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[bookmark: _Toc43937612][bookmark: O_796533]AURSCA111 Conduct online transactions in an automotive workplace
[bookmark: O_796534][bookmark: _Toc32227217]Application
This unit describes the skills and knowledge required to conduct online transactions when selling 
a range of automotive products and services. It also includes dispatching goods and checking processed online transactions.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796536][bookmark: O_796537][bookmark: _Toc32227218]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796538][bookmark: _Toc32227219]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Perform online transactions
	1.1	Confirm workplace requirements for online sale of automotive products and services
1.2	Secure online personal authentication information according to workplace requirements
1.3	Determine required online functions and processes to supply required automotive products and services 
1.4	Report technical difficulties in accessing and using online facilities to online service provider

	2.	Administer online transactions
	2.1	Complete online transaction and dispatch purchased automotive product or service according to terms of online transaction
2.2	Complete records of transactions and maintain according to workplace procedures 
2.3	Compare workplace records with online records, and report irregularities according to workplace procedures

	3.	Review effectiveness of online transactions
	3.1	Review automotive products and services rendered to determine quality and timeliness of delivery in relation to advertised profile and content
3.2	Analyse customer feedback against online transaction history to determine customer satisfaction
3.3	Report any issues with service provider to supervisor according to workplace procedures



[bookmark: O_796539][bookmark: _Toc32227220]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	locates required sources of information efficiently

	Numeracy 
	uses mathematical operations, including addition, subtraction, multiplication and division, to calculate quantities and prices

	Oral communication 
	articulates requirements clearly using listening and questioning techniques to clarify and confirm understanding
delivers specific and factual information appropriate to audience and environment

	Reading 
	interprets key information in sales documentation and work instructions to determine required sales action

	Writing 
	uses specific and relevant language when communicating required information
enters information into sales orders, workplace forms and databases legibly

	Self-management 
	estimates and calculates timeframes for organising delivery and follow-up services

	Technology
	uses a range of online applications to access, filter and extract information and process online transactions



[bookmark: O_796540][bookmark: O_796541][bookmark: _Toc32227221]Unit Mapping Information
Supersedes and is equivalent to AURSCA011 Conduct online transactions in an automotive workplace.
[bookmark: O_796548][bookmark: _Toc32227222]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227223][bookmark: _Toc41344284][bookmark: _Toc43937613]Assessment Requirements for AURSCA111 Conduct online transactions in an automotive workplace
[bookmark: O_796543]
[bookmark: O_796544][bookmark: _Toc32227224]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:
· sell different automotive products or services online to at least three different customers
· review the effectiveness of the above online transactions, confirming that quality of products and services delivered met customer expectations.

[bookmark: O_796545][bookmark: _Toc32227225]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
methods to locate and interpret information required to conduct online transactions in an automotive workplace, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to conduct online transactions in an automotive workplace, including: 
· establishing serviceability of tools and equipment
· documentation procedures
· housekeeping procedures, including:
examination of tools and equipment
storage of equipment
identification, tagging and isolation of faulty equipment
· key legal requirements relating to carrying out online transactions, including obligations under the Australian Consumer Law (ACL)
· factors to be considered when calculating final price, including:
· goods and services tax (GST)
· sales, discounts and promotions
· deposits and partial payments 
· types and key features of common electronic bill payment systems, including:
· biller direct
· bank aggregator
· procedures for carrying out online transactions, including:
· following bill payment system processes, including:
logging in
receiving orders
generating accounts
generating billing
· dispatching goods, including tracking goods and confirming delivery
· creating, maintaining and reconciling sales records
· procedures for reviewing bill payment system, including:
· assessing customer satisfaction 
· comparing costs of other providers.

[bookmark: O_796546][bookmark: _Toc32227226]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having carried out online transactions in an automotive sales and service workplace, e.g. sales invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following should be made available:
· automotive workplace procedures relating to sales
· automotive retail products and services for sale online
· online product or service information, including automotive online sales website
· three different online customers with commercially realistic purchasing requirements
· computer system with internet connection 
· stock databases and service delivery calendars.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.


[bookmark: O_796549][bookmark: _Toc32227227]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227229][bookmark: _Toc41344285][bookmark: _Toc43937614][bookmark: O_795602]AURACA101 Respond to customer needs and enquiries in an automotive workplace
[bookmark: O_795603][bookmark: _Toc32227230]Application
This unit describes the skills and knowledge required to identify customer needs and enquiries and provide effective information and advice when supplying automotive products and services.
It applies to those working in an automotive workplace.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_795605][bookmark: O_795606][bookmark: _Toc32227231]Unit Sector
Common Sales and Marketing
[bookmark: O_795607][bookmark: _Toc32227232]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Identify customer need or enquiry regarding product or service
	1.1	Greet customer according to workplace procedures and customer service standards
1.2	Identify and clarify customer requirement relating to specific product or service 
1.3	Provide referrals to personnel where customer need or enquiry is outside scope of own responsibility or authority in line with workplace procedures

	2.	Provide information and advice to customer
	2.1	Provide information that addresses customer need or enquiry in a timely, efficient and courteous manner to build a positive relationship and customer loyalty
2.2	Ask questions to confirm that information satisfies customer need or enquiry
2.3	Identify outstanding customer requirements and address promptly in a courteous and discreet manner, or refer to personnel in line with workplace procedures

	3.	Finalise customer contact
	3.1	Seek customer feedback about product or service and record as required according to workplace procedures
3.2	Complete follow-up action effectively according to workplace procedures and timeframes
3.3	Address customer complaints or dissatisfaction or escalate to personnel according to workplace procedures
3.4	Conclude interaction with customer in line with workplace procedures and customer service standards




[bookmark: O_795608][bookmark: _Toc32227233]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning
	· locates required sources of information efficiently

	Oral communication
	· speaks clearly to be understood, using required automotive workplace terms
· uses required visual gestures to assist customer understanding
· listens effectively, giving feedback to customer to confirm clear understanding

	Writing 
	· fills out workplace documentation legibly
· provides information or records customer requirements in relevant forms or documentation

	Planning and organising
	· sets and monitors timeframes or schedules relating to customer service

	Problem solving 
	· identifies own role and responsibilities in the workplace
· follows workplace procedures for responding to customer enquiries

	Technology 
	· operates telephone systems and other communication equipment
· operates computer systems 


[bookmark: O_795609]
[bookmark: O_795610][bookmark: _Toc32227234]Unit Mapping Information
Supersedes and is equivalent to AURACA001 Respond to customer needs and enquiries in an automotive workplace. 
[bookmark: O_795617][bookmark: _Toc32227235]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227236][bookmark: _Toc41344286][bookmark: _Toc43937615]Assessment Requirements for AURACA101 Respond to customer needs and enquiries in an automotive workplace
[bookmark: O_795612]
[bookmark: O_795613][bookmark: _Toc32227237]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 needs or enquiries of at least three different customers with different requirements, including at least one dissatisfied customer 
· provide advice or information on automotive products and services to the above three customers.

[bookmark: O_795614][bookmark: _Toc32227238]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
methods to locate and interpret information required to respond to customer needs and enquiries in an automotive workplace, including:
· information provided by customer and supervisors
workplace procedures required to respond to customer needs and enquiries in an automotive workplace, including: 
documentation procedures
· housekeeping procedures techniques for assisting customers, including:
· effective questioning, including open and closed
· active listening
· building rapport
· explaining clear options
· making recommendations
· finalising contact
· storage of personal information
· customer service standards and practices relevant to automotive workplaces, including:
· greeting and farewelling customers
· providing features and benefits of workplace product or service using clear, jargon-free language
· discussing alternative products or services where required
· recommending products or services suitable to customer requirements
· recording customer requirements and enquiries
· customer service delivery standards
· contact and follow-up procedures
· indicators of customer dissatisfaction, including verbal and non-verbal cues 
· techniques for resolving customer problems, including procedures for complaint escalation
· key legal requirements relating to customer rights as a consumer, and business obligations under Australian Consumer Law (ACL)
· procedures for making referrals relating to:
· customer dissatisfaction
· suppliers of other products and services
· key features and benefits of workplace-specific products and services 
· techniques for undertaking basic calculations to provide information to customers relating to quantities, timeframes, and delivery of automotive products and services.

[bookmark: O_795615][bookmark: _Toc32227239]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having responded to customer needs and enquiries, e.g. complaints register.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following must be made available:
· automotive workplace or simulated workplace 
· three different customers with different requirements, including one dissatisfied customer.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_795618][bookmark: _Toc32227240]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227242][bookmark: _Toc41344287][bookmark: _Toc43937616][bookmark: O_795621]AURACA102 Manage complex customer requirements in an automotive workplace
[bookmark: O_795622][bookmark: _Toc32227243]Application
This unit describes the skills and knowledge required to manage and assist customers with complex automotive industry product or service requirements. It involves confirming customer needs, suggesting options and providing costs, and determining a course of action for customers with complex requirements.
It applies to those in customer service sales and administrative roles in an automotive workplace.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_795624][bookmark: O_795625][bookmark: _Toc32227244]Unit Sector
Common Sales and Marketing
[bookmark: O_795626][bookmark: _Toc32227245]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Confirm customer requirements
	1.1	Use collaborative techniques, including active listening and questioning, to elicit, clarify and confirm customer requirements
1.2	Document customer requirements clearly and legibly according to workplace procedures and organisational legal requirements
1.3	Obtain customer acknowledgement and confirmation of the documented requirements

	2.	Advise customer of available options
	2.1	Generate viable options in response to customer needs and workplace legal requirements according to workplace procedures
2.2	Research further information as required to confirm or clarify options
2.3	Explain and discuss options with customer to assist informed decision making
2.4	Provide supporting information as required to assist customer understanding 
2.5	Communicate sales or service conditions verbally or through written correspondence according to workplace procedures

	3.	Agree action plan with customer
	3.1	Detail and document customer’s preferred option in action plan
3.2	Gain customer commitment to agreed action plan according to workplace procedures
3.3	Provide assistance in completing relevant documentation to customers as required
3.4	Seek customer feedback on services provided




[bookmark: O_795627][bookmark: _Toc32227246]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	· locates required sources of information efficiently
· uses customer feedback and experience to inform future options and customer dealings

	Numeracy 
	· uses mathematical operations, including addition, subtraction, multiplication, division, and percentages, to determine price and timeframes suitable to customer options

	Oral communication 
	· summarises and presents key information in presenting options to customers
· relates to people from diverse backgrounds using clear language and tone, and unambiguous terminology

	Reading 
	· interprets sales or service conditions relating to workplace products and services
· identifies and reviews information about product and service options that meet customer needs

	Planning and organising 
	· uses a planned approach to sequence and schedule customer requirements in the action plan

	Problem solving
	· develops solutions unique to a customer and their issue
· uses conflict resolution techniques to avoid escalation of issues

	Technology 
	· uses general office equipment 
· uses digital systems and tools 



[bookmark: O_795628][bookmark: O_795629][bookmark: _Toc32227247]Unit Mapping Information
Supersedes and is equivalent to AURACA002 Manage complex customer requirements in an automotive workplace. 
[bookmark: O_795636][bookmark: _Toc32227248]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227249][bookmark: _Toc41344288][bookmark: _Toc43937617][bookmark: O_795631]Assessment Requirements for AURACA102 Manage complex customer requirements in an automotive workplace
[bookmark: O_795632][bookmark: _Toc32227250]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 an action plan for at least three different customers with different complex requirements relating to automotive products or services, which must include:
· costing details 
· quotation.
[bookmark: O_795633][bookmark: _Toc32227251]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
· negotiation, communication and problem-solving techniques, including:
· active listening
· questioning techniques
· interpreting body language
· negotiating or closing a deal
· types of complex customer requirements relating to:
· cost requirements
· warranty requirements
· customised, bespoke, or unusual requirements
· special timeframes
· availability of parts or components
· requirements of special or important customers
· complex technical problems
· matters involving more than one solution or area of service
· needs of customers dissatisfied with previously provided product or service
· complex financial or insurance arrangements
· key legal requirements relating to customer rights as a consumer, and business obligations under Australian Consumer Law (ACL), including:
· anti‑discrimination
· equal opportunity
· privacy and confidentiality
· consumer protection and rights
· freedom of information
· industry codes of practice and ethical principles, including duty of care and consumer access to appeal processes
· parameters to consider in viable options for customer needs, including:
· benefits
· timeframes
· approximate costs
· requirements in a document action plan, including:
· agreed delivery timeframe
· agreed cost
· workplace policies and procedures relating to:
· customer service
· feedback and complaints handling
· quality requirements
· documentation and recording procedures
· digital security and record keeping
· detailed automotive product and service knowledge relevant to workplace, manufacturers or suppliers
methods to locate and interpret information required to manage complex customer requirements in an automotive workplace, including:
· information provided by customer
· manufacturer and supplier specifications and procedures or equivalent documentation
· internet and social media
· workplace procedures 
workplace procedures required to manage complex customer requirements in an automotive workplace, including: 
· documentation procedures
· housekeeping procedures.

[bookmark: O_795634][bookmark: _Toc32227252]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having managed complex customer issues in an automotive workplace, e.g. complaints register.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
automotive workplace or simulated workplace
workplace procedures relating to customer service
three different customers with different complex requirements
commercially realistic workplace with manufacturer and/or supplier product or service information 
computer hardware and software and general office equipment.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_795637][bookmark: _Toc32227253]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227255][bookmark: _Toc41344289][bookmark: _Toc43937618][bookmark: O_795640]AURACA103 Build customer relations in an automotive workplace
[bookmark: O_795641][bookmark: _Toc32227256]Application
This unit describes the skills and knowledge required to maintain a customer database, monitor existing customer service processes and operations, and identify opportunities to value add to customer experiences in an automotive workplace.
It applies to those working in the automotive vehicle or component sales and service environment.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_795643][bookmark: O_795644][bookmark: _Toc32227257]Unit Sector
Common Sales and Marketing
[bookmark: O_795645][bookmark: _Toc32227258]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Maintain customer database
	1.1	Upload information relating to new customers regularly to database according to workplace procedures
1.2	Update information relating to existing customers regularly to maintain relevance and currency of database
1.3	Access and analyse information relating to customers and their sales and service history 

	2.	Determine customer value-adding opportunities
	2.1	Monitor customer needs and value-adding opportunities regularly via information accessible on the company database and through informal channels
2.2	Assess current automotive products and services against customer needs
2.3	Document and report trends in customer service needs and value-adding opportunities to supervisor

	3.	Contribute to workplace business operations
	3.1	Review customer service operations with supervisor to check alignment with current customer service requirements
3.2	Make recommendations for changes to customer service operations following consultation with supervisor




[bookmark: O_795646][bookmark: _Toc32227259]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning
	· locates required sources of information efficiently

	Reading 
	· interprets textual and numerical information in automotive product and service documentation

	Writing 
	· structures customer service reports logically using required data and effective spelling and grammar

	Oral communication 
	· explains clearly customer needs and product and service information

	Numeracy 
	· interprets numerical information relating to percentages and trends over time in workplace databases, charts and documentation.

	Problem solving 
	· interprets information and recommends improvements to customer service

	Technology 
	· operates workplace business technology records customer feedback and profile in a logical sequence within workplace database



[bookmark: O_795647][bookmark: O_795648][bookmark: _Toc32227260]Unit Mapping Information
Supersedes and is equivalent to AURACA003 Build customer relations in an automotive workplace. 
[bookmark: O_795655][bookmark: _Toc32227261]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227262][bookmark: _Toc41344290][bookmark: _Toc43937619]Assessment Requirements for AURACA103 Build customer relations in an automotive workplace
[bookmark: O_795650]
[bookmark: O_795651][bookmark: _Toc32227263]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:
· update and maintain a customer database according to workplace procedures
· provide a report that shows evidence of monitoring and reviewing information relating to customer needs and value-adding opportunities
· provide evidence of conducting one of the following activities to address customer service standards and requirements:
· staff or team meeting
· staff or team training session
· staff or team information session 
· staff or team member feedback or review.

[bookmark: O_795652][bookmark: _Toc32227264]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
methods to locate and interpret information required to build customer relations in an automotive workplace, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to build customer relations in an automotive workplace, including: 
· documentation procedures
· procedures for using workplace databases, including:
· accessing database and entering data
· developing and maintaining customer profiles
· retrieving data
· analysing data, including basic statistical processes, including mean, median and mode
· presenting data, including tables and graphs
· customer service principles and practices relevant to automotive workplaces, including:
· recording customer requirements and enquiries
· contact and follow-up procedures
· feedback and complaints handling, including feedback surveys
· techniques for value adding to customer services, including creating positive consumer experiences through customer-centred approaches 
· procedures for comparing actual customer service operations against expected operations.

[bookmark: O_795653][bookmark: _Toc32227265]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to customer relationship building activities in an automotive workplace, e.g. customer feedback surveys.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources should be made available:
automotive workplace or simulated workplace 
office equipment, computer and database software
customer database containing customer information and data 
workplace procedures relating to customer service and use of database.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_795656][bookmark: _Toc32227266]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227268][bookmark: _Toc41344291][bookmark: _Toc43937620][bookmark: O_795963]AURAMA102 Communicate business information in an automotive workplace
[bookmark: O_795964][bookmark: _Toc32227269]Application
This unit describes skills and knowledge required to communicate business information effectively in verbal and written forms and through participating in meetings and presentations. It involves reaching agreement on work-related issues and formally communicating specific business information on a day-to-day basis using a range of communication devices and methods.
It applies to those working in the automotive service and repair industry. 
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_795966][bookmark: O_795967][bookmark: _Toc32227270]Unit Sector
Common Management, Leadership and Supervision
[bookmark: O_795968][bookmark: _Toc32227271]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Communicate information verbally
	1.1	Determine purpose of verbal communication and choose communication style to suit audience requirements and purpose
1.2	Deliver information verbally using clear, succinct and unambiguous language and required industry terminology
1.3	Question listeners to verify that information provided has been received and understood as required
1.4	Provide clarification, rephrasing or additional explanations as required
1.5	Listen to verbal information received from others carefully, and clarify and confirm with the speaker as required

	2.	Communicate information in writing
	2.1	Determine purpose or objectives of written communication and choose communication style to suit audience and purpose 
2.2	Draft written text using required vocabulary, grammatical structures and conventions 
2.3	Structure text logically, format and present following workplace procedures
2.4	Check text to confirm that key messages are clear, succinct and unambiguous and meet intended purpose
2.5	Read written information received from others carefully and clarify information as required

	3.	Communicate in meeting
	3.1	Identify purpose of meeting and clarify as required
3.2	Attend meeting and make positive contribution to outcomes according to workplace meeting procedures and own level of responsibility
3.3	Carry out own responsibilities relating to meeting outcomes according to workplace meeting procedures

	4.	Present information to others
	4.1	Identify and clarify purpose for presenting information to others and features of the target audience
4.2	Plan information to be presented and organise logically
4.3	Identify and select resources needed to present information 
4.4	Check resources prior to presenting information to ensure that they are functioning properly
4.5	Conduct presentation as planned and provide required responses to audience questions and feedback
4.6	Review audience feedback on presentation to improve future practice

	5.	Discuss and resolve a workplace issue
	5.1	Analyse key factors and issues relating to a workplace issue 
5.2	Plan key discussion points and suitable approach to discussion 
5.3	Conduct discussion according to planned approach with solutions or outcomes acceptable to both parties negotiated and agreed
5.4	Carry out required follow-up action according to workplace procedures and further discussions with other parties conducted as required
5.5	Document solutions or outcomes according to workplace procedures


[bookmark: O_795969][bookmark: _Toc32227272]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning
	· locates required sources of information efficiently

	Numeracy 
	· interprets and conveys numerical information in verbal information and written texts

	Teamwork 
	· works with others and in a team by using collaborative communication techniques

	Planning and organising 
	· sequences and structures information to convey to others in a clear and logical manner

	Technology 
	· operates equipment and technology 
· uses digital systems and tools 



[bookmark: O_795970][bookmark: O_795971][bookmark: _Toc32227273]Unit Mapping Information
Supersedes and is equivalent to AURAMA002 Communicate business information in an automotive workplace.
[bookmark: O_795978][bookmark: _Toc32227274]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227275][bookmark: _Toc41344292][bookmark: _Toc43937621][bookmark: O_795973]Assessment Requirements for AURAMA102 Communicate business information in an automotive workplace
[bookmark: O_795974][bookmark: _Toc32227276]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:
· receive and respond to at least one piece of verbal communication relating to the automotive workplace that includes asking questions and providing responses
· receive and respond to at least one piece of written communication relating to the automotive workplace
· participate in at least one workplace meeting relating to the automotive workplace that includes asking questions and providing responses
· prepare and make at least one presentation of information relating to the automotive workplace 
· prepare for and participate in at least one discussion to resolve a workplace issue and document the outcomes.
[bookmark: O_795975][bookmark: _Toc32227277]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
methods to locate and interpret information to be communicated in an automotive workplace, including:
· information provided by customer and supervisor
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to communicate business information in an automotive workplace, including: 
· documentation procedures
· automotive industry technical terms and their application to an automotive workplace
· use of communication systems, including email, telephone, intercom and social media
· procedures for communicating verbally, including:
· active listening and questioning techniques
· creating clear, succinct and unambiguous language
· clarifying meaning
· choosing language to suit audience
· procedures for communicating in writing, including:
· accessing and interpreting key concepts of written material
· organising responses to address questions and according to communication medium
· creating draft documents, including structure and formatting
· editing documents
· procedures for participating in meetings, including:
· accessing and reviewing previous meeting minutes and agendas
· contributing to meeting outcomes
· determining own role in meeting outcomes
· procedures for presenting information, including:
· determining target audience
· determining presentation format, including choosing equipment and materials
· delivering a presentation
· procedures for negotiating between parties, including:
· determining key factors of issues
· planning discussions
· conducting discussions, including:
establishing rapport
acknowledging disagreements and the views of others
dealing constructively with differences
staying focused
making a strong case without overselling or becoming personal or aggressive
compromising to achieve realistic and achievable outcomes.

[bookmark: O_795976][bookmark: _Toc32227278]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having communicated business information in an automotive workplace, e.g. emails, meeting minutes, or presentation slides.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
· automotive repair workplace or simulated workplace
· commercially realistic range of internal and external customers with whom to communicate
· written communication from internal or external customers
· meetings to attend, including meeting agendas and previous minutes 
· equipment and materials appropriate for workplace presentations.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_795979][bookmark: _Toc32227279]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1
[bookmark: _Toc32227281]

[bookmark: _Toc41344293][bookmark: _Toc43937622]AURSBA102 Identify and match uncommon automotive parts
[bookmark: O_796324]
[bookmark: O_796325][bookmark: _Toc32227282]Application
This unit describes the skills and knowledge required to identify uncommon or unusual automotive components, parts and products to meet customer vehicle requirements. It involves matching these automotive parts or products to customer vehicle or equipment by cross-referencing manufacturer, model and other identifiable numbers using manuals, and computer-generated or online catalogue systems.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796327][bookmark: O_796328][bookmark: _Toc32227283]Unit Sector
Sales and Parts, Administration and Management Support and Logistics
[bookmark: O_796329][bookmark: _Toc32227284]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Determine required information relating to uncommon part
	1.1	Gather and document available information on required uncommon part and confirm with customer
1.2	Determine original host for part from available information

	2.	Identify and record details of part
	2.1	Identify and access parts index system for host 
2.2	Match part to cataloguing information by accessing and using parts index system, its aids and user guides, and identify potential suppliers 
2.3	Seek clarification regarding potential match from supplier as required
2.4	Document and process identifying details of part 

	3.	Supply or order part
	3.1	Supply part to customer or order if not in stock according to workplace procedures 
3.2	Process workplace documentation, including customer records, according to workplace procedures




[bookmark: O_796330][bookmark: _Toc32227285]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	locates required sources of information efficiently

	Writing 
	enters information into sales orders legibly, workplace forms and databases

	Initiative and enterprise
	applies analytical skills when identifying and analysing technical information when sourcing non-standard parts or products that meet a customer need

	Technology
	uses digital systems and tools 


[bookmark: O_796331]
[bookmark: O_796332][bookmark: _Toc32227286]Unit Mapping Information
Supersedes and is equivalent to AURSBA002 Identify and match uncommon automotive parts. 
[bookmark: O_796339][bookmark: _Toc32227287]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227288][bookmark: _Toc41344294][bookmark: _Toc43937623][bookmark: O_796334]Assessment Requirements for AURSBA102 Identify and match uncommon automotive parts
[bookmark: O_796335][bookmark: _Toc32227289]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 match one uncommon automotive part from each of the following categories for three different customers:
· vintage part
· obsolete part 
· non-original part.

[bookmark: O_796336][bookmark: _Toc32227290]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
methods to locate and interpret information required to identify and match uncommon automotive parts, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
· information gathering techniques, including:
active listening and questioning
effective face-to-face and telephone customer service
workplace procedures required to identify and match uncommon automotive parts, including: 
· establishing serviceability of tools and equipment
· documentation procedures
· housekeeping procedures, including:
examination of tools and equipment
storage of equipment
identification, tagging and isolation of faulty equipment
disposal of excess materials
recycling procedures
· information gathering techniques, including:
· active listening and questioning
· effective face-to-face and telephone customer service
· common automotive terminology
· attributes that make parts or products uncommon including their being:
· difficult to match
· vintage or obsolete
· not original
· identification and function of automotive vehicle systems
· application and operation of automotive parts index systems, including:
· catalogues
· computer databases
· online resources
· key legal requirements relating to supplying uncommon automotive parts, including obligations under Australian Consumer Law (ACL).

[bookmark: O_796337][bookmark: _Toc32227291]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to identifying and matching uncommon automotive parts, e.g. customer invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
· automotive sales and service workplace or simulated workplace 
· three different customers with different commercially realistic requirements for uncommon parts
· automotive parts index systems, including:
· catalogues
· computer databases.
· 
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796340][bookmark: _Toc32227292]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227294][bookmark: _Toc41344295][bookmark: _Toc43937624][bookmark: O_796343]AURSCA101 Select and supply automotive parts and products
[bookmark: O_796344][bookmark: _Toc32227295]Application
This unit describes the skills and knowledge required to identify, select and supply automotive parts and products to meet customer requirements. It involves matching a diverse range of automotive components, parts and products to a customer’s vehicle or equipment by cross-referencing manufacturer, model and other identifiable numbers using manual, computer-generated and online catalogue systems.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796346][bookmark: O_796347][bookmark: _Toc32227296]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796348][bookmark: _Toc32227297]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Determine required information relating to part or product
	1.1	Gather and document available information on required item and confirm with customer
1.2	Determine original host for the part or product from available information

	2.	Identify part or product and record details
	2.1	Identify and access index system for part or product host 
2.2	Match part or product with cataloguing information using the parts index system, its aids and user guides, and identify potential suppliers 
2.3	Seek clarification regarding potential match from supplier as required
2.4	Document and process identifying details of part or product

	3.	Supply or order part or product
	3.1	Supply part to customer or order if not in stock according to workplace procedures
3.2	Process workplace documentation according to workplace procedures
3.3	Update customer records according to workplace procedures



[bookmark: O_796349][bookmark: _Toc32227298]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	· locates required sources of information efficiently

	Writing 
	· enters information into sales orders, workplace forms and databases legibly

	Initiative and enterprise
	· applies analytical skills when identifying and analysing technical information when sourcing parts or products that meet a customer need

	Technology
	· uses digital systems and tools 



[bookmark: O_796350][bookmark: O_796351][bookmark: _Toc32227299]Unit Mapping Information
Supersedes and is equivalent to AURSCA001 Select and supply automotive parts and products.
[bookmark: O_796358][bookmark: _Toc32227300]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227301][bookmark: _Toc41344296][bookmark: _Toc43937625][bookmark: O_796353]Assessment Requirements for AURSCA101 Select and supply automotive parts and products
[bookmark: O_796354][bookmark: _Toc32227302]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:
· select and supply at least one automotive part or product from each of the following categories for three different customers:
· service items, including filters, oils, coolants, spark plugs, fan belts, electrical accessories, sensors and actuators
· non-specific items, including merchandise, apparel, cleaning products and tools 
· accessory items, including car mats, seat covers, lighting and vehicle covers.

[bookmark: O_796355][bookmark: _Toc32227303]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
methods to locate and interpret information required to select and supply automotive parts and products, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
· information gathering techniques, including:
active listening and questioning
effective face-to-face and telephone customer service
workplace procedures required to select and supply automotive parts and products including: 
· documentation procedures, including:
customer records
· common automotive terminology
· identification and function of automotive vehicle systems
· types and applications of the automotive parts and products specified in the performance evidence
· application and operation of automotive parts index systems, including:
· catalogues
· computer databases
· online resources
· key legal requirements relating to supplying automotive parts and products, including obligations under the Australian Consumer Law (ACL).

[bookmark: O_796356][bookmark: _Toc32227304]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to selecting and supplying automotive parts and products, e.g. customer invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
· automotive sales and service workplace or simulated workplace 
· three different customers with different commercially realistic requirements for automotive parts or products
· automotive parts index systems, including:
· catalogues
· computer databases.
· 
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796359][bookmark: _Toc32227305]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227307][bookmark: _Toc41344297][bookmark: _Toc43937626][bookmark: O_796362]AURSCA102 Present automotive products and services for sale
[bookmark: O_796363][bookmark: _Toc32227308]Application
This unit describes the skills and knowledge required to present automotive products and services in a business sales area to maximise product and service impact on customers. It also involves monitoring and reviewing customer feedback. The unit involves applying knowledge of automotive products and basic display concepts to maintain and maximise product and service sales and the overall appearance of the sales area.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796365][bookmark: O_796366][bookmark: _Toc32227309]Unit Sector
Sales and Parts, Administrations and Management Sales and Marketing
[bookmark: O_796367][bookmark: _Toc32227310]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element

	1.	Maximise presentation of sales area
	1.1	Define stock presentation area from floor and display plan, observation of space available and work instructions 
1.2	Determine and present minimum product numbers and types according to workplace procedures
1.3	Prepare ancillary display materials to enhance presentation of stock
1.4	Keep stock display areas clean, tidy and safe
1.5	Use handling, storage and display techniques according to product types, workplace procedures and safety requirements

	2.	Display individual products
	2.1	Determine display requirements from workplace instructions
2.2	Source product to be displayed according to workplace procedures
2.3	Display product to maximise market appeal according to workplace procedures 
2.4	Prepare and locate display labels, price tickets and ancillary materials with product
2.5	Monitor product condition during display period and take action to maintain market appeal according to workplace procedures

	3.	Review effectiveness of presentation area
	3.1	Seek feedback on display and presentation area from customers 
3.2	Determine and undertake action to improve presentation of stock and area within scope of own role



[bookmark: O_796368][bookmark: _Toc32227311]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning
	· locates required sources of information efficiently

	Numeracy 
	· interprets numerical information in floor and display plans
· uses mathematical operations, including addition and subtraction, to estimate quantity and volume of product and stock

	Oral communication 
	· clarifies instructions and makes recommendations relating to display presentation

	Reading 
	· interprets information from workplace instructions, floor and display plans, and product and service labelling and literature

	Writing 
	· prepares display labels and price tickets legibly

	Technology 
	· uses digital systems 
· uses specialised equipment 


[bookmark: O_796369]
[bookmark: O_796370][bookmark: _Toc32227312]Unit Mapping Information
Supersedes and is equivalent to AURSCA002 Present automotive products and services for sale. 
[bookmark: O_796377][bookmark: _Toc32227313]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227314][bookmark: _Toc41344298][bookmark: _Toc43937627]Assessment Requirements for AURSCA102 Present automotive products and services for sale
[bookmark: O_796372]
[bookmark: O_796373][bookmark: _Toc32227315]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 at least three different displays or presentation areas in an automotive workplace for different automotive products 
· organise at least two different displays or presentation areas in an automotive workplace for different automotive services.

[bookmark: O_796374][bookmark: _Toc32227316]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:
methods to locate and interpret information required to present automotive products and services for sale, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to present automotive products and services for sale, including: 
· documentation procedures
· work health and safety (WHS) requirements relating to presenting products and services in an automotive workplace, including procedures for:
· manually handling stock
· ensuring clear walkways
· handling chemicals and dangerous goods
· using personal protective equipment (PPE)
· principles of display design, including:
· creating impact
· use of colour and illumination
· accessibility and ease of maintenance
· interactivity
· considerations for maximising market appeal, including:
· ensuring product is clean and complete
· locating product in a position that maximises presentation
· types and applications of display and presentation areas, including:
· areas, including:
interior and exterior
permanent and temporary
publicly accessible
· display systems, including cable, rod and sign systems
· showcases
· brochure and information display systems
· graphic display systems, including computer monitor, television and projector
· gaining feedback on effectiveness of display and presentation areas, including procedures for:
· analysing sales 
· delivering and analysing simple customer questionnaires.

[bookmark: O_796375][bookmark: _Toc32227317]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to presenting automotive products and services for sale, e.g. sales area floor plan.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following should be made available:
· automotive workplace or simulated workplace
· commercially realistic range of automotive services and products for sale
· commercially realistic presentation or display area 
· materials needed for display of products and service information.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796378][bookmark: _Toc32227318]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1

[bookmark: _Toc32227320][bookmark: _Toc41344299][bookmark: _Toc43937628][bookmark: O_796381]AURSCA103 Apply sales procedures in an automotive workplace
[bookmark: O_796382][bookmark: _Toc32227321]Application
This unit describes the skills and knowledge required to effectively apply sales procedures when selling a range of automotive products and services. It involves approaching customers, conveying product and service knowledge, overcoming customer objections, and closing off a sale.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796384][bookmark: O_796385][bookmark: _Toc32227322]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796386][bookmark: _Toc32227323]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Develop product and sales knowledge
	1.1	Research and clarify use, features and application of products and services according to workplace procedures
1.2	Research customer buying behaviour 
1.3	Consult experienced sales staff or product information guides to increase and confirm knowledge of products, services and sales techniques

	2.	Approach customer and address product or service requirements
	2.1	Approach customer according to workplace standards and customer behaviour
2.2	Determine customer buying motives and requirements, and guide customer to suitable product, service or specialist as required
2.3	Respond to routine customer questions about features and benefits of product or service, or refer to more experienced sales staff

	3.	Identify and resolve objections
	3.1	Identify and acknowledge customer objections 
3.2	Analyse solutions to objections in line with category of objection
3.3	Offer solutions to objections within scope of own responsibility and according to workplace procedures

	4.	Close sale
	4.1	Monitor, identify and respond to customer buying signals
4.2	Select and apply method of closing sale to encourage customer purchase decision according to workplace procedures 




[bookmark: O_796387][bookmark: _Toc32227324]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning
	· locates required source of information efficiently

	Numeracy 
	· uses mathematical operations, including addition, subtraction, multiplication, division and percentages, to calculate price and discounts

	Oral communication 
	· conveys positive and welcoming approach to customers
· uses questioning techniques and listening skills to determine customer requirements

	Reading 
	· interprets product and service information in workplace and manufacturer literature

	Technology 
	· uses digital systems and tools 


[bookmark: O_796388]
[bookmark: O_796389][bookmark: _Toc32227325]Unit Mapping Information
Supersedes and is equivalent to AURSCA003 Apply sales procedures in an automotive workplace.
[bookmark: O_796396][bookmark: _Toc32227326]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227327][bookmark: _Toc41344300][bookmark: _Toc43937629][bookmark: O_796391]Assessment Requirements for AURSCA103 Apply sales procedures in an automotive workplace
[bookmark: O_796392][bookmark: _Toc32227328]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 at least three potential automotive customers and respond to their enquiries regarding product and service features in line with workplace customer service standards 
sell automotive products or services to at least three different customers.

[bookmark: O_796393][bookmark: _Toc32227329]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
methods to locate and interpret information required to apply sales procedures in an automotive workplace, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to apply sales procedures in an automotive workplace including: 
· documentation procedures
· product and service knowledge applicable to automotive workplace, including:
· specific product knowledge for area or section including
use and safety requirements
· company merchandise and service range
· stock databases and service delivery calendar
· equipment safety features
· warranties and conditions
· price and discounts available
· customer types and needs, including:
· customer behaviour and cues
· customer buying motivations, including functional and emotional motivation
· demographics, lifestyle and income
· individual and cultural differences
· key features of automotive industry codes of practice and statutory requirements that are reflected in workplace procedures relating to:
· sale of products and services
· consumer rights and protection
· sales techniques relating to selling products and services in an automotive workplace, including:
· techniques for opening and closing a sale
· recognising buying signals
· overcoming customer objections, including those relating to:
characteristics and feature of merchandise
price of merchandise
· strategies to focus customers on specific merchandise
· common workplace procedures relating to:
· analysing individual and workplace sales performance 
· approaching customers, including:
greeting customer according to workplace conventions and customer service standards
conveying a positive impression to encourage customer interest
interpreting customer non-verbal communication cues
· handling customer complaints.

[bookmark: O_796394][bookmark: _Toc32227330]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to applying sales techniques when selling automotive products and services in an automotive sales and service workplace, e.g. sales invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following should be made available:
automotive sales and service workplace or simulated workplace
workplace procedures relating to sales and customer service
commercially realistic range of automotive retail products and services for sale
product and service information 
three different customers with commercially realistic product and service needs.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796397][bookmark: _Toc32227331]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227333][bookmark: _Toc41344301][bookmark: _Toc43937630][bookmark: O_796400]AURSCA104 Carry out cash and non-cash payment operations
[bookmark: O_796401][bookmark: _Toc32227334]Application
This unit describes the skills and knowledge required to undertake cash and non-cash transactions and prepare and distribute invoices.
It applies to those working in administration and financial sales roles in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796403][bookmark: O_796404][bookmark: _Toc32227335]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796405][bookmark: _Toc32227336]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Handle cash and non-cash payment transactions
	1.1	Determine transaction amount taking into account factors that impact on the balance 
1.2	Receive and count cash, and give change
1.3	Process credit and debit card transactions using required equipment and according to financial provider and workplace procedures 
1.4	Receive cheques and examine for correctness
1.5	Store cash, cheques and credit and debit card records according to workplace procedures
1.6	Note and refer irregularities to supervisor for resolution
1.7	Issue receipts and document transactions according to workplace procedures

	2.	Carry out invoicing procedures
	2.1	Determine invoicing requirements and perform calculations to produce customer invoices
2.2	Complete documentation and check content for accuracy
2.3	Distribute invoices to required persons or section for verification and approval prior to being dispatched
2.4	Dispatch approved invoices within designated timeframes
2.5	File invoice copies for auditing purposes according to workplace procedures




[bookmark: O_796406][bookmark: _Toc32227337]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning
	· locates required sources of information efficiently

	Numeracy 
	· performs mathematical operations, including, addition, subtraction, multiplication, division, percentages and fractions, to determine pricing and payment requirements

	Oral communication 
	· participates in verbal exchanges to convey and clarify information relating to irregularities in payment transactions

	Reading 
	· interprets information in a range of financial operation documentation and workplace procedures

	Writing 
	· prepares receipts and invoices relating to transactions legibly

	Technology 
	· uses workplace office or sales equipment 
· operates specialised point-of-sale equipment
· uses digital systems and tools 



[bookmark: O_796407][bookmark: O_796408][bookmark: _Toc32227338]Unit Mapping Information
Supersedes and is equivalent to AURSCA004 Carry out cash and non-cash payment operations. 
[bookmark: O_796415][bookmark: _Toc32227339]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227340][bookmark: _Toc41344302][bookmark: _Toc43937631][bookmark: O_796410]Assessment Requirements for AURSCA104 Carry out cash and non-cash payment operations
[bookmark: O_796411][bookmark: _Toc32227341]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:
· determine transaction amount and conduct one of each of the following different payment operations:
· cash
· credit or debit card
· cheque 
· prepare at least three invoices for different products or services and submit them for payment.

[bookmark: O_796412][bookmark: _Toc32227342]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
methods to locate and interpret information required to carry out cash and non-cash payment operations, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to carry out cash and non-cash payment operations, including: 
· documentation procedures
· key legal requirements relating to carrying out cash and non-cash payment operations, including obligations under the Australian Consumer Law (ACL)
· factors to be considered when calculating final price, including:
· goods and services tax (GST)
· sales, discounts and promotions
· deposits and partial payments 
· procedures for carrying out cash and non-cash operations, including:
· calculating sales balance
· receiving and counting money
· common sales security procedures for handling cash
· calculating and returning change, including using:
manual methods
point-of-sale (POS) equipment
· receiving and processing cheques
· using electronic funds transfer at point-of-sale (EFTPOS) equipment
· issuing receipts
· operation and maintenance of common sales equipment, including:
· calculators
· POS equipment, including procedures for changing receipt rolls
· EFTPOS terminals
· procedures for preparing and distributing invoices, including:
· types and applications of invoices
· required contents of invoices
· common types of software for producing invoices 
· common methods of distributing invoices to customers.

[bookmark: O_796413][bookmark: _Toc32227343]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having carried out cash and non-cash payment operations in an automotive sales and service workplace, e.g. sales receipts and invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following should be made available:
· sales and service workplace or simulated workplace
· workplace procedures for carrying out cash and non-cash payment operations and distributing invoices
· commercially realistic situations involving cash and non-cash payment transactions
· point-of-sale software 
· computer hardware, software and business equipment required for processing cash and non-cash transactions and preparing invoices.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796416][bookmark: _Toc32227344]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227346][bookmark: _Toc41344303][bookmark: _Toc43937632][bookmark: O_796419]AURSCA105 Sell automotive products and services
[bookmark: O_796420][bookmark: _Toc32227347]Application
This unit describes the skills and knowledge required to sell products and services in an automotive retail environment. It involves identifying potential sales opportunities, and presenting, demonstrating and selling a range of automotive products and services.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796422][bookmark: O_796423][bookmark: _Toc32227348]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796424][bookmark: _Toc32227349]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Engage customer and identify potential sale
	1.1	Maintain welcoming customer environment and approach customer in a timely and professional manner according to workplace procedures
1.2	Use interpersonal skills to engage the customer according to workplace procedures
1.3	Identify customer needs and expectations for specific products and services through questioning and active listening

	2.	Present and demonstrate product or service to customer
	2.1	Select product or service options that best meet customer needs 
2.2	Explain and demonstrate product or service features, functions and accessories, eliciting customer interaction
2.3	Give customers the opportunity to test or trial the product or service in line with workplace procedures
2.4	Assist customers to identify their preferred option

	3.	Obtain customer agreement to purchase product or service
	3.1	Discuss or negotiate price for product or service and agree with customer
3.2	Make sale using closing technique according to workplace procedures
3.3	Process and document sale according to workplace procedures 

	4.	Complete transaction and customer follow-up procedures
	4.1	Supply or deliver product or service transaction to customer according to supplier specifications and workplace delivery procedures
4.2	Determine customer satisfaction and take remedial action as required to maximise repeat business or referral opportunities
4.3	Identify opportunities for value adding or repeat sales and take follow-up action in line with workplace procedures
4.4	Complete customer records and develop plans for follow-up of potential new sales of products and services



[bookmark: O_796425][bookmark: _Toc32227350]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	· locates required sources of information efficiently

	Numeracy 
	· uses basic mathematical operations, including addition, subtraction, multiplication and division, to calculate quantities and prices
· estimates and calculates timeframes for organising delivery and follow-up services

	Reading 
	· interprets textual and numerical information in product or service documentation to provide customer advice
· interprets key information in sales documentation and work instructions to determine required action

	Writing 
	· enters information into sales orders, workplace forms and databases legibly

	Problem solving 
	· resolves routine problems relating to product availability and service delivery

	Technology 
	· operates specialised point-of-sale equipment
· uses digital systems and tools 



[bookmark: O_796426][bookmark: O_796427][bookmark: _Toc32227351]Unit Mapping Information
Supersedes and is equivalent to AURSCA005 Sell automotive products and services.
[bookmark: O_796434][bookmark: _Toc32227352]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227353][bookmark: _Toc41344304][bookmark: _Toc43937633][bookmark: O_796429]Assessment Requirements for AURSCA105 Sell automotive products and services
[bookmark: O_796430][bookmark: _Toc32227354]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:
· sell automotive products or services to at least three different customers in an automotive sales and service workplace or simulated location.

[bookmark: O_796431][bookmark: _Toc32227355]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
methods to locate and interpret information required to sell automotive products and services, including:
· information provided by customer and supervisors
· manufacturer and supplier specifications and procedures or equivalent documentation
workplace procedures required to sell automotive products and services, including: 
· documentation procedures
· sales processes
· dealing with customers
· complaints handling
· consumer rights and responsibilities
· sales communication techniques, including:
· customer buying signals
· effective face-to-face and telephone selling techniques
· upselling and value adding sales techniques 
· active listening and questioning techniques
· strategies for dealing with dissatisfied customers
· key features of loyalty programs and strategies for encouraging repeat business
· key features of point-of-sale equipment, stock databases and service delivery calendars
· key legal requirements relating to selling automotive products and services, including obligations under the Australian Consumer Law (ACL).

[bookmark: O_796432][bookmark: _Toc32227356]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having sold a range of automotive products and services, e.g. sales invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
automotive sales and service workplace or simulated location
workplace procedures relating to customer sales and service
product and service information
commercially realistic range of automotive retail products and services
point-of-sale equipment 
three different customers with commercially realistic sales needs.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796435][bookmark: _Toc32227357]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227359][bookmark: _Toc41344305][bookmark: _Toc43937634][bookmark: O_796438]AURSCA106 Promote automotive products and services
[bookmark: O_796439][bookmark: _Toc32227360]Application
This unit describes the skills and knowledge required to promote automotive products and services. It involves applying a high level of product or service knowledge, promoting products and services to current and potential customers, establishing on-selling opportunities in a sales situation, and recommending complementary products and services to customers.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796441][bookmark: O_796442][bookmark: _Toc32227361]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796443][bookmark: _Toc32227362]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Develop knowledge of automotive products and services 
	1.1	Research and clarify the use, purpose and application of products and services according to workplace procedures
1.2	Research and interpret comparisons between available products and services
1.3	Research and interpret workplace promotional and marketing activities relevant to products and services 

	2.	Identify and match customer needs to products and services
	2.1	Determine customer buying motives and requirements through questioning, active listening and non-verbal communication cues
2.2	Guide customer to product or service that matches their identified buying motives and requirements
2.3	Explain and highlight features and benefits of product or service and relevance to customer requirements 
2.4	Conduct and align demonstrations to customer buying motives and requirements according to workplace marketing and sales practices
2.5	Use selling techniques according to workplace procedures and legal requirements

	3.	Maximise sales opportunities
	3.1	Identify and apply opportunities for making additional sales 
3.2	Assess on-sell opportunities through knowledge of customer needs and available complementary automotive products and services
3.3	Determine customer need and interest in additional or complementary products and services 
3.4	Discuss and promote benefits of additional or complementary products and services to customer



[bookmark: O_796444][bookmark: _Toc32227363]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	· locates required sources of information efficiently

	Numeracy 
	· uses mathematical operations, including addition, subtraction, multiplication, division and percentages, to estimate and calculate costs for customers

	Oral communication 
	· describes and explains features and benefits of products and services using clear, jargon-free language, and tone and pace required for customer

	Reading 
	· interprets product and service specifications and promotional materials to advise customers
· interprets and analyses customer information for on-selling opportunities

	Writing 
	· prepares quotes and completes workplace forms and documentation relating to sales or promotional activities legibly

	Technology
	· demonstrates automotive products and services
· uses digital systems and tools 


[bookmark: O_796445]
[bookmark: O_796446][bookmark: _Toc32227364]Unit Mapping Information
Supersedes and is equivalent to AURSCA006 Promote automotive products and services.
[bookmark: O_796453][bookmark: _Toc32227365]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227366][bookmark: _Toc41344306][bookmark: _Toc43937635][bookmark: O_796448]Assessment Requirements for AURSCA106 Promote automotive products and services
[bookmark: O_796449][bookmark: _Toc32227367]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:
· promote different automotive products or services to at least three different customers in line with workplace customer service standards.
[bookmark: O_796450][bookmark: _Toc32227368]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
methods to locate and interpret information required to promote automotive products and services, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
· complementary products and services
· internet resources
workplace procedures required to promote automotive products and services, including: 
· documentation procedures
· methods used to promote products and services, including:
· strengths, weaknesses, opportunities and threats (SWOT) analysis
· marketing and research techniques
· face-to-face selling techniques
· active listening and questioning techniques
· upselling and value adding sales techniques 
· negotiation strategies when dealing with dissatisfied customers
· loyalty programs and strategies for encouraging repeat business
· digital communication through catalogues, emails and product information distribution
· customer types, including:
· customer buying signals and buyer behaviour
· individual and cultural differences
· comparable products and services of major competitors including:
· brand options
· features of compared product or service
· price of compared product or service
· workplace procedures relating to promotional processes and marketing activities, including marketing campaigns and advertising materials
· workplace procedures relating to promoting automotive products and services, including:
· consumer protection
· automotive industry codes of practice relating to sales 
· advertising codes of practice.

[bookmark: O_796451][bookmark: _Toc32227369]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having promoted products and services in an automotive workplace, e.g. sales invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
· automotive sales and service workplace or simulated location
· workplace procedures relating to promotional sales activities
· sales material, including product and service information
· commercially realistic range of customers requiring different automotive products and services 
· commercially realistic range of automotive retail products and services and associated promotional activities.
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796454][bookmark: _Toc32227370]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227372][bookmark: _Toc41344307][bookmark: _Toc43937636][bookmark: O_796495]AURSCA109 Provide vehicle technology information
[bookmark: O_796496][bookmark: _Toc32227373]Application
This unit describes the skills and knowledge required to present aftermarket or integrated vehicle technology information and vehicle operating instructions to customers at point-of-sale, delivery or handover. It involves explaining and demonstrating product and operational vehicle technology to a diverse range of customers purchasing a motor vehicle.
It applies to those working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796498][bookmark: O_796499][bookmark: _Toc32227374]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing
[bookmark: O_796500][bookmark: _Toc32227375]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Obtain and evaluate aftermarket or integrated vehicle technology information
	1.1	Locate and analyse vehicle and aftermarket accessory instructions to determine key operational features
1.2	Access and follow workplace procedures
1.3	Analyse vehicle operating instructions to identify operating procedures
1.4	Review and update information relating to vehicle type and model operating instructions regularly 

	2.	Communicate information to customers
	2.1	Explain and demonstrate vehicle features, technology and functions to customers according to dealership procedures
2.2	Simplify and communicate difficult to interpret operating instructions to customer
2.3	Communicate key information to customer in a professional manner

	3.	Record vehicle handover information
	3.1	Record customer vehicle handover information and obtain sign-off according to workplace procedures
3.2 Record information using workplace systems and procedures
3.3	Supply key items and accessories to customer

	4.	Recommend and implement improvements to vehicle handover
	4.1	Seek feedback on vehicle handover techniques and evaluate according to workplace procedures
4.2	Review vehicle handover techniques regularly and implement improvements that maximise effective customer service and repeat business in line with workplace procedures



[bookmark: O_796501][bookmark: _Toc32227376]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Learning 
	· locates required sources of information efficiently

	Numeracy 
	· interprets, calibrates or sets vehicle operating equipment and system settings

	Reading
	· interprets written specifications, operating instructions and charts in owner and integrated equipment manuals



[bookmark: O_796502][bookmark: O_796503][bookmark: _Toc32227377]Unit Mapping Information
Supersedes and is equivalent to AURSCA009 Provide vehicle technology information.
[bookmark: O_796510][bookmark: _Toc32227378]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227379][bookmark: _Toc41344308][bookmark: _Toc43937637][bookmark: O_796505]Assessment Requirements for AURSCA109 Provide vehicle technology information
[bookmark: O_796506][bookmark: _Toc32227380]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:
· provide clear and accurate technology information and operating instructions relating to a vehicle, to at least two different customers at point-of-sale, delivery or handover.

[bookmark: O_796507][bookmark: _Toc32227381]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
methods to locate and interpret vehicle technology information, including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
workplace procedures required to provide vehicle technology information, including: 
· safety requirements relevant to vehicle handover
· documentation procedures
· housekeeping procedures, 
· vehicle technical product knowledge relevant to the operation of vehicle technology systems, including:
· infotainment systems
· navigation systems
· blue tooth systems
· keyless entry
· interior adjustment systems
· basic maintenance requirements
· spare wheel replacement procedures
· warning lights
· vehicle safety cameras
· park assist systems
· climate control system
· passenger safety systems
· diesel particulate diffuser and filter system regeneration
· face-to-face and telephone communication techniques, including active listening and questioning
· digital communication skills through email and online resources
· key features of loyalty programs and strategies for encouraging repeat business 
· workplace or dealership processes for maintaining customer databases.

[bookmark: O_796508][bookmark: _Toc32227382]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having provided vehicle technology information to customers at vehicle point-of-sale or delivery, e.g. sales invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following resources must be made available:
· automotive sales workplace or simulated location
· two different vehicles and integrated technologies
· owner manuals, handbooks and specifications containing vehicle information relating to relevant make and model 
· two different customers requiring commercially realistic point-of-sale delivery or handover information regarding vehicle features and technology.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796511][bookmark: _Toc32227383]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1


[bookmark: _Toc32227385][bookmark: _Toc41344309][bookmark: _Toc43937638][bookmark: O_796552]AURSCP101 Provide information to customers on automotive refinishing products
[bookmark: O_796553][bookmark: _Toc32227386]Application
This unit describes the skills and knowledge required to provide basic information to customers on automotive refinishing products, including information on surface preparation, fillers, coatings and polishes. It requires knowledge of automotive body repair and refinishing products.
It applies to customer service and sales personnel working in the automotive sales and service industry.
No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.
[bookmark: O_796555][bookmark: O_796556][bookmark: _Toc32227387]Unit Sector
Sales and Parts, Administration and Management Sales and Marketing - Paint
[bookmark: O_796557][bookmark: _Toc32227388]Elements and Performance Criteria
	ELEMENTS
Elements describe the essential outcomes.
	PERFORMANCE CRITERIA
Performance criteria describe the performance needed to demonstrate achievement of the element.

	1.	Access and interpret information on refinishing products
	1.1	Access and interpret information on automotive refinishing products and their applications and limitations according to workplace procedures
1.2	Research and evaluate differences between similar products

	2.	Identify customer requirements relating to refinishing products
	2.1	Greet customer according to workplace customer service standards
2.2	Determine and clarify nature of customer enquiry
2.3	Gather and confirm information relating to customer product requirement with customer

	3.	Provide information to customer on refinishing products
	3.1	Evaluate refinishing products against customer requirements
3.2	Provide or demonstrate information relating to applicable products to satisfy customer requirements and create a buying environment
3.3	Seek advice from product specialist as required




[bookmark: O_796558][bookmark: _Toc32227389]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skills
	Description

	Numeracy 
	· locates required sources of information efficiently
· interprets and compares product numerical information in order to evaluate automotive refinishing products

	Oral communication
	· uses questioning techniques suitable to customer and customer requirement
· conveys technical information effectively using language, tone and pace required for audience and purpose

	Reading 
	· accesses and interprets technical information relating to automotive refinishing products from a range of sources

	Technology
	· identifies and attains information on automotive refinishing products through online resources and digital databases
· distributes automotive refinishing product information via digital pathways



[bookmark: O_796559]
[bookmark: O_796560][bookmark: _Toc32227390]Unit Mapping Information
Supersedes and is equivalent to AURSCP001 Provide information to customers on automotive refinishing products.
[bookmark: O_796567][bookmark: _Toc32227391]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1



[bookmark: _Toc32227392][bookmark: _Toc41344310][bookmark: _Toc43937639]Assessment Requirements for AURSCP101 Provide information to customers on automotive refinishing products
[bookmark: O_796562]
[bookmark: O_796563][bookmark: _Toc32227393]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:
· access, collate and interpret information relating to at least five different automotive refinishing products 
· provide accurate advice on automotive refinishing products to at least three different customers with different product information requirements.

[bookmark: O_796564][bookmark: _Toc32227394]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
methods to locate and interpret information on automotive refinishing products including:
· information provided by customer and supervisors
· manufacturer specifications and procedures or equivalent documentation
· product specialists
workplace procedures required to provide information on automotive refinishing products to customers, including: 
· documentation procedures
· refinishing product knowledge, including:
· features, benefits and limitations of product
· safety implications of product
· differences between similar products, including:
brand options
product features and price 
warranties
· automotive coatings
fillers
anti-rust material 
abrasives and buffers
polishes and polishing material
cleaning materials 
· automotive refinishing techniques, including:
repair of minor dents
treatment of rust
selection and application of fillers
surface preparation, including application of primers
coats and finishing putties
application of top coats and clear coats
buffing
colour matching
mixing procedures for automotive finishes
· workplace-specific information, including:
· product and merchandise range
· service range
· workplace procedures specific to automotive refinishing and related products, including procedures for dealing with customers 
· key requirements specific to automotive refinishing and related products, including automotive industry codes of practice relating to the sale of vehicle finishes and repair products.

[bookmark: O_796565][bookmark: _Toc32227395]Assessment Conditions
Competency is to be assessed in the workplace or a simulated environment that accurately reflects performance in a real workplace setting.
Assessment must include direct observation of tasks.
Where assessment of competency includes third-party evidence, individuals must provide evidence that links them to having provided information to customers on automotive refinishing products in an automotive sales and service workplace, e.g. sales invoices.
Assessors must verify performance evidence through questioning on skills and knowledge to ensure correct interpretation and application.
The following should be made available:
· automotive sales and service workplace or simulated workplace
· commercially realistic range of refinishing products 
· documentation relating to range of refinishing products, such as inventory lists, price lists, delivery costs and details of available services
· workplace procedures relating to customer service 
· three different customers with different information requirements relating to refinishing products.
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_796568][bookmark: _Toc32227396]Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=b4278d82-d487-4070-a8c4-78045ec695b1
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