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Introduction
This set of assessment tools is for the unit of competency BSBSUS211 Participate in sustainable work practices. 

The guide is divided into three sections:

Section 1:
Unit of competency

Section 2:
Assessment resources

Glossary (VET sector terminology)

As the trainer/assessor, you are in the best position to judge the full training and assessment requirements of a unit of competency. The judgments that you make in this regard should form part of your broader training and assessment strategy.

Learners may or may not be employed in the workplace. Where a learner is currently employed, you should endeavour to use relevant workplace documents and resources. Where learners are not currently employed, you must provide example documentation and a simulated environment wherever possible. Encourage classroom learners to take every opportunity to observe a real working environment and discuss what they have seen. Note that observation and assessment in the workplace is mandatory for some units of competency. Refer to section 1.2 of this guide, or to the assessment requirements of the relevant unit of competency, for details of assessment conditions.
Section 1 - Unit of competency

The Business Training Package was developed by the Innovation & Business Skills Australia (IBSA) in consultation with industry stakeholders including employers, unions, peak bodies, professional associations, regulatory bodies, registered training organisations (RTOs) and other relevant parties. The training package specifies the skills and knowledge required to perform effectively in the business workplace.

Individual units of competency are nationally agreed statements that describe work outcomes and can stand alone when applied in the workplace.

This section outlines the requirements of the unit of competency BSBSUS211 Participate in sustainable work practices and other information relevant to it.

It contains the following information:

1.1 
Elements of competency and performance criteria

1.2
Assessment requirements 
1.3 
Dimensions of competency

1.4
Foundation skills
1.5
Skill sets

1.6
Recognition of prior learning (RPL)
1.7 
Glossary of terms
1.1
Elements of competency and performance criteria

The elements of competency define the skills required to perform a work activity. They describe the required outcomes that need to be assessed. 

The performance criteria define the level of skill necessary to achieve the requirements of the element.

The following table maps the content in the on-line course BSBSUS211 Participate in sustainable work practices to the unit of competency.

	 BSBSUS211 Participate in sustainable work practices
	Where covered in on-line course

	Element 1: Measure sustainable work practices

	1.1 
Identify sustainable work practices in own work role
	Task 4

	1.2 
Measure current usage of resources in own work role
	Task 4

	1.3 
Record and file resource usage documents
	Task 4

	1.4 
Identify resource inefficiencies from gathered information
	Task 4

	Element 2: Support sustainable work practices

	2.1 
Identify and comply with workplace sustainability procedures
	Task 4

	2.2 
Identify workplace environmental work hazards according to environmental regulations and standards
	Task 4

	2.3 
Report any breaches and potential breaches to organisational personnel
	Task 4

	Element 3: Seek opportunities to improve sustainable work practices

	3.1 
Identify areas of improvement to work practices in own work area
	Task 4

	3.2 
Consult with colleagues and management to assess potential to improve sustainability of identified work practices
	Task 4

	3.3 
Make suggestions for improvements to workplace practices in own work area
	Task 4


1.2
Assessment requirements 

BSBSUS211 Participate in sustainable work practices covers the outcomes, skills and knowledge required to develop basic keyboard skills using touch typing techniques in a broad range of settings.

It applies to individuals who perform a range of mainly routine tasks and generally work under direct supervision using limited practical skills and fundamental knowledge.
The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements
· Knowledge evidence: the scope and depth of knowledge required
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required
Performance evidence
The performance evidence for the unit BSBSUS211 Participate in sustainable work practices consists of at least one event where the candidate:
· produce documents following correct ergonomic, conservation requirements and organisational policies and procedures

· adhere to organisational style manual when formatting documents

· refer to help function and user documentation to rectify document problems

· use system features

· follow designated timelines when preparing documents.

Knowledge evidence
The knowledge evidence within the unit BSBSUS211 Participate in sustainable work practices consists of:

· identify basic formatting styles and their effect on formatting, readability and appearance of documents

· describe purpose, use and function of word processing software

· outline organisational requirements for ergonomics, work periods and breaks, and conservation techniques

· describe what is contained in an organisational style guide.

Assessment conditions
Skills must be demonstrated in a safe environment where evidence gathered demonstrates consistent performance of typical activities experienced by individuals using interpersonal communication skills in the workplace.

Simulations and scenarios are acceptable. Simulated assessment environments must simulate the real-life working environment where these skills and knowledge would be performed, with all the relevant equipment and resources of that working environment.
The assessment environment must include access to:

· office equipment

· business resources 

· workplace policies and procedures relating to communication

· case studies and, where possible, real situations

· interaction with others.

Assessment must ensure use of relevant legislation, policies and procedures and industrial awards.

Assessors must satisfy the NVR/AQTF mandatory competency requirements for assessors.
1.3
Dimensions of competency

The dimensions of competency relate to all aspects of work performance. The following table explores the four dimensions of competency in more detail.

	Dimensions of competency
	What it means

	Task skills
	The candidate must perform the individual skills required to complete a work activity to the required standard.

	Task management skills
	The candidate must manage a number of different tasks to complete a whole work activity, such as working to meet deadlines.

	Contingency management skills
	The candidate must use their problem-solving skills to resolve issues that arise when performing a work activity.

	Job/role environment skills
	The candidate must perform effectively in the workplace when undertaking a work activity by working well with all stakeholders and following workplace policies and procedures.


Assessors and/or their training organisations need to ensure that the range of assessment instruments developed for this unit adequately explore the dimensions of competency.
1.4
Foundation skills

Underpinning all job roles is a set of skills that are essential if learners are to participate successfully in work and be valuable and productive employees. 
The foundation skills embedded in this unit of competency are outlined below:
	Skill
	Performance
Criteria
	Description

	Numeracy
	
	· Calculates basic metric measurements to determine resource usage

	Reading
	
	· Recognises and interprets textual information to establish job requirements

	Writing
	
	· Completes documents using required formats

	Teamwork
	
	· Selects and uses appropriate conventions and protocols when communicating with co-workers in a range of work contexts
· Collaborates and cooperates with others to achieve joint outcomes

	Initiative and enterprise
	
	· Implements actions according to requirements, taking some responsibility for sequencing and timing of tasks
· Analyses current practices to identify opportunities for improvement

	Self-management
	
	· Understands and adheres to legal and regulatory responsibilities related to own work

	Technology
	
	· Uses main features and functions of digital tools to complete work tasks and access information


Do not assume that learners already have these skills; for example, even if you believe they have good writing skills, they may never have written a specific type of report before.

Remember that the learner may not necessarily need all of these skills for a specific task, nor be required to develop them to a high level. This will depend on the nature of the task and the context in which they are working.

Your role is to:

· when planning your assessment program, identify where foundation skills are embedded in the unit of competency and how learners can demonstrate they have acquired the skills 

· encourage learners to record in the template that follows the Final Assessment the activities they have performed that demonstrate specific foundation skills; they can do this after completing each chapter in the learner guide.

1.5
Skill sets

Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement, or defined industry need. 

Skill sets do not replace qualifications as the foundation for undertaking work in the community sector. Skill sets build on a relevant qualification and enable a qualified worker to move laterally into work areas addressed by the skill set or to broaden their skill base in relation to the services they provide.
1.6
Recognition of prior learning (RPL)

Recognition of prior learning (RPL) is an assessment process that assesses an individual’ s non-formal and informal learning to determine the extent to which that individual has achieved the required learning outcomes, competency outcomes, or standards for entry to, and/or partial or total completion of, a qualification.

To have skills and knowledge formally acknowledged, a learner must supply a range of evidence to verify competency. The trainer then needs to assess this evidence against the criteria for the qualification.

Evidence of competency may include work samples, journals and third-party testimonials. Learners may also need to be observed undertaking set tasks and/or answer set questions.

The full RPL Kit for this qualification is available. The kit consists of four parts:
· Assessor’s Guide

· Candidate’s Guide

· Forms

· Workplace Guide

1.7
Glossary of terms
This section provides some general understanding to many of the terms and concepts used in sustainability focus of the Business qualifications.
Wherever possible and appropriate, knowledge should be contextualised to the learner’s workplace. For example, when dealing with organisational policies and procedures, look at the actual policies and procedures of the workplace.
Adaptation: Adaptation consists of actions undertaken to reduce the adverse consequences of climate change, as well as to harness any beneficial opportunities. Adaptation actions aim to reduce the impacts of climate stresses on human and natural systems. Adaptation presents new challenges for business and policy decision-makers: it will take time to build the skills and knowledge on how best to adapt and for implementation of decisions to make a difference.

Behaviour: The way that you do things. You do things in a particular way because of

• how you feel

• what you want

• how other people treat you.

In any customer service transaction, the behaviour of the customer and the behaviour of the service deliverer is affected by the way they treat each other. Behaviour therefore affects the quality of the customer experience because the way the service deliverer behaves affects the way the customer feels about the customer service.
Carbon emissions: A greenhouse gas (sometimes abbreviated GHG) is a gas in an atmosphere that absorbs and emits radiation within the thermal infrared range. This process is the fundamental cause of the greenhouse effect. [1] The primary greenhouse gases in the Earth’s atmosphere are water vapour, carbon dioxide, methane, nitrous oxide, and ozone.
Carbon footprint: A carbon footprint has historically been defined by Championne as “the total sets of greenhouse gas (GHG) emissions caused by an organisation, event, product or person.
Carbon neutral: Carbon neutral is a term used to describe fuels that neither contribute to nor reduce the amount of carbon (measured in the release of carbon dioxide) into the atmosphere.

Competitor: Most organisations are not the only ones that provide particular products or services. Most customers can choose to use the products or services from a range of organisations. So, a competitor is an organisation that offers products or services that are like those offered by your organisation. Your customer may choose to use these other organisations instead of your own.
Customer:   A customer is somebody who receives customer service from a service deliverer. Generally, it is easier to see a customer as a person but sometimes an organisation can be a customer. In most cases a customer or his or her organisation is paying directly or indirectly for the service that is being received. If a customer is a private individual or comes from another organisation, he or she is an external customer. If a customer comes from another part of the same organisation, he or she is called an internal customer.
Customer expectations: Customer expectations are what people think should happen and how they think they should be treated when asking for or receiving customer service. Expectations are formed by:

· what people hear and see

· what they read and what the organisation tells them

· what happens during the customer experience

· what has happened to them in other customer service experiences

Generally, customer expectations rise and organisations try to match that rise through continuous improvement in customer service.
Customer experience: Customer experience is what a customer feels and remembers about the customer service that he or she has received. The customer experience of an individual customer service transaction affects the customer relationship and influences customer expectations for the future. When a customer is about to receive customer service his or her customer expectations are influenced by all the customer experiences that he or she has had in the past both with your organisation and with others.
Customer feedback: Customer feedback is information about customer perceptions of customer service collected by the organisation from customers or given to the organisation by customers. Customer feedback can be collected formally using questionnaires or other kinds of surveys. Informal customer feedback can be collected from chance remarks or comments the customer has made with or without being asked. It must be remembered that sometimes customer feedback shows that the customer experience is not what the business thought it to be. If this is the case the customer feedback must still be respected because if customers perceive things in a particular way, that is reality for them even if the organisation have planned it differently.
Customer service: Customer service is the sum of what an organisation does to meet customer expectations and produce customer satisfaction. Customer service generally involves service teamwork and service partnerships. Although somebody may take a leading part in delivering customer service it normally involves actions by several people in a team or in several different organisations.

Continuous improvement: Many organisations try to keep ahead of competitors by providing better customer service. If competitors also do this, organisations must keep improving their customer service to stay ahead. So, the process of continuous improvement helps organisations to make sure this happens as a matter of routine. Customer service is delivered and customer feedback is collected. The customer feedback is used to measure customer expectations and customer satisfaction. The information from the customer feedback is used to find ways of improving the customer service and changes are made. Customer service is delivered in a new and improved way and the cycle starts again. Front line staff and support staff are both involved in continuous improvement but they must have the authority to make the changes that are needed for the improvements.
Dematerialization: Reducing the total material that goes toward providing benefits to customers. This may be accomplished through greater efficiency, the use of better or more appropriate materials, or by creating a service that produces the same benefit as a product.
Emission: The release of any gas, particle, or vapor into the environment from a commercial, industrial, or residential source including smokestacks, chimneys, and motor vehicles.
Energy Intensity: The entire amount of energy required to produce a product as a ratio of that product.

Energy Recovery: Simply put, obtaining energy from waste. This is accomplished through a variety of processes and is also known as “waste-to-energy.” Traditionally, this meant burning waste products, but now gasification and anaerobic digestion are also playing a role. 
Green Star Scheme: Green Star is a voluntary, independent rating system owned and operated by the Green Building Council of Australia (GBCA) and is Australia’s mark of quality for the design and construction of sustainable buildings, fitouts and communities. The Green Star rating tools assess building or community projects against several categories.
Light shelf: A light shelf is an architectural element that allows daylight to penetrate deep into a building. This horizontal light-reflecting overhang is placed above eye-level and has a high-reflectance upper surface. This surface is then used to reflect daylight onto the ceiling and deeper into a space. Light shelves are typically used in high-rise and low-rise office buildings, as well as institutional buildings.
Material Intensity: The total amount of material needed to produce a product as a ratio of that product.

Mitigation: Mitigation involves actions that are intended to reduce our use of resources and work towards sustainability. It includes strategies to reduce greenhouse gas sources, more effective use of resources, etc.
Non-renewable Energy: Energy derived from sources that cannot be replenished in a short period of time relative to a human life span. Non-renewable sources of energy are typically divided into two types: fossil fuels and nuclear fuels. Fossil fuels include oil, natural gas, and coal. Nuclear involves uranium.
Renewable Energy: Energy derived from generally renewable resources including hydro, solar, wind and geothermal.
Retrofit:  Retrofitting is the process of modifying something after it has been manufactured. For buildings, this means making changes to the systems inside the building or even the structure itself at some point after its initial construction and occupation.
Smart meter: A smart meter is an electronic meter for electricity that has a capability for remote communication. Most small electricity customers (less than 160MWh per year) still have their consumption measured by traditional ‘accumulation’ meters. These meters generally record total consumption over three-month period.
Section 2 - Assessment tools
Assessment is all about collecting evidence and making decisions as to whether or not a learner has achieved competency. Assessment confirms that the learner can perform to the expected workplace standard, as outlined in the units of competency.

This section contains the summative assessment tools that are to be used in assessing this unit of competency.  The assessment tools have also been mapped against the requirements of unit assessment; these may be reviewed in the TEIA document ICT20120 Mapping Guide.     Assessors can use this mapping information to complete required assessment records.

It is an important responsibility of assessors to complete the assessment records themselves. This ensures all additional assessment activities deemed appropriate or required by the assessor, in addition to those within this document, are included in these records.

Section Two contains the following information:

2.1   
Summative assessment

2.2
Solutions – general guidance

2.3 
Solutions – summative assessment

2.4
Evidence of competency

2.5
Assessment records
2.1
Summative assessment

Separate each assessment tool as required in the assessment process.
Task Overview

The assessment for this unit is constructed around Task 4 in the virtual scenario. 

In this task, the candidate needs to develop an understanding of delivering a service to customers, communicating with customers and effective responses to customer complaints. They also need to develop an understanding of environmental sustainability issues relating to the IT industry and develop policies to minimise environmental impacts of business operations.

In this task, the candidate constructs a digital portfolio of assessment work that is presented to their supervisor.
Develop a customer service policy for your business:

1. Access, read and print as necessary, the Learning Resources (Bookcase) and Your Task (Printer tray).

2. Work your way through the Communications learning activities (Bookcase).

Customer Service

· What is communication?

· The communication process

· Written communication

· Face-to-face communication

· Using the telephone

· Social interaction and interpersonal skills 

· Working in Teams
3. There are four activities in the Critical Aspects of Customer Service you are to complete. This work forms part of the portfolio you are to assemble for your supervisor in this task.

4. Develop a Customer Service Policy for RAMemberUS IT Services. This should include as a minimum: etiquette, punctuality, customer greeting, telephone answering protocol, dress and appearance. Do some web searching to see if you can find exemplar of this type of policy.
5. Write a script for your office’s telephone greeting and record this. It is recommended that you record this as an MP3 file. Download and install Free HiQ Recorder which will allow you to complete this task.
	What to submit
	Problems encountered and strategies used to overcome these

	RAMemberUS IT Service Customer Service Policy
	

	Script and recording of telephone greeting
	


Respond to a customer complaint: 

1. Read and print the email from Peter Williams, KMC Office Products (Computer).

Use the Internet links provided (Computer) to gather information on how customer complaints are best handled.
2. Design a Customer Complaints Record Form.
3. Use the form you have developed to record the customer complaint.
4. Consider actions appropriate to resolve complaint and list actions and any follow up actions which may be necessary.
5. Access the RAMemberUS IT Services letterhead template that you designed previously.
6. Draft a letter to the customer in response to the complaint.
	What to submit
	Problems encountered and strategies used to overcome these

	RAMemberUS IT Services Customer Complaint Record Form
	

	Completed Customer Complaint Record Form for complaint received
	

	Letter of response to client
	


Develop an understanding of environmental issues: 

· Read the email from KMC Office Products (Computer).
· Access the Environmental Sustainability in a Small Business (Bookcase).

· Read and print the email from GreenIT Certification (Computer).

· Access the Energy Audit document from GreenIT Certification (Attached to GreenIT email).

· Access the Microsoft Excel Energy Audit Template (Attached to GreenIT email).

· Conduct an energy audit of your home or work area.

· Access and print Environmental Sustainability Policy Template (Attached to GreenIT email).

· Conduct research on environmental areas as required (Internet links – Computer).

· Develop policy suitable for a small IT business.
	What to submit
	Problems encountered and strategies used to overcome these

	Energy Audit
	

	Environmental Policy Statement
	


2.2
Solutions - General guidance
Assessors should review the solutions provided and adapt and/or contextualise them (and assessment activities themselves where necessary) to suit the training and assessment context as part of their moderation activities. This will ensure consistency of assessment.
The solutions to assessment activities serve as a reliable guide to the type of information that should be included in the assessment candidate’s response. Refer to the assessment activities when assessing learner responses or evaluating assessment evidence. The answers provided by the assessment candidate will vary due to several factors, including the:

· candidate’ s own experiences

· candidate’ s workplace experiences

· training situations and strategies presented by the trainer

· interpretation of the assessment activity by the assessment candidate/assessor

· type of organisation, work practices, processes and systems encountered by the candidate.

The nature and variety of the tasks presented means that in some cases there will be numerous correct responses, and the solutions provided cannot cater for all contexts and eventualities.

In general terms:

· For questions with a single answer, this guide provides the correct answer.

· For questions that do not have a single answer, it is understood that answers will vary within certain parameters.

· For questions where the candidate has to list a certain number of items, the RTO has provided a more comprehensive listing from which candidate responses may be drawn. This list may not in all cases be definitive, and assessors should account for other possible correct responses.

· For activities that involve responding to a case study, the RTO has provided an example of how the candidate may respond. Depending on the question, the terminology used will indicate either what the candidate should have included in their response or may have included. However, different phrasing may be used by the candidate, or different responses that may be equally correct are also possible.
· For activities that take place in the workplace or involve workplace documentation, the RTO can only provide an example response. Assessors should consider whether the candidate has achieved the intent of the activity within the candidate’s workplace context.

· For activities that involve writing reports or completing documentation provided, the RTO can only provide an example response. Assessors should again consider whether the candidate’s response is appropriate to the task within the context of the candidate’s training and/or workplace.

2.3
Solutions – Summative assessment
Develop a customer service policy for your business:

6. Access, read and print as necessary, the Learning Resources (Bookcase) and Your Task (Printer tray).

7. Work your way through the Communications learning activities (Bookcase).

Customer Service

· What is communication?

· The communication process

· Written communication

· Face-to-face communication

· Using the telephone

· Social interaction and interpersonal skills 

· Working in Teams
8. There are four activities in the Critical Aspects of Customer Service you are to complete. This work forms part of the portfolio you are to assemble for your supervisor in this task.

Activity 1

The response should be a clear statement that encompasses three values that the candidate indicates are what the hold to. An example is shown below:
In my life, I would like to get the most out of each day by being as productive as possible. For me, being productive means feeling good about what I have accomplished at the end of the day. It is important to me to do this in a way that allows me to make enough money that I feel secure and able to get the things that I both need and want. As well, I need to feel challenged in my life. I like overcoming new problems and having new experiences.
Activity 2

Assessor judgement required.

Quiz

[image: image2.png]ves |no

1. Do people usually buy from someone they disiike?

2. Do you understand the power of a smile?

3. Do you show sincere interest in your customer and engage in
preliminary small talk?

4. Do youtreat new customers differently than existing customers?

5. Are you aware that a negative firstimpression may turn a prospect off
of your product?

6. Do you open with a sincere compliment?

7. Do you promptly offer a prospect refreshment and 2 comfortable place
wosit?

5. Do you pay attention to what you wear and how you look?

5. Do you welcome vistors with a warm greeting and/or firm handshake?

10. Are you congenial no matter what the outcome?





The recommended answers, but assessor may over-rule if sufficient evidence provided.
1.
No:  Think about the times you have not bought something simply because of a lack of service or rapport. A good first impression can help any sale.

2.
Yes:  As trite as it may sound, a smile can be a great beginning to securing a new prospect.

3.
Yes: Be polite and interested in your new prospects. You are presenting yourself as caring and personable.

4.
No: Special deals offered only to new customers can send your old customers to your competition as they look for their own deal. 

5.
Yes: First impressions are that powerful. If someone is interested in your product but feels uncomfortable with you, you can lose the business.

6.
Yes: There is nothing wrong with being generous with compliments. Starting out on a positive note is your first big step.

7.
Yes: Show off your best manners right away by offering a cup of coffee or water and a comfortable chair (if you are in an office).

8.
Yes: Nothing turns off a prospect quicker than an unkempt customer service representative. Look at your shoes right now. What do they say about you? 

9.
Yes: Let customers know you are genuinely glad to see them.

10.
Yes: A real professional is pleasant, whether a purchase is made or not.

Activity 3 – Case Study

Assessor judgement required.

The candidate must clearly state how the service provider could respond in a more customer focused way to enhance the customer’s satisfaction.
Activity 4
Assessor judgement required. Sample responses provided.

Situation One

Happy customers will return to our company again. How will we know our customers are happy with our products and services? 

You could use nearly all the measurement techniques for this problem. If specific problems are identified in informal surveys, you may have to move to more formal techniques such as critical evaluation and focus groups.

Situation Two

We introduced a new product six months ago. It is selling well; we sold 90 per cent of the first run within 90 days, but those are the last statistics gathered. However, production costs are increasing, which will narrow our profit margin. Do we continue to produce and sell this product?

You could use benchmarking to help determine what your actual results are as opposed to how well you feel things are going. Then, you can identify and problems and work through them using a fishbone analysis.

Situation Three

Our call centre staff tells us that callers are complaining because they have to wait on hold for too long before speaking to a representative. 

Benchmarking and critical evaluation will tell you if your wait times are better or worse than the industry standards. They will also tell us if your customers expect something different because of who you are. For a critical evaluation, how will they get customers to participate? You could use a telephone survey that they have the option to complete at the end of a call.

Situation Four

Our front counter staff has been asked by customers to add chairs to the waiting area so that people can sit and wait instead of standing in line. The staff has also been told on “many occasions” that the parking lot access is poor, with concrete steps and uneven pavement.

Several methods could be used here, including a survey of age and infirmity of your customers through informal survey, focus groups with your customers, and brainstorming. In addition to the methods mentioned here, staff could also follow up with a critical evaluation of the results and a risk analysis.
9. Develop a Customer Service Policy for RAMemberUS IT Services. This should include as a minimum: etiquette, punctuality, customer greeting, telephone answering protocol, dress and appearance. Do some web searching to see if you can find exemplar of this type of policy.

Assessor judgement required. 

At a minimum, the policy is to include: etiquette, punctuality, customer greeting, telephone answering protocol, dress and appearance.

Other expected requirements:

· Correct expression, spelling, grammar, display to be used.

· Policy to contain business logo, headings, information in dot points or small paragraphs.

Punctuality is referring to punctuality in turning up to customers' homes/businesses and attending to appointments on time. It is not referring to arriving punctually to work.

Customer greeting refers to greeting of customers at the home business and also for mobile visits. No mention is made if RAMemberUS has a uniform.
10. Write a script for your office’s telephone greeting and record this. It is recommended that you record this as an MP3 file. Download and install Free HiQ Recorder which will allow you to complete this task.
Write a telephone greeting script

Assessor judgement required.

Sample: 'Good morning/afternoon, RAMemberUS IT Services, student speaking, how may I help you?'

Record the greeting script

Assessor judgement required.

Requirements as specified in learning materials:

•
Record the greeting script and export as .mp3 file.

Other expected requirements:

· Speech must be clear and be polite and helpful.

· File must in in the .mp3 format.
Respond to a customer complaint: 

1. Read and print the email from Peter Williams, KMC Office Products (Computer).

Use the Internet links provided (Computer) to gather information on how customer complaints are best handled.
2. Design a Customer Complaints Record Form.
3. Use the form you have developed to record the customer complaint.
4. Consider actions appropriate to resolve complaint and list actions and any follow up actions which may be necessary.
5. Access the RAMemberUS IT Services letterhead template that you designed previously.
6. Draft a letter to the customer in response to the complaint.
The candidate is to provide a customer complaints form – assessor judgement required. A sample is provided below:

[image: image3.png]CUSTOMER COMPLAINT FORM

CUSTOMER INFORMATION

Customer Name: ‘Customer Phone:
Customer Address:

Contact Nam: Contact Position:
Customer P.0. No.: Tnvoice Number:
Product Number: Product Description:

COMPLAINT INFORMATION
‘Complaint Date: ‘Complaint Taken By:

Complaint Details:

First Response Corrective Action:

Suspected Cause:

Corrective Action Person(s):

Corrective Action Follow-up:

What steps should be considered to avoid a repeat of the problem:

Name of person completing this form Signature




Basic criteria for the developed form is that it must contain the following:

–
RAMemberUS logo

–
Heading - 'Customer Complaint Form'

–
customer name and contact details

–
date of complaint

–
details of complaint

–
name of staff member involved in the complaint

–
name of staff member receiving the complaint

–
action taken

–
follow up action still required

–
date complaint is sorted/finalised

Complete customer complaint record form

Assessor judgement is required. The candidate should have completed the designed complaint form using the details provided in the complaint email from Peter Williams, Manager, KMC Office Products. The core points are:
· Peter is not happy that deliveries are not arriving on time and he is missing out on sales.

· He orders on a Tuesday and the orders should arrive by Friday in the same week, but they are arriving on the Tuesday resulting in loss of sales.

· He would like this rectified or will take his business elsewhere.

Form would be completed by the candidate as aRAMemberUS employee/owner as the complaint was received via email. 

No contact details have been provided; these need to be created.

Write a follow up letter

The candidate is to write a letter to Peter apologising for the delay in deliveries and explaining how the problem is going to be rectified.

Letterhead is to be used.

Candidates should use the principles of good letter design and display.

No address is to be provided; these need to be created.

Develop an understanding of environmental issues: 

· Read the email from KMC Office Products (Computer).
· Access the Environmental Sustainability in a Small Business (Bookcase).

· Read and print the email from GreenIT Certification (Computer).

· Access the Energy Audit document from GreenIT Certification (Attached to GreenIT email).

· Access the Microsoft Excel Energy Audit Template (Attached to GreenIT email).

· Conduct an energy audit of your home or work area.

· Access and print Environmental Sustainability Policy Template (Attached to GreenIT email).

· Conduct research on environmental areas as required (Internet links – Computer).

· Develop policy suitable for a small IT business.

Energy Audit document

Assessor judgement required – as of January 2022 the price per kilowatt/hour is 20.27 cents kWh. Example provided below:
[image: image4.png]Electronics energy calculator

Electronics cost you twice: once when you buy and again when you use. Using the energy consumption information
provided in this task and product manuals or compliance plates use the energy calculator to calculate your electronics
power consumption. Set goals for the amount of energy you want to spend per year. You'll be better able to
determine how to reduce the time when your devices are switched on but are left unused. To start, have a look at
your energy bill and enter the average cost of electricity.

_ per kilowatt-hour (kWh)

Now list the electronics in your office or workplace. Look at the information provided,
the device manuals or the manufacturer'c compliance plate to determine their power
consumption (watts/hour), or use an online guide such
http://www.absak.com/design/powercon.html as to estimate the hours each product
is used. Set goals and save energy!

We pay:

Appliance Watts/Hour  Hour used $/yearto use
Desktop computer & monitor 150 10 $110.98
Laptop computer 25 8 $14.80
Printer 18 3 $4.00
Lights 1 25 6 $11.10
Lights 2 75 6 $33.29
Lights 3 100 6 54439
Air-conditioning 2,900 6 7 5128735

Total energy cost per year $1,505.90




Environmental Sustainability Policy 

Assessor judgement required.
The candidate should make use of the Environmental Sustainability Policy Template to construct an environmental policy that reflects the needs of a small business.

The policy statement will varty due to the broad range of experiences and situations of the candidates. The core elements must be evident in the submitted response:

1. It clearly states the organisation’s objectives. The policy needs to make sense in terms of the wider objectives of the business. 

2. The policy is short and concise. The message should be powerful and simple. 

3. The policy should use se simple language. 

4. The processes and actions must be realistic, e.g. 

Energy use

Use of electricity meters to find which equipment uses the most energy. Switch to those appliances that are more efficient, or switch to energy-efficient alternatives. 

Energy providers may can offer renewable forms such as solar or wind. 

Stationery

Try not to buy everything new – reuse stationery, binders and folders when they’re available.

Go paperless. Running the business digitally reduces waste and costs associated with paper, printers, copiers, ink cartridges, and filing cabinets.

If you can’t go paperless, print smarter. Use recycled paper and ink cartridges where possible, only print when necessary, avoid colour printouts, print documents two-sided, and reuse unwanted paper.

Recycling

Provide bins for returnable bottles, non-returnable bottles, aluminium cans, paper, and food scraps. Have clear signage for separate bins and make them easily accessible. 

Kitchen and lunchroom

Provide real kitchenware rather than disposable cups, plates, knives, and forks.

Use green office cleaning products – replace cleaners, dish and hand soaps. The benefits include improved health, a reduction in allergic reactions, and a healthier planet.

Support environmental causes

Community-driven programs are good for your image and public reputation, and it feels good to support something that makes a difference. 

Spread the word and educate

Celebrate and promote what you are doing externally through your website, newsletters and social media.

Choose eco-friendly vendors

Check your suppliers comply with laws and regulations relating to pollution and waste. 

Read labels and check out alternatives to items that are resource intensive or polluting. 

2.4
Evidence of competency

Evidence is information gathered that provides proof of competency. While evidence must be sufficient, trainers and assessors must focus on the quality of evidence rather than the quantity of evidence.

Rules of evidence

There are four rules of evidence that guide the collection of evidence. Evidence must be:

· valid – it must cover the performance evidence and knowledge evidence
· sufficient – it must be enough to satisfy the competency

· current – skills and knowledge must be up to date

· authentic – it must be the learner’s own work and supporting documents must be genuine.

Principles of assessment

High quality assessments must be:

· fair – assessments are not discriminatory and do not disadvantage the candidate

· flexible – assessments meet the candidate’ s needs and include an appropriate range of assessment methods

· valid – assessments assess the unit/s of competency performance evidence and knowledge evidence
· reliable – there is a common interpretation of the assessments.

Types of evidence

Types of evidence that can be collected, sighted or validated include:

· work records such as position descriptions, performance reviews, products developed and processes followed and/or implemented

· third-party reports from customers, managers and/or supervisors

· training records and other recognised qualifications

· skills and knowledge assessments

· volunteer work.

Gathering evidence

Evidence can be gathered through:

· real work/real-time activities through observation and third-party reports

· structured activities.

Evidence can also be gathered through:

· formative assessments: where assessment is progressive throughout the learning process and validated along the way by the trainer – also known as assessment for learning

· summative assessment: where assessment is an exercise or simulation at the end of the learning process – also known as assessment of learning.

Evaluating evidence

The following steps may help you evaluate evidence.

	Step 1: Evidence is gathered.
	
	
	
	


	Step 2: Rules of evidence are applied – evidence is valid, sufficient, current and authentic.
	
	
	


	Step 3: Evidence meets the full requirements of the unit/s of competency.
	
	


	Step 4: The assessment process is valid, reliable, fair and flexible.
	


	Step 5: The trainer or assessor makes a straightforward and informed judgment about the candidate and completes assessment records.


2.5
Assessment records

Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the unit of competency. These requirements should be assessed in the workplace or in a simulated workplace; assessment conditions are specified in each unit of competency.

You can use the following assessment forms to record the learner’s evidence of competency: 
· The Assessment Instructions Checklist helps the trainer/assessor provide clear instructions to the candidate as to which assessment activities to complete.

· The Pre-Assessment Checklist helps the trainer determine if the learner is ready for assessment.

· The Self-Assessment Record allows the learner to assess their own abilities against the requirements of the unit of competency.

· The Performance Evidence Checklist facilitates the observation process; it allows trainers to identify skill gaps and provide useful feedback to learners.

· The Knowledge Evidence Checklist can be used to record the learner’s understanding of the knowledge evidence; it allows trainers to identify knowledge gaps and to provide useful feedback to learners.

· The Portfolio of Evidence Checklist helps the trainer annotate or detail aspects of the learner’s portfolio of evidence.

· The Workplace Assessment Checklist can be used by the learner’s supervisor to show workplace-based evidence of competence.
· The Observation Checklist/Third Party Report records the candidate’s performance in the workplace.

· The Record of Assessment form is used to summarise the outcomes of the assessment process in this unit.

· The Request for Qualification Issue is used by the assessor to inform the RTO authorities that the process for issuing a Statement of Attainment or Qualification may commence. 

	Assessment instructions – BSBSUS211
Candidate’ s name:       
Unit of competency:  BSBSUS211 Participate in sustainable work practices
Trainer/assessor:       
Date:       

	The candidate must complete the following assessment activities, provided by the trainer/assessor:

	
	Y/N
	Whole activity/ specific questions

	Candidate Self-assessment
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Portfolio
	
	     

	Workplace Assessment 
	
	     

	Workplace Assessment (video)
	
	     

	Competency Conversation (using RPL)
	
	     

	Workplace Observation
	
	     

	Third Party Report
	
	     

	Other assessment activities as detailed below:
	
	

	     
	
	     

	     
	
	     

	     
	
	

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Pre-assessment checklist – BSBSUS211
	Candidate’ s name:            
Unit of competency:  BSBSUS211 Participate in sustainable work practices
Trainer/assessor:           

Date:           

	Checklist

	Talked to the candidate about the purpose of the assessment
	 Yes 
 No     

	Explained the unit of competency
	 Yes 
 No     

	Discussed the various methods of assessment
	 Yes 
 No     

	In consultation with trainer/assessor, the following assessment methods will be used:

	   Question/answer
	   Observation/Demonstration
	   Log, Journal, Diary

	   Case study
	   Portfolio, work samples
	   Third Party Reports

	   Reports
	
	

	Assessment environment and process

When will assessment occur?       
Where will assessment occur?       
Special needs (if any)       
How many workplace visits are required (if appropriate)?       
What resources are required?      

	Information has been provided on the following:

	   Confidentiality procedures
	   Re-assessment policy
	   Appeals process

	   Regulatory information
	   Authenticity of candidate’ s work

	Discussed self-assessment process
	 Yes 
 No     

	Summarised information and allowed candidate to ask questions
	 Yes 
 No     

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Self-assessment record – BSBSUS211
	Candidate’ s name:       
	Part D

	Unit of competency:  BSBSUS211 Participate in sustainable work practices
Trainer/assessor:      
Date:      

	Tasks
	I do the workplace task…
	Candidate’s comments

	
	…very well
I’m sure I can do the task
	…quite well
I think I can do the task
	…no, or not well
I don’t (or can’t) do the task
	

	I can identify sustainable work practices in own work role
	
	
	
	     

	I can measure current usage of resources in own work role
	
	
	
	     

	I can record and file resource usage documents
	
	
	
	     

	I can identify resource inefficiencies from gathered information
	
	
	
	     

	I can identify and comply with workplace sustainability procedures
	
	
	
	     

	I can identify workplace environmental hazards according to environmental regulations and standards
	
	
	
	     

	I can report any breaches and potential breaches to organisational personnel
	
	
	
	     

	I can Identify areas of improvement to work practices in own work area
	
	
	
	     

	I can consult with colleagues and management to assess potential to improve sustainability of identified work practices
	
	
	
	     

	I can make suggestions for improvements to workplace practices in own work area
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – BSBSUS211 
	Candidate’s name:            

Unit of competency:  BSBSUS211 Participate in sustainable work practices
Trainer/assessor:           

Date:           

	Did the candidate demonstrate the following performance evidence at least once:
	Yes
	No
	N/A

	· Participate in at least three sustainable work practices
	
	
	

	During the above, the candidate must:
	
	
	

	· Identify benefits of sustainable work practices and areas of improvement for sustainable practices in the workplace
	
	
	

	· Identify and apply sustainability legislation and organisational sustainability policies and procedures
	
	
	

	· Participate in and support discussions for improved resource efficiency processes
	
	
	

	· Identify, measure and document usage of resources
	
	
	

	· Collaborate with team members to develop suggestions for improving workplace sustainability practices.
	
	
	

	In the assessment/s of the candidate’s performance evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Knowledge evidence checklist – BSBSUS211
	Candidate’s name:            

Unit of competency:  BSBSUS211 Participate in sustainable work practices
Trainer/assessor:           

Date:           

	Did the candidate show their knowledge of the following?
	Yes
	No
	N/A

	· Environmental and resource hazards and risks
	
	
	

	· Australian and international standards for corporate social sustainability
	
	
	

	· Sustainability regulations and codes of practice applicable to own role
	
	
	

	· Organisational sustainability policies and procedures
	
	
	

	· Reporting channels and procedures to report breaches and potential issues
	
	
	

	· Advantages of sustainable practices in the workplace.
	
	
	

	In the assessment/s of the candidate’s knowledge evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Portfolio of evidence checklist – BSBSUS211 
	Candidate’s name:       
	Part E

	Unit of competency:  BSBSUS211 Participate in sustainable work practices                    

Trainer/assessor:                

Date:                

	Description of evidence to 
include in portfolio
	Assessor’ s comments
	Tick* 

	
	
	V
	S
	C
	A

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


* V = Valid; S = Sufficient: C = Current; A = Authentic
Workplace assessment checklist – BSBSUS211
	Candidate’s name:       
	Part F

	Unit of competency:  BSBSUS211 Participate in sustainable work practices
Trainer/assessor:                

Date:                

	Name of organisation:        
Address:       
Telephone:       
Email:        
Workplace supervisor:       

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Participate in at least three sustainable work practices
	     

	
	Identify benefits of sustainable work practices and areas of improvement for sustainable practices in the workplace
	     

	
	Identify and apply sustainability legislation and organisational sustainability policies and procedures
	     

	
	Participate in and support discussions for improved resource efficiency processes
	     

	
	Identify, measure and document usage of resources
	     

	
	Collaborate with team members to develop suggestions for improving workplace sustainability practices.
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	Environmental and resource hazards and risks
	     

	
	Australian and international standards for corporate social sustainability
	     

	
	Sustainability regulations and codes of practice applicable to own role
	     

	
	Organisational sustainability policies and procedures
	     

	
	Reporting channels and procedures to report breaches and potential issues
	     

	
	Advantages of sustainable practices in the workplace.
	     

	Workplace supervisor’ s signature:
	     
	Date:
	     


	TEIA Ltd

	Observation Checklist/Third Party Report

	This is a confidential report. It is for the perusal of the supervisor, the candidate and the assessor. (Part G)

	Name of candidate:
	     

	Units of competency:
	 BSBSUS211 Participate in sustainable work practices



As part of the assessment for the units of competency above we are seeking evidence to support a judgement about the above candidate’s competence. This report may be completed as either an Assessor Observation Checklist or a Third-Party Report where the candidate has access to a suitable work environment. Multiple reports may be completed where a single person is unable to verify all elements.

Note that assessors may also use this document to record and confirm competency in routine tasks associated with a learning program over an extended period of time, i.e. accumulated evidence.


	This report is being completed as:
	   Assessor Observation

    Third Party Report

	Name of Supervisor:
	     

	Position of Supervisor:
	     

	Workplace:
	     

	Address:
	     

	Telephone:
	     

	Email:
	     

	Has the purpose of the candidate's assessment been explained to you?
	  Yes         No

	Are you aware that the candidate will see a copy of this form?
	  Yes         No

	Are you willing to be contacted should further verification of this statement be required?
	  Yes         No

	What is your relationship to the candidate?
	     

	How long have you worked with the person being assessed?
	     

	How closely do you work with the candidate in the area being assessed?
	     


	What is your experience and/or qualification(s) in the area being assessed? (Include teaching qualifications if relevant.)
	     



	Does the candidate consistently perform the following workplace activities?
	Yes
	No

	Participate in at least three sustainable work practices.
	
	

	Identify benefits of sustainable work practices and areas of improvement for sustainable practices in the workplace
	
	

	Identify and apply sustainability legislation and organisational sustainability policies and procedures
	
	

	Participate in and support discussions for improved resource efficiency processes
	
	

	Identify, measure and document usage of resources
	
	

	Collaborate with team members to develop suggestions for improving workplace sustainability practices.
	
	

	Task 1
· Compile a list of work actions you routinely do to enhance your workplace’s environmental sustainability.
	
	

	Comment (if relevant):
     

	Task 2
· Construct a flowchart to demonstrate the processes used in your workplace to identify potential improvements/needs through its planning stages to implementation.
	
	

	Comment (if relevant):
     

	Does the candidate:
	Yes
	No

	· perform job tasks to industry standards?
	
	

	· manage job tasks effectively?
	
	

	· implement safe working practices?
	
	

	· solve problems on-the-job?
	
	

	· work well with others?
	
	

	· adapt to new tasks?
	
	

	· cope with unusual or non-routine situations?
	
	

	·      
	
	

	Overall, do you believe the candidate performs to the standard required by the units of competency on a consistent basis?
	    No  Yes        

	Identify any further training in this area that the candidate may require:

	     

	Comments:

	     

	Supervisor’s Signature: 
	Date:      


	Record of Assessment 

 BSBSUS211 Participate in sustainable work practices

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Measure sustainable work practices
	      

	1.1 
Identify sustainable work practices in own work role
1.2 
Measure current usage of resources in own work role
1.3 
Record and file resource usage documents
1.4     Identify resource inefficiencies from gathered information
	

	
	

	2. Support sustainable work practices
	      

	2.1 
Identify and comply with workplace sustainability procedures
2.2 
Identify workplace environmental hazards according to environmental regulations and standards
2.3 
Report any breaches and potential breaches to organisational personnel
	

	
	

	3. Seek opportunities to improve sustainable work practices
	      

	3.1 
Identify areas of improvement to work practices in own work area
3.2 
Consult with colleagues and management to assess potential to improve sustainability of identified work practices
3.3 
Make suggestions for improvements to workplace practices in own work area
	

	Does the candidate meet all of the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	


	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent currently       
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


Request for Qualification Issue
As the assessor this course working with this learner, my records indicate the following Statements of Attainment/Qualification should be issued as detailed below:
	Student’s Name:
	 

	Organisation:
	 


Qualification/Statements of Attainment Details

	Statement/s of Attainment
Units of Competency to be issued  

	  
Tick if SOA required
	Full Qualification

ICT20120 Certificate II in Applied Digital Technologies
	
Tick if Qualification required

	
	BSBSUS211* 
Participate in sustainable work practices
	
	BSBSUS211* 
Participate in sustainable work practices

	
	BSBTEC202* 
Use digital technologies to communicate in a work environment
	
	BSBTEC202* 
Use digital technologies to communicate in a work environment

	
	BSBWHS211* 
Contribute to the health and safety of self and others
	
	BSBWHS211* 
Contribute to the health and safety of self and others

	
	ICTICT213* 
Use computer operating systems and hardware
	
	ICTICT213* 
Use computer operating systems and hardware

	
	ICTICT214* 
Operate application software packages
	
	ICTICT214* 
Operate application software packages

	
	ICTICT215*
Operate digital media technology packages
	
	ICTICT215*
Operate digital media technology packages

	
	ICPDMT321
Capture a digital image
	
	ICPDMT321
Capture a digital image

	
	ICTICT216 
Design and create basic organisational documents
	
	ICTICT216 
Design and create basic organisational documents

	
	ICTICT206 
Install software applications
	
	ICTICT206 
Install software applications

	
	ICTICT219 
Interact and resolve queries with ICT clients
	
	ICTICT219 
Interact and resolve queries with ICT clients

	
	ICTICT221 
Identify and use specific industry standard technologies
	
	ICTICT221 
Identify and use specific industry standard technologies

	
	ICTSAS214 
Protect devices from spam and destructive software
	
	ICTSAS214 
Protect devices from spam and destructive software

	
	
	
	

	
	
	
	


Qualification requirements: (6 core units – asterisked – and 6 elective units)

Assessor’s Review 

	As the assessor I have…
	Yes
	No

	Checked that all units of competency listed have been judged Competent.

	
	

	Checked other Training Package requirements have been addressed (e.g. foundation skills, essential elements, etc.)

	
	

	Confirmed Literacy and Numeracy requirements as per qualification have been achieved.
	
	

	Comments:
     


	Assessor’s Name:
	

	Assessor’s Email:
	     
	Assessor’s Telephone:
	     

	Authorised by School/Institution Representative:
	

	Date:
	

	Processed at RTO by:
	     

	Date:
	     


Note:  The issuing of the qualification incurs a fee.  This may change so contact TEIA for the most current arrangement. An invoice will accompany the printed documents and be returned by post to either the candidate or the funding organisation.
Glossary

This glossary explains common terminology used in the VET sector and in this trainer’s and assessor’s guide.

Access and equity: Applying access and equity principles to training and assessment means meeting the individual needs of learners without discriminating in terms of age, gender, ethnicity, disability, sexuality, language, literacy and numeracy level, etc.

Assessment: Assessment means collecting evidence and making decisions as to whether or not a learner has achieved competency. Assessment confirms the learner can perform to the expected workplace standard, as outlined in the units of competency.

Assessment mapping: Assessment mapping ensures assessments meet the requirements of the unit/s of competency through a process of cross-referencing.

Assessment records: Assessment records are the documentation used to record the learner’s evidence of competency.

Assessment tools: Assessment tools are the instruments and procedures used to gather, interpret and evaluate evidence.

AQTF: The AQTF is the Australian Quality Training Framework. It was superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011. 
AQTF standards: The AQTF standards are national standards designed to ensure high-quality training and assessment outcomes. They were superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011.

ASQA: ASQA is the Australian Skills Quality Authority, the national regulator for Australia’s vocational education and training sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met.

Authentic/authenticity: Authenticity is one of the rules of evidence. It means the learner’s work and supporting documents must be genuinely their own.

Competency: Competency relates to the learner’s ability to meet the requirements of the unit/s of competency in terms of skills and knowledge.

Current/currency: Currency is one of the rules of evidence. It means ensuring the learner’s skills and knowledge are up to date.

Delivery plans: Delivery plans are lesson plans that guide the process of instruction for trainers.

Dimensions of competency: The dimensions of competency relate to all aspects of work performance. There are four dimensions of competency: task skills, task management skills, contingency management skills and job/role environment skills.

Fair/fairness: Fairness is one of the principles of assessment. It means assessments must not be discriminatory and must not disadvantage the candidate.

Flexible/flexibility: Flexibility is one of the principles of assessment. It means assessments must meet the candidate’s needs and include an appropriate range of assessment methods.

Knowledge evidence: Knowledge evidence is specified in the unit of competency. It identifies what a person needs to know to perform the work in an informed way.

Performance evidence: Performance evidence is specified in the unit of competency. It describes how the knowledge evidence is applied in the workplace.

Principles of assessment: Principles of assessment ensure quality outcomes. There are four principles of assessment – fair, flexible, valid and reliable.

Recognition: Recognition is an assessment process where learners match their previous training, work or life experience with the performance and knowledge evidence outlined in the units of competency relevant for a qualification.

Reliable/reliability: Reliability is one of the principles of assessment. It means that assessment must have a common interpretation.

Rules of evidence: Rules of evidence guide the collection of evidence. There are four rules of evidence – it must be valid, sufficient, current and authentic.

Skill sets: Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. They build on a relevant qualification.

Standards for NVR Registered Training Organisations 2011: The Standards for NVR Registered Training Organisations superseded the AQTF in some jurisdictions in July 2011. They are designed to ensure nationally consistent, high-quality training and assessment services for the clients of Australia’ s vocational education and training (VET) system.

Sufficient/sufficiency: Sufficiency is one of the rules of evidence. Sufficiency of evidence means there is enough to satisfy the unit/s of competency.

Training and assessment strategy: A training and assessment strategy must be developed by training organisations for all their training programs. It is a framework that guides the learning requirements.

Valid: The term valid relates to the rules of evidence and principles of assessment. It means meeting the unit/s of competency’s performance and knowledge evidence requirements.

Validation of assessment: Validation of assessment means a range of assessors must review, compare and evaluate assessments and assessment processes on a regular basis to ensure they meet the unit/s of competency assessed. The evaluation process must be documented and form part of the RTO’s continuous improvement process.

VET Quality Framework: The VET Quality Framework superseded the AQTF in some jurisdictions in July 2011. It is aimed at achieving greater national consistency in the way providers are registered and monitored and in how standards in the VET sector are enforced.
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