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Course Description

This qualification reflects the role of individuals who use well-developed skills and a broad knowledge base in a
wide variety of contexts. They apply solutions to a defined range of unpredictable problems, and analyse and
evaluate information from a variety of sources. They may provide leadership and guidance to others with some
limited responsibility for the output of others.

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 Il in Customer Contact
or other relevant qualification/s, OR have provided evidence of competency in the majority of units required for
the Certificate Il in Customer Contact or other relevant qualification/s OR have some vocational experience
assisting in a range of support roles without a formal business qualification - for example Call/Contact Centre
Agent, Customer Service Representative, Senior Customer Service Representative or Telesales Representative.

Course Requirements
To complete this course it is expected that you will have access to:
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e A computer with Windows® 95/98 or higher
e Internet
e CD-ROM drive.

Resources Included

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

Course Units

13 units - 7 core units plus 6 elective units

7 core units plus 6 elective units selected from the list below, or from this or any other nationally endorsed
Training Package.

Where elective units are being chosen from another Training Package qualification, up to 2 of the 6 elective units
may be selected from Certificate Ill or Diploma qualifications. The remaining 4 elective units must be chosen from
equivalent level qualifications.

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

Units selected from other Training Packages must not duplicate units selected from or available within the BSB07
Business Services Training Package.

Core Units

Code Description

BSBCCO402A Gather, collate and record information

BSBCUS401A Coordinate implementation of customer service strategies
BSBLED401A Develop teams and individuals

BSBMGT403A Implement continuous improvement

BSBMGT405A Provide personal leadership

BSBOHS407A Monitor a safe workplace

FNSICORG515A Provide mentoring and coaching within the workplace

Elective Units

Code Description
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