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Course Description

This qualification reflects the role of individuals who perform a range of mainly routine tasks, using limited
practical skills and fundamental operational knowledge at an entry level role in a customer contact context. They
work under direct supervision.

Course Duration

Depending on your choice of delivery method you may have up to 24 months to complete this course.

Delivery Methods

Fundamental changes to the Australian workforce in recent years have resulted in employers demanding
increased flexibility in the skill sets of their employees. At the same time, more individuals are taking greater
responsibility for the development and extension of their own skills and knowledge. Prime Learning endeavours
to accommodate those needs with its flexible delivery and qualifications structure allowing enterprises and
individuals to progressively build relevant industry skills and have these recognised.

The following delivery methods are available for this course:

. Classroom (Classes are set with calendar and also rolling intake)
. Workplace (Trainer delivers on site with client)

. Distance Learning (All workbooks sent to client)

. Blended Learning (Periodic Workshops and Distance Learning)
. RPL - Recognised Prior Learning click here for more information

For further customisation, or more information, please contact one of our course advisors on 1800 22 99 33.

Pre-requisites
No previous knowledge or experience is required to undertake this course.

It is preferred that individuals considering this qualification have achieved the Certificate | in Business or other
relevant qualification/s, OR have provided evidence of competency in the majority of units required for the
Certificate | in Business or other relevant qualification/s OR have limited vocational experience assisting in a range
of work settings without a formal business qualification.

Computer Requirements
Throughout the course you will need to have access to a PC or laptop with the following minimum requirements:

e Microsoft Windows (98, Me, 2000, 2003, XP or Vista)
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e Microsoft Word 97 or later

e Adobe Acrobat Reader*

e Access to Internet and Email
e CD-Rom Drive

* Can be downloaded free of charge from www.adobe.com

Resources Included

All of the learning materials and text books required to complete this course will be provided.

Course Units

10 units - 7 core units plus 3 elective units

10 units - 7 core unit plus 3 elective units from either the list below, from an equivalent AQF level qualification in
the BSBO7 Business Services Training Package or any other currently endorsed national Training Package.

Elective units must be relevant to the work outcome, local industry requirements and the qualification level.

Core Units

Unit Code Description

BSBCCO201A Action customer contact

BSBCCO301A Use multiple information systems

BSBCUS301A Deliver and monitor a service to customers
BSBIND101A Work effectively in a contact centre environment
BSBCMM201A Communicate in the workplace

BSBITUT01A Operate a personal computer

BSBOHS201A Participate in OHS processes

Elective Units

Code Description

BSBCCO202A Conduct data collection

BSBCCO302A Deploy customer service field staff

BSBCCO303A Conduct a telemarketing campaign

BSBCCO304A Provide sales solutions to customers

BSBCCO305A Process credit applications

BSBCCO306A Process complex accounts, service severance and defaults
BSBCMM301A Process customer complaints

BSBLED301A I
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