders about risk management processes and outcomes

	Planning and organising Get the work done
	Sequences and schedules a range of routine and complex activities, monitors implementation, evaluates processes and manages relevant communication
Systematically analyses information to decide on appropriate risk management treatments
Uses digital technologies and systems to access information, document plans and communicate with others

	Technology
	Uses digital technologies and systems to access information, document plans and communicate with others


Unit Mapping Information
Supersedes and is equivalent to BSBRSK501 Manage risk.
[bookmark: O_645779]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc13642652][bookmark: _Toc24291699]Assessment Requirements for BSBOPS504RSK501 Manage business risk
[bookmark: O_645774][bookmark: O_645775]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
Lead a risk management process for an organisation or work area.

In the course of the above, the candidate must:
analyse information from a range of sources to identify the scope and context of the risk management process, including:
stakeholder analysis
political, economic, social, legal, technological and policy context
current arrangements
objectives and critical success factors for the area included in scope
risks that may apply to scope
consult and communicate with relevant stakeholders to identify and assess risks, determine appropriate risk treatment actions and priorities and explain the risk management processes
develop and implement an action plan to treat risks
monitor and evaluate the action plan and risk management process
maintain documentation.
[bookmark: O_645776]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
organisational policies, procedures and processes for risk management, including document storage

purpose and key elements of current risk management standards

political, economic, social, legal, technological and policy context relevant to own role
tools and techniques to identify risks that apply to the scope risk management processes 
legislative and regulatory context of the organisation in relation to risk management
organisational policies, procedures and processes for risk management.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
relevant legislation, regulations, standards and codes relating to risk management 
relevant workplace documentation and resources relating to risk management.
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_645780]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10



[bookmark: _Toc12635524][bookmark: _Toc24291700]BSBOPS505CUS501 Manage organisational quality customer service
[bookmark: O_839249][bookmark: O_839248]Application
This unit describes the skills and knowledge required to develop strategies to manage organisational systems that ensure products and services are delivered and maintained to standards agreed by the organisation.
The unit applies to individuals who supervise the provision of quality customer service provided by others within an organisation’s procedures framework by others. At this level, individuals must exercise considerable discretion and judgement, using a range of problem solving and decision making strategies.	Comment by Author: Re-phrased for clarity
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_839247]Unit Sector
Business Competence – Business Operations
[bookmark: O_839246]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish Plan to meet internal and external customer requirements
	1.1  Consult with customers to identify customer service requirements Investigate, identify, assess, and include the needs of customers in planning processes
1.2 Integrate customer feedback into organisation’s business plan Ensure plans achieve the quality, time and cost specifications agreed with customers 
1.3 Identify and procure resources required to address customer service requirements 

	2. Deliver Ensure delivery of quality products and services
	2.1 Deliver products and services according to customer specifications within organisation’s business plan
2.2 Monitor team performance to consistently meetand assess against the organisation’s quality and delivery standards
2.3 Help Support colleagues to overcome difficulties in meeting customer service standards 

	3. Monitor, adjust and reviewEvaluate customer service
	3.1 Develop and use strategies to for monitoring progress in achievingagainst product and/or service targets and standards
3.2 Develop and use strategies to for obtaining customer feedback on to improve the provision of products or and services	Comment by Author: Justification statement 
3.3 Develop, procure and use resources effectively to provide quality products and services to customers
3.34 Make decisions to overcome problems and to aAdapt customer services, products and service delivery of customer products and services in consultation with appropriate inrelevant individuals and groups
3.45 Manage records, reports and recommendations within the organisation’s systems and processes 


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Interprets and analyses textual information from a variety of sources and applies the knowledge that has been gained to evaluate standards for organisation’s products and services

	Writing
	Produces a range of text types to convey information, requirements or recommendations matching style of writing to purpose and audience 

	Oral communication
	Clearly articulates systems and standards in a team environment using language suitable to diverse audiences
Uses listening and questioning techniques to obtain feedback and confirm understanding

	Numeracy
	Interprets and comprehends mathematical information in organisation’s business and customer service plans.

	Planning and organising Navigate the world of work
	Recognises and applies organisational protocols and meets expectations associated with own work

	TeamworkInteract with others
	Identifies and uses appropriate conventions and protocols when communicating with colleagues and customers
Collaborates with others, taking into account their strengths and experience, to achieve desired outcomes
Provides support in field of expertise to team

	Enterprise and initiative Get the work done
	Develops and implements plans using logical processes and monitors and evaluates progress against stated goals
Accepts responsibility for addressing complex or non-routine difficulties, applying problem solving processes in determining a solution.
Uses digital technology to access, organise and present information in a format that meets requirements

	Problem solving
	Accepts responsibility for addressing complex or non-routine difficulties, applying problem solving processes in determining a solution

	Technology
	Uses digital technology to access, organise and present information in a format that meets requirements


Unit Mapping Information
Supersedes and is equivalent to BSBCUS501 Manage quality customer service.
Supersedes but is not equivalent to:
BSBCUE601 Optimise customer engagement operations
BSBCUE504 Integrate customer engagement within the organisation
BSBCUE602 Manage customer engagement information
BSBCUE603 Design and launch new customer engagement facilities
BSBSLS501 Develop a sales plan.
[bookmark: O_839250]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc12635525][bookmark: _Toc24291701]Assessment Requirements for BSBOPS505CUS501 Manage organisational quality customer service
[bookmark: O_839242][bookmark: O_839241]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
develop and manage organisational systems for quality customer service
develop and review plans, policies and procedures for delivering and monitoring quality customer service
implement quality customer service ppolicies and procedures to ensure quality customer service
resolve at least two complex customer complaints and 
identify and resolve ssystem problems that leadrelating to poor customer service
monitor and assist teams to meet customer service requirements
develop, procure and use human and physical resources to support quality customer service delivery.
[bookmark: O_839240]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
legislative and regulatory frameworks governing context of the organisation relevant to customer service
elements of effective customer service including quality, time and cost
organisational policiesy and procedures for customer service, including handling customer complaints
relevant service standards and best practice models
key principles of public relations and product promotion
common techniques for dealing with customers, including customers with specific needs
techniques for solving complaints
, including the principles and techniques involved in managing and organising:
customer behaviour
specific customer needs
customer needs research
customer relations
ongoing product and/or service quality
problem identification and resolution
quality customer service delivery
record keeping and management methods
strategies for monitoring, managing and introducing ways to improve customer service relationships
strategies to obtain customer feedback.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to:
legislation, regulations and codes of practice related to customer service
business technology
workplace documentation and resources relevant to performance evidence
complex customer complaints.

case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_839251]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291702]BSBOPS601MGT617 Develop and implement a business plans
[bookmark: O_644882][bookmark: O_644883]Application
This unit describes the skills and knowledge required to run lead a business operation and covers the steps required to develop and implement a business plans.
The unit applies to individuals who are running an organisation or who take a senior role in determining the effective functioning and success of the organisation. These individuals As such, they may oversee the work of a number of teams and other managers.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_644886]Unit Sector
Business Competence – Business Operations
[bookmark: O_644887]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Establish Develop business plan
	1.1 Identify organisational and legislative frameworks relevant to development of a business plan Review and evaluate pre‑existing strategic, business and operational plan, if available	Comment by Author: Addressed in the KE
1.2 Review market requirements for the organisation’s products and services Analyse and interpret business vision, mission, values and objectives
1.3 Develop performance objectives and measures for organisation, in consultation with key stakeholdersConsult with key stakeholders
1.4 Identify financial, human and physical resource requirements for the business Review market requirements for the product or service, profile customer needs and research pricing options	Comment by Author: New PC 1.2
1.5 Develop business plan Develop performance objectives and measures through consultation with key stakeholders	Comment by Author: New PC 1.3
1.6 Identify financial, human and physical resource requirements for the business
1.7 Consider any permits or licences that may be required for new activity
1.8 Write business plan

	2. Implement and review business plan Monitor performance
	2.1 Communicate business plan to all relevant parties stakeholdersand ensure understanding of performance requirements and timeframes
2.2 Confirm Ensure skilled labour is available tois available to implement plan
2.3 Test performance measurement systems and refine, if necessarywhere required
2.4 Prepare Ensure timely reports on all key aspects of the business are available, user‑friendly and balanced in terms of financial and non‑financial performance
2.5 Report system failures, product failures and variances to the business plan as they occur

	3. Respond to performance data
	3.1 Analyse performance reports against planned objectives
3.2 Review performance indicators and refine if necessarywhere required
3.3 Identify and coach under-performing staff Ensure groups and individuals contributing to under‑performance are coached, and provide training where appropriate
3.4 Verify that business plan contains regular Rreview system processesses and work methods regularly as part of continuous improvement


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Gathers, interprets and analyses textual information when developing the business plan and monitoring operational performance
Utilises understanding of distinguishing structures and features of a range of text as well as recognising and reflecting on context, purpose and audience

	Writing
	Communicates relationships between ideas and information, matching style of writing to purpose and audience
Researches, plans and prepares business plan for relevant stakeholders

	Oral communication
	Presents information and seeks advice using language and features appropriate to audience
Participates in discussions using listening and questioning to elicit the views of others and to clarify or confirm understanding

	Numeracy
	Extracts and evaluates mathematical information to review the market, research competitors and review pricing structures

	Enterprise and initiative Navigate the world of work
	Takes full responsibility for identifying and complying with legislative requirements applicable to self and the organisation

	TeamworkInteract with others
	Selects and uses appropriate conventions and protocols when communicating with internal and external stakeholders to seek or share information
Collaborates with others to achieve joint outcomes, playing an active role in facilitating effective group interaction, influencing direction and taking a leadership role
Provides support in field of expertise to colleagues, as required

	Planning and organisingGet the work done
	Sequences and schedules complex activities, monitors implementation and manages relevant communication
Systematically gathers and analyses all relevant information and evaluates options in order to monitor performance and identify opportunities for improvement


Unit Mapping Information
Supersedes and is equivalent to BSBMGT617 Develop and implement a business plan.
Supersedes but is not equivalent to:
BSBCUE604 Develop and maintain a service level strategy
BSBCUE606 Forecast and plan using customer engagement traffic information analysis
BSBMGT618 Develop an engagement centre business plan.
[bookmark: O_644897]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291703]Assessment Requirements for BSBOPS601 Develop and implement business plans MGT617 Develop and implement a business plan
[bookmark: O_644892][bookmark: O_644893]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
analyse and research business vision, mission, values, objectives, goals, competitors, financial targets, management arrangements, marketing approaches and strategic, business and operational plans
write a a business plan, including which includes: 
 a description of the business
, products and services
, financial, physical and human resource requirements
, permit and licence requirements
, marketing activity
, financial indicators
, productivity and performance targets for key result areas
implement a business plan including ensuring skilled labour is available, and that training is provided where appropriate
monitor and respond to business performance including evaluation of performance against key results indicators,  including:
 profit and loss
, community awareness orand branding
, environmental impact
, governance
, quality
, sales
, triple bottom line
 and the workforce
consult, communicate with and report to key stakeholders including business partners, financiers, customers, staff and technical advisers
provide an analysis of the strengths and weaknesses of a business plan.
[bookmark: O_644894]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
organisational and legislative frameworks required for the development of business plans, including:
pre‑existing strategic, business and operational plans
business vision, mission, values and objectives
permits or licences that may be required for new activity
processes for developing business plans
customer needs and research pricing options
performance objectives and measures, including key performance indicators
key stakeholdersstakeholders involved in the development of business plans.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
appropriate documentation and resources normally used in the workplace
strategic, business and operational plans
business information and data relevant to performance evidence.
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_644898]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291704]BSBOPS602MGT623 Monitor corporate governance activities
[bookmark: O_645463][bookmark: O_645464]Application
This unit describes the skills and knowledge required to develop and implement procedures to ensure the organisation meets its corporate governance obligations. It covers researching corporate governance trends, standards and practices, and , establishing processes to promote compliance. It also includes , reviewing compliance and taking corrective action on non-compliances.
The unit applies to those who individuals in any sector or type of organisation  are with responsibilresponsibleity for monitoring and managing compliance to corporate governance requirements.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_645467]Unit Sector
Business Competence – Business Operations
[bookmark: O_645468]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Plan Establish corporate governance activities standards and practices
	1.1 Identify corporate governance requirements, standards and practices according to organisational requirements 
1.2 Develop processes for monitoring performance of organisation’s corporate governance activities Monitor the application of, and adherence to, professional and legal standards to identify emerging trends and interpretations of statutory and other regulatory requirements	Comment by Author: New PC 2.2	Comment by Author: Justification statement 
1.32 Research governance audit reports and practices and identify  to assess methodologies and recommendations for implementation

	2. Identify corporate governance reporting trends
	2.1 Analyse organisational practices to identify corporate governance obligations and performance
2.2 Review queries from statutory and other regulatory authorities for corporate governance failure to identify the need for changes to internal control procedures
2.3 Analyse the organisation’s governance reports, returns and review processes to identify to identify whether they meet current requirements

	23. Monitor Determine performance of corporate governance activities processes for corporate governance adherence
	32.1 Analyse the organisation’s governance reports, returns and review processes Analyse internal control procedures to determine corporate governance compliance performance indicators	Comment by Author: Now PC 1.2
3.2 Evaluate whether information technology systems meet corporate governance obligations for recording data from operations and transactions	Comment by Author: Included in the KE as organisational area to assess for compliance 
23.3 Establish Develop and update management processes to supportfor corporate governance
23.34 Establish reporting plans to ensure theand confirm organisation meets compliance and reporting deadlines

	34. Review corporate governance activities compliance
	34.1 Evaluate organisational adherence to requirements standards and practices
3.2 Monitor compliance performance indicators
4.2 Monitor compliance preparation processes for compliance
34.33 Analyse Identify non-compliances andto identify cause/s, and implement and implement corrective actions where required 


Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Description

	Reading
	Sources and researches textual information in the context of organisational strategy and compliance requirements to support plans, monitoring and reporting

	Writing 
	Develops complex texts using specialised and detailed language to convey information, requirements and recommendations according to legal and organisational requirements

	Enterprise and initiative Navigate the world of work
	Leads in the development of organisational policies, procedures to support adherence to legal and statutory requirements
Considers own role in terms of its contribution to broader goals of the organisation

	Planning and organising Get the work done 
	Takes responsibility for developing and implementing systems and processes to achieve organisational objectives, seeking advice and feedback as required
Monitors and evaluates performance against agreed benchmarks to ensure compliance with governance, statutory and legal requirements

	Self-management 
	Acknowledges own role in terms of its contribution to broader goals of the organisation


Unit Mapping Information
No equivalent unit. Supersedes but is not equivalent to:
BSBGOV506 Manage advocacy for your organisation
BSBGOV507 Manage board or committee and organisational conflict
BSBMGT623 Monitor corporate governance activities.
[bookmark: O_645478]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24291705]Assessment Requirements for BSBOPS602 Monitor corporate governance activities MGT623 Monitor corporate governance activities
[bookmark: O_645473][bookmark: O_645474]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
develop, implement, monitor and review corporate governance.

In the course of the above, the candidate must:
access and interpret legislation and regulations to identify corporate governance compliance requirements
research and analyse information to identify trends in corporate governance practices and reporting
establish and implement processes for corporate governance adherence, including determining corporate governance indicators and establishing a reporting plan
meet statutory reporting requirements
monitor compliance and analyse the causes of non-compliances including analysing governance reports, returns, review processes and the information technology system
identify and implement corrective actions.
[bookmark: O_645475]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
legislation, regulations and statutory requirements and standards that relate to corporate governance obligations for the organisation, including at least those covering:
finances and taxation
industrial relations, equal opportunity, employment records and superannuation
intellectual property
corporate entities
competition, ethical practice and consumer rights
work health and safety
information technology systems and data recording
emerging trends and interpretations of statutory and other regulatory requirements
principles of internal control, including statutory requirements
statutory reporting requirements
principles of valuation and apply common methods of depreciation.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry.
This includes access to: 
relevant legislation, regulations, standards and codes relevant to corporate governance
workplace documentation and resources relevant to performance evidence, including governance reports and returns.
business information technology systems
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_645479]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10

