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CVQ  

INTRODUCTION 

  

The Grenada National Training Agency (GNTA) as empowered by the GCTVET Act of 2009 is the 

agency mandated to co-ordinate, facilitate and enable the development and growth of Technical and 

Vocational Education and Training in Grenada Carriacou and Petite Martinique. 

 

The Agency through modes of training intervention intends to help in ensuring that there exists a 

supply of trained and skilled workers to service labour market needs and thereby contribute to higher 

levels of productivity in the Grenadian economy.  The organisation by way of policy seeks to have 

developed and approved occupational standards derived from industry specifications and to guide the 

training, assessment and certification within the Grenada TVET System. 

The Grenada Council for Technical Vocational Education and Training (GCTVET) created by an 

ACT of parliament in 2009 is empowered to approve standards for the award certification leading to 

Caribbean Vocational Qualification (CVQ’s) and National Vocational Qualification (NVQ’s). 

The GNTA has established industry lead groups responsible for vetting standards as well as 

specifying and recommending standards to be approved. 

  

 

ABOUT THIS STANDARD 

  

This is a National Vocational Qualification (NVQ) that has been approved for training and 

certification in Grenada. 

This standard was adapted and approved by the Grenada Council for Technical Vocational Education 

and Training (GCTVET) on 10th February 2015. 

There are some minor modifications made to accommodate the local context; however, the overall 

content of the document is unchanged. 

              

  

  

 

 

 



 

 

CVQ  

QUALIFICATION OVERVIEW 

 

The NVQ Level 2 in Accounting Clerk is for individuals whose role in the accounting field requires 

well developed behavioural competencies but whose scope for independent decision making and for 

bringing about change is unlimited.  

 

They are likely to be in roles where they are required to: 

● Maintain petty cash account 

● Process payment documentation 

● Reconcile and monitor accounts receivable  

● Maintain main bank account 

● Process customer accounts 

● Process application for credit 

 

Normally persons working at Level 2 should be able to competently carry out simple and complex 
routine work activities and to collaborate with others. The qualification covers competencies by 
providing services in accounting as indicated in the competency standard. 
 

Relevant occupations include: 

● Accounts Clerk 

● Cashier 

● Sales Clerk 

 

The holders of this qualification will demonstrate a range of personal presentations and 

demonstrations of team work skills and literacy skills. To achieve this qualification all core units 

must be achieved. Any elective completed will be awarded unit statement of competency. The 

nominal training hours are a guide for planning the delivery of training programmes.  

 

 Please note that certification can be gained through formal training or on the job experience by 

scheduling assessments with the Grenada National Training Agency (GNTA) certified assessors. 
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Packaging of Competency Standards for National Qualifications 
 
 

FSF20209 NVQ Level II Accounting Clerk 
 

 
 

Unit Code Unit Title Core/Elective Hours 
FSFCOR0011B Work within a financial services context Core 10 
FSFCOR0021A Apply principles of professional practices to work in the 

financial services industry 
Core 10 

FSFCOR0031A Communicate in the workplace Core 10 
FSFCOR0041A Use technology in the workplace Core 20 
BSBCOR0011A Prepare for work Core 10 
FSFCOR0051B Work with others Core 20 
FSFCOR0061A Apply health and safety practices in the workplace Core 10 
FSFCOR0071A Participate in formal communication processes Core 10 
FSFCOR0091A Contribute to the effectiveness of the work flow Core 10 
FSFCUS0661A Provide quality customer service Core 20 
FSFCUS0191B Deliver a professional service to customers Core 15 
ITICOR0231A Operate a personal computer Core 20 
ITIDAT0171A Operate a spreadsheet application (basic) Core 20 
ITICOR0271B Send and retrieve information via the Internet Core 30 
ITIDAT1072A Operate a spreadsheet application (advance) Core 20 
ITIDAT1082B Operate a word processing application (advance) Core 20 
ITIDAT0332A Operate accounting applications Core 20 
FSFACC0312A Prepare, match and process receipts Core 10 
FSFACC0332A Process payment documentation Core 10 
FSFACC0342A Process journal entries Core 10 
FSFACC0482B Maintain petty cash account Core 15 
FSFACC0352B Reconcile and monitor accounts receivable Core 20 
FSFACC0302B Administer accounts payable Core 30 
FSFACC0362B Record and account for cash transactions Core 30 
FSFACC0372A Record and account for credit transactions Core 30 
FSBRFS0092A Balance cash holdings Core 20 
FSFRFS0102A Maintain main bank account Core 10 
FSFRFS0052A Process customer accounts Core 10 
FSFCRD0012A Process application for credit Core 10 
FSFACC0402A Prepare ledger balances and initial trial balance Core 30 
FSFACC0382A Maintain daily financial/business records Core 10 
FSFACC0392B Process and record payroll transactions Core 30 
FSFACC0122A Prepare statutory and non-statutory returns Core 20 
FSFLIT0092A Facilitate customer understanding of personal financial 

statements 
Core 20 

FSBRFS0022A Handle foreign currency transactions Elective 20 
BSBSBM0012A Craft personal entrepreneurial strategy Elective 50 
FSBRFS0012A Administer credit and debit card services Elective 15 
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FSF20209: NVQ Level II Accounting Clerk 
 

 
Unit Code Unit Title Core/Elective Hours 
FSFCRD0032A Monitor and control accounts Elective 10 
FSFACC0142A Administer fixed asset register Elective 20 
FSFRFS0032A Monitor and manage transactions Elective 10 
BSBMKP0322A Identify marketing opportunities Elective 20 
BSSREO0092A Merchandise products Elective 35 

FSFCRD0043A Evaluate credit applications Elective 20 
FSFFIN0083A Solve workplace problems Elective 15 
FSFACC0603A Maintain financial records Elective 10 
FSFACC0363A Evaluate and authorize payment requests Elective 10 
FSFACC0443A Produce job costing information Elective 20 
FSFACC0453A Draft financial statements (Accounting practice, 

Industry and Commerce) 
Elective 30 

 

To achieve this qualification ALL CORE competency standards and a minimum of any three (3) Level 2 
and any three (3) Level 3 electives must be achieved. 

 
Nominal Training Hours (Institutional Delivery) include total hours of Core competencies and Electives 
selected. 

 

 
Legend to Unit Code 

 

Example: ITCCCO0252A 
 

IT C CCO 025 2 A 
 

 

Industry Version Control 
 

Sector National Qualification Level 
 

Sub-sector Competency Number 
 

 
 

Key: COR – Core; RFS – Retail Financial Services; DAT – Data Operation; CUS – Customer 
Service; ACC – Accounts; MED – Multimedia; LIT - Financial Literacy; 
CRD – Credit/Lending Services; SBM – Small Business Management; FSF – Financial 
Services (Finance); ITI Information Technology (Information); ITC Information Technology 
and (Communication); BSB – Business Services (Business); ORG – Organizational Skills; 
BSS Business Services (Service); REO – Retail Operations; MKP – Marketing and 
Promotions 
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FSFACC0302B: Administer accounts payable 
 

Competency Descriptor: 
 

 
This unit describes those functions associated with 

the remittance of payments to sundry creditors. 
 
 

Competency Field: Accounting 
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Distribute creditors invoices for 
authorisation 

1.1 Discrepancies are identified and rectified. 
 
 
 

1.2 Invoices are encoded correctly. 

 
1.3 Liaison is undertaken with appropriate personnel. 

 
1.4 Authorisation for payment is obtained. 

 

2. Prepare cheque requisition for 
authorisation 

2.1 Invoices are authorised in accordance with organisation's 
policies and procedures. 

 
2.2 Cheque requisition is correctly drawn up and authorized. 

 
2.3 General ledger to be drawn against is identified. 

 
2.4 Correct account is debited in a timely manner and in 

accordance with government requirements. 
 

3. Remit payment 3.1 Creditors’ payments are prepared in an accurate manner. 

 
3.2 Postage is prepared and payment made in a timely 

manner. 

 
4. Prepare accounts paid report 4.1 Data is collected and entered onto spreadsheet giving 

details of creditors and amounts paid. 

 
4.2 Report on accounts paid is prepared for ratification by 

appropriate management. 

 
5. Reconcile balances outstanding 5.1 Statements of outstanding balances are sought from 

suppliers where required. 

 
5.2 Balances outstanding are reconciled to invoices received. 
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RANGE STATEMENT   

This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. Evidence is most relevant when provided through an integrated activity, which combines the 
elements of competency for the unit, or a cluster of units of competency. 

 

Appropriate personnel may include : 
 
• accounting personnel 

• business/unit or departmental managers 

Relevant legislation and compliance requirements 
may include: 

 
• Consumer Credit Code 

• Privacy Act 

• Secrecy Laws 

• Codes of practice 

• Consumer Affairs Commission 

• Fair Trading Commission 

• Financial Institutions (FI) Code 

• Electronic Funds Transfer (EFT) code of 
conduct 

• Financial Reporting Requirement 

• Corporate Law 

• Commercial Tenancies Act 

• Land Tax Assessment Act 

• Payroll Tax Assessment Act 

• Stamp Duties Act 
 
 

Organisation's policies and procedures may relate 
to: 

 
• policies and procedures for the preparing, 

certification and authorisation of invoices, 
payments and cheque requisitions 

• the terms and conditions associated with 
payments to sundry creditors 

Appropriate management would depend on 
industry and company requirements, and may 
include: 

 
• the Board of Directors or a designated group 

from the Board of Directors (e.g. the Executive) 
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EVIDENCE GUIDE   

 
The Evidence Guide is a guideline which assists in the development of assessment instruments / tools to 
assess the competency of workers. This requires evidence of consistent achievement of the workplace 
outcomes covered by the unit. 

 

 
(1) Critical Aspects of Evidence 

 
• thorough checking of invoices, remittance payments and balances outstanding 

• sound knowledge of relevant legislation 

• sound communication skills in liasing with departmental managers, creditors/suppliers 

• demonstrated understanding of bank account reconciliation process 

• demonstrated ability to use relevant data entry and office equipment 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• accounting principles and practices 

• use of financial spread sheets 

• systems knowledge and familiarity 

• accounting principles 

• business communication 

• business law 

• business accounting 

• working environment 

• information technology 

Skills 
The ability to: 

 
• demonstrate accounting skills 

• demonstrate skills in using financial 
spreadsheets 

• demonstrate written and verbal communication 
skills 

• demonstrate reporting skills 

• demonstrate problem solving skills 

• demonstrate numeracy skills 

• demonstrate planning and organising skills 
 
 
 

(4) Resource Implications 
 

Assessment of this unit of competence requires: 
 

• access to company policies and practices 

• relevant information technology (IT) systems and the databases of the financial services 
company 
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(5) Method of Assessment 
 

Assessment of this unit of competence will usually include: 
 

• observation of processes and procedures 

• oral and/or written questioning on underpinning knowledge and skills and other methods 
as required 

• case study 

• practical demonstration 
 

 
(6) Context of Assessment 

 
Assessment of performance requirements in the unit must be undertaken in an industry context. 
Aspects of competency, including attainment of relevant knowledge and skills, may be assessed 
through practical demonstration in the workplace or in an industry approved simulated work 
environment. 

 

 
 

CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
•

 
• 

Carries out established 
processes 

Makes judgement of 
quality using given 
criteria 

•

• 
Manages process 

Selects the criteria for 

the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 1  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0142A: Administer fixed asset register 
 

Competency Descriptor: This unit describes those functions associated with the maintenance of 

capital expenditure items. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Reconcile asset register to 
general ledgers 

1.1 All expenditure items are reconciled in accordance with 
organisations policies, procedures and practices. 

 
1.2 Discrepancies are identified and actioned according to 

organisations policies, procedures and practices. 

 
1.3 Transfers between departments are recorded. 

 

2 Recognise new assets and 
asset categories 

2.1 New asset categories are identified. 
 

 
2.2 Pro-forma for input of asset details is prepared and 

processed within the month of purchase. 
 

3 Calculate depreciation 3.1 Depreciation expense is updated regularly according to 
depreciation schedule. 

 
3.2 Preparation of journals is done on a timely basis. 

 
4 Record disposal of assets 4.1 All disposals are recorded in the fixed assets register, 

taking into account proceeds and depreciation to be written 
back. 

 
4.2 Proper transfer of ownership of asset is done. 

 

5 Prepare schedules and ad hoc 
reports 

5.1 Spreadsheets and reconciliations are prepared in 
accordance with annual tax schedule, with allowance made 
for permanent differences. 

 
5.2 Spreadsheets/ad hoc reports are prepared as requested. 
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RANGE STATEMENT   
 

Expenditure items may include: 
 
• assets at cost 

• accumulated department's expense items 

Ad hoc reports/spreadsheets may include: 
 

Those prepared in relation to a range of capital 
expenditure items such as: 

 
• those prepared in relation to a range of capital 

expenditure items such as: 

• total purchase and disposal for a period 

• depreciation schedule 

• location asset list 
 
 

Relevant legislation may include but not limited to: 
 
• Consumer 

• Consumer Credit Code 

• Privacy Act 

• Secrecy Laws 

• codes of practice 

• Fair Trading Competition (FTC) 

• Financial Institutions (FI) Code 

• Electronic Funds Transfer (EFT) Code of 
Conduct 

• Financial Transaction Reports Act 

• Cheques and Payment Orders act 

• Corporate Law 

• Commercial Tenancies Act 

• Land Tax Assessment Act 

• Prescribed Payments Act 

• Payroll Tax Assessment Act 

• Stamp Duties Act 

• Taxation Assessment Act 

• Bills of Exchange Act 

Procedures and practice may include: 

 
• established policies 

• procedures and practices relating to 
maintenance of capital expenditure items 

• preparation of reconciliation reports 
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EVIDENCE GUIDE   

Assessment of performance requirements in the unit should be undertaken in an industry context. 
Competency is demonstrated by performance of all stated criteria according to the Range of Variables 
applicable to the workplace. 
This unit may be assessed independently. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• thorough checking of transaction details and reconciliation reports 

• sound knowledge of relevant legislation 

• effective communication skills 

• thorough understanding of reconciliation processes 

• thorough understanding of depreciation schedules 

• familiarity with fixed asset register software 

• ability to use relevant data entry and office equipment 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 
(3) Underpinning Knowledge and Skills 

 
Knowledge 
Knowledge of: 

 
• fixed asset register software 

• information systems including spreadsheets 

• general ledgers 

• accounting principles 

• business communication 

• business law and business accounting 

• the working environment 

• information technology 
 

Skills 
The ability to: 

 
• demonstrate organising, planning and controlling skills 

• demonstrate reporting skills 

• demonstrate problem solving skills 

• conduct research 

• demonstrate observation and analysis skills 

• demonstrate written and verbal communication skills 

• demonstrate numeracy skills 
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(4) Resource Implications 
 

Assessment of this unit of competence requires: 
 

• access to company policies and practices 
 

(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. Assessment of this unit of competence will usually 
include observation of processes and procedures, oral and/or written questioning on underpinning 
knowledge and skills and other methods as required. 

 
(6) Context of Assessment 

 
This unit may be assessed in the workplace or in a simulated environment 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCOR0061A: Apply health and safety practices in the workplace 
 

Competency Descriptor: This unit covers the competency to work safely in a financial services 

environment and follow sound occupational health practices at work. 
 
 

Competency Field: Financial Service 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Follow workplace safety 
procedures 

1.1 Health and safety procedures are applied at all times when 
carrying out daily work routines in the workplace. 

 
1.2 Safe practices for working with computers and other 

screen-based equipment are followed at all times. 

 
1.3 Work is conducted within ergonomic guidelines. 

 
1.4 Hazard warnings and safety signs are recognised and 

observed. 

 
1.5 All hazardous materials and equipment are handled in 

accordance with manufacturer's guidelines and specified 
safe handling guidelines. 

 
1.6 Safe manual handling techniques and safe equipment 

operation techniques are employed at all times. 

 
1.7 Work areas are kept clean and free from obstacles. 

 

2. Contribute to occupational health 
and safety at work 

2.1 OH&S issues are raised with designated personnel in 
accordance with workplace procedures and relevant 
legislation. 

 
2.2 Contributions are made to health and safety management 

in the workplace in accordance with the organisation's 
policies and procedures and within the scope of the 
employee's responsibility and competencies. 

 

3. Identify and follow workplace 
procedures for hazard control 
and other emergency situations 

3.1 Hazards in the work area are recognised and reported to 
appropriate people following workplace procedures. 

 

 
3.2 Workplace procedures and instructions for assessing and 

controlling risks are followed accurately. 

 
3.3 Workplace procedures for dealing with incidents/accidents, 

fire and emergencies are followed whenever necessary. 

 
3.4 Workplace emergency first aid procedures are followed. 
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RANGE STATEMENT   
 

Workplace may include but not limited to: 

 
• corporate and company offices, factories or 

sites 

• home offices 

• rented accommodation 

• offices, property, or dwellings of clients 

• motor vehicles or other transportation 

Safe practices for working with computers and 
other screen based equipment may include but not 
limited to: 

 
• taking breaks 

• ergonomic seating (correct height and 
positioning) 

• techniques for avoiding eye strain (brightness, 
avoiding reflections, resting eyes) 

 
 

Ergonomic guidelines may specify but not limited 
to: 

 
• the types of equipment used 

• appropriate furniture 

• safe usage time 

• seating posture 

• visual display unit screen brightness 

Hazard warnings and safety signs may include but 
not limited to: 

 
• internationally recognised safety signs and 

hazard warnings 

• industry recognised safety signs and hazard 
warnings 

 
 

Hazardous materials and equipment may include 
but not limited to: 

 
• faulty equipment 

• chemicals 

• electrical faults 

• loose fixtures 

• plant or equipment 

• motor vehicles 

• obstacles and obstructions 

Safe handling guidelines and safe manual handling 
may include but not limited to: 

 
• those specified in legislation 

• company guidelines 

• procedures manuals 

• equipment operating manuals 

• safety information documents 

 
 

Designated personnel may include but not limited 
to: 

 
• health and safety officers 

• supervisors and managers 

• staff designated as health and safety 
representatives 

Legislation may include: 
 
• legislation and regulations relating to OH&S 

 
 

Incidents/accidents, fire and emergencies may include but not limited to: 
 
• falls 

• fire 

• bomb threats 

• criminal activity 

• electrical faults 
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EVIDENCE GUIDE   

The Evidence Guide is a guideline, which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services industry. This requires evidence of consistent 
achievement of the workplace outcomes covered in the unit. 

 
Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 

 
(1) Critical Aspects of Evidence 

 
• ability to work without causing harm to themselves or to other workers 

• ability to identify workplace hazards, demonstrate what should be done in cases of 
emergency, and contribute to the workplace strategy for managing the safety and health of 
the organization 

• knowledge of health and safety legislation, guidelines and procedures 

• identification (evidence of understanding) of symbols used for Health and Safety signs 

• demonstrated knowledge of emergency procedures 

• demonstrated knowledge of safe work practices, including ergonomics requirements 

• demonstrated ability to recognize and avoid potentially hazardous situations 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• knowledge of health and safety legislation and responsibilities of employees and employers 

• knowledge of safe working practices especially working with screen based equipment 

• knowledge and understanding of hazard signs and safety symbols 

• knowledge of emergency procedures including procedures for fire, accident and risk control 

• knowledge of communication techniques 
 

Skills 
The ability to: 

 
• use equipment 

• demonstrate literacy skills in interpretation of signs and symbols 

• identify hazards and refer them to appropriate personnel 

• communicate effectively 
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FSFCOR0061A Apply health and safety practices in the workplace 

 

 

 
 

(4) Resource Implications 
 

Assessment of this unit of competence requires: 
 

• access to the workplace and the usual OH&S resources available in the workplace 

• availability of qualified assessors 

• systems which facilitate recording of trainees’ profiles and profiles 

• facilities for workplace or simulated environment assessment 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
This unit may be assessed in the workplace, a training organisation or a combination of both. 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 1  
Plan and organise activities Level 2  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCOR0021A Apply principles of professional practice to work in the financial 

services industry 

 

 

 

 

FSFCOR0021A: Apply principles of professional practice to work in 

the financial services industry 
 

Competency Descriptor: This unit covers the fundamental skills needed for employment and the 

application of industry and company procedures, guidelines, policies and 

standards in a daily work context within the financial services industry. 
 
 

Competency Field: Financial Service 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Identify the scope, sectors and 
responsibilities of the industry 

1.1 External forces impacting on the financial services industry 
are identified and considered in carrying out activities. 

 
1.2 The main sectors of the financial services industry and the 

inter-relationship between sectors are identified and 
considered in carrying out activities. 

 
1.3 The roles and responsibilities of the participants in the 

financial services industry are identified and considered in 
carrying out activities. 

 

2 Identify and apply financial 
services industry guidelines, 
procedures and legislation 

2.1 Information on relevant legislation, regulations and codes of 
practice is collected and analysed and the application to the 
role in the workplace determined. 

 
2.2 Work practice is clarified and refined in light of relevant 

legislation, regulations and codes of practice. 

 
2.3 Relevant codes of practice are used to guide an ethical 

approach to workplace practice and decisions. 
 

3 Manage information 3.1 Relevant documents and reports are read, understood and 
any implications discussed with relevant persons. 

 
3.2 Documents, reports, data and numerical calculations are 

analysed, checked, evaluated and organised to meet the 
customer's and/or the organisation's requirements. 

 
3.3 Information is presented in a format appropriate for the 

audience. 
 

4 Plan work to be completed 
taking into consideration time, 
resources and other constraints 

4.1 Tasks to be done and relevant conditions are determined. 
 

 
 
 

4.2 Work is planned either working alone or with others. 
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FSFCOR0021A Apply principles of professional practice to work in the financial 

services industry 

 

 

 
 

 
4.3 Work is planned for a given period managing resources, 

time and priorities. 

 
4.4 Contributions are made to organisation's planning process. 

 
4.5 Changes in technology and work organization are adapted 

to. 
 

5 Develop and maintain personal 
competency 

5.1 Professional development needs and goals are identified 
and reviewed on a regular basis. 

 
5.2 Competency, authorisation and licensing requirements are 

clarified. 

 
5.3 Professional development opportunities that reflect needs 

and goals are sought and completed in an agreed upon 
timeframe. 

 

RANGE STATEMENTS   
 

External forces may include but not limited to: 
 
• value of the dollar 

• interest rates 

• political climate 

• economic climate 

• media, press and public relations reports 

Calculations may include: 

• insurance premiums 

• tax 

• bank balances, reconciliations 

• interest 

• income expected 

• payments 

• forecasts of capital growth 

• profits forecasts 

Main sectors may include but not limited to: 
 
• accounting 

• insurance 

• retail financial services 

• lending services 

• banking 

• financial planning 

• credit management 

• credit and lending services 

• mercantile management 

• finance and mortgage broking 

• conveyancing 

• risk management 

• loss adjusting 

• worker compensation 

• financial markets 
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Legislation, regulations and codes of practice may include: 
 

• industry codes of practice 

• occupational health and safety (OH&S) legislation 

• anti-discrimination legislation 

• consumer credit code 

• privacy act 

• legislation covering competition, prudential regulation 

• finance code 

• International Accounting Standards 
 
 

Philosophy and ethical standards may include: 
 

• maintaining confidentiality 

• use of company property, resources and 
authority 

• duty of care 

• non-discriminatory practices 

• conflict of interest 

• full disclosure of remuneration/fees and other 
conflicts of interest which may influence the 
adviser's recommendation 

• good faith 

• mission statements 

• induction program 

• guidance from supervisor 

• acceptance of gifts 

Format appropriate for the audience may include: 
 

• in person 

• by telephone, facsimile or other electronic 
means 

• written document 

• application form 
 

 
Professional development opportunities may 
include: 

 
• professional workshops 

• community courses 

• in-house programs 

• coaching and mentoring 

• conferences 

• e-learning 
 
 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 

 
(1) Critical Aspects and Evidence 

 
• knowledge of products and services provided by sector 

• knowledge of relevant legislation, regulations and industry codes of practice applicable to the 
workplace 

• ability to analyse, evaluate and organise relevant information 

• ability to plan work taking into account any constraints and available resources 

• ability to identify and evaluate professional development opportunities 
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(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• knowledge of industry and company 

policies and procedures in regard to 
customer service and administration 

• knowledge of the economic and political 
climate relating to the financial industry 

• knowledge of relevant legislation and 
statutory requirements and industry 
codes of practice including Consumer 
Credit Code, Privacy Act, Credit Act 

• basic communication techniques such 
as questioning, listening and giving 
feedback over the phone, face to face, 
one to one, or in a small group 

• knowledge of industry/company security 
practices and knowledge of the reasons 
for such practices 

• knowledge of internal administration 
systems such as basic accounting 
systems and databases, software 
programs 

• knowledge of technology and computer 
systems and software usage 

Skill 
The ability to: 

 
• demonstrate basic communication skills 

in terms of literacy skills, written 
documentation, telephone skills, listening 
and questioning 

• demonstrate basic interpersonal and 
communication skills (including listening 
and questioning) 

• demonstrate administrative skills such as 
managing information, appropriate filing, 
documentation and coordinator of tasks 
and time management 

• demonstrate basic numeracy skills 
including use of appropriate software, 
databases and computer and keyboards 
skills 

• demonstrate referral skills 

 
 

(4) Resource Implications 
 

• access to appropriate technology and software 
 

(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 
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(6) Context of Assessment 
 

• This unit may be assessed in the workplace or a simulated environment. 
 

 

CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2 Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 2  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSBRFS0092A: Balance cash holdings 
 

Competency Descriptor: This unit describes those functions involved in balancing cash 

holdings including clearing registers, counting money, calculating 

non-cash transactions and reconciling takings . 
 

 

Competency Field: Retail Finance (Banking) 
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

 
1. Maintain accurate cash floats 1.1 Cash in drawer is maintained in accordance with 

organisations  policies and procedures. 

 
1.2 Regular cash transaction processing and proofings  are 

conducted within specified timeframes  and recorded 

appropriately. 

 
1.3 Cash withdrawn  and deposited is checked for accuracy. 

 
1.4 Cash at close of business is counted in accordance with 

organisations policies and procedures and discrepancies 

are investigated  and corrected in order to balance float. 

 
1.5 Cash within branch budget  is maintained within limits. 

 
2. Remove  receipts from terminal 2.1 Terminal  balances are performed  in line with organisations 

policies and procedures. 

 
2.2 Cash is supplied to terminal  according to organisations 

policies and procedures  and float is separated from takings 

prior to balancing  procedures. 

 
2.3 Terminal  information is recorded appropriately  after 

accurate checking. 

 
2.4 Security policies and procedures  are followed  in the 

removal  and transportation of cash (including cash float) 

and non-cash  documents. 
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3. Reconcile takings 3.1 Cash and non-cash documents are correctly counted/ 

calculated. 

 
3.2 Terminal  reading and sum of cash and non-cash 

transactions are compared appropriately  to achieve 

balance. 

 
3.3 Records of individual  takings are recorded  accurately and 

in accordance with organisations  policies and procedures. 
 

 

RANGE STATEM ENT   

 
The Range Statement relates to the unit of competency as a whole. It allows for different  work 

environments  and situations that may affect performance.  Essential operating conditions that may be 

present with training and assessment (depending  on the work situation, needs of the candidate, 

accessibility of the item, and local industry contexts) may also be included. 
 
 

Terminal  includes: 

 
• a range manual or electronic equipment  used 

for the deposit and withdrawal  of cash and 

non cash documents 

Cash in drawer includes: 

 
• notes and coins held in manual cash holding 

devices 

 
 

Security policies and procedures  includes: 

 
• organisational  policies and procedures  that 

specifically refer to the securing and safe 

handling and transport of money and non- 

cash transactions 

Organisation's  policies and procedures  include 

policies and procedures  relating to: 

 
• terminal balancing and security 

• neatness and tidiness of cash in drawer 

• time frames for processing transactions  and 
periodic and end of day balances 

• recording  of discrepancies 

• timeframe for lodging receipts 
 
 

Non-cash documents or transactions may include 

but not limited to: 

 
• credit/debit  cards 

• cheques 

• EFT (Electronic Funds Transfer) 

Accurate recording  of information  may require 

recording  on: 

 
• proformas 

• permanent  hard copy 

• duplicate or triplicate copies 
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 EVIDENCE GUIDE   
 

Competence in this unit must be assessed over  a period of time in order to ensure consistency of 

performance  over the Range  of Variables  and contexts applicable to the work  environment. 

This unit may be assessed on its own or it may be assessed with other units that cover  related skills and 

knowledge. 

 
Evidence  is most relevant  when provided  through an integrated activity , which combines the elements of 

competency for the unit, or a cluster of units of competency 
 

 
(1) Critical Aspects  of Evidence 

 
To achieve  competency in this unit, a person must be able to demonstrate: 

 
• accurate daily balancing of cash holdings in accordance with the organisation's  requirements 

and procedures 

• demonstrated ability to precisely check cash and non-cash transactions 

• basic knowledge of relevant  legislation 

• implementation of cash balancing procedures  in accordance with industry codes of practice 

and company policy 

• ability to use relevant  data entry, terminal and office equipment 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 

 
Knowledge 

Knowledge  of: 

 
Relevant  legislation and statutory requirements  including: 

 
• Privacy Act 

• Secrecy Laws 

• codes of practice 

• Fair Competition  Act 

• Consumer  Affairs  Commission (CAC) 

• Financial Institutions (FI) Code 

• Electronic Funds Transfer  (EFT) Code of Conduct 

• Financial Transaction Reports  Act 

• Cheques  and Payment Orders  Act 

• Knowledge  of security checking procedures 

• introductory knowledge  of the finance industry, business communication, accounting 
principles and business law 

• Knowledge  of customer relations and customer service 

 
Knowledge  in the operation and maintenance of equipment  which may include: 

 
• keyboard  skills 

• security  equipment 

• terminals 

• numerical  displays boards 

• calculators 

• scanners 

 
Policies and procedures  in regard to: 

 
• terminal balance 

• cash and non-cash transactions security 

• cash float 

• operation of equipment  used at terminal 
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Skills 

The ability to: 

 
• demonstrate  literacy skills in regard to written documentation 

• demonstrate  communication skills 

• demonstrate  numeracy skills in regard to cash handling 

• demonstrate  problem  solving skills 

• demonstrate  time management  skills 

 
(4.) Resource  Implications 

 
Assessment of this unit of competence requires : 

 
• access to company policies and practises, 

• relevant  IT systems 

• the databases  of the financial services  company 
 

 
(5.) Method of Assessment 

 
Assessment of this unit of competence will usually include: 

• observation  of processes and procedures 

• oral and/or written questioning on underpinning  knowledge and skills 

• third party report 

• practical demonstration 
 

 
(6.) Context of Assessment 

 
This unit may be assessed in the workplace or in a simulated environment. 
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CRITICAL EMPLOYABILITY SKILLS 

Three  levels of performance  denote level of competency required  to perform  a task.  These levels do not 

relate to the GCTVET Qualifications  Framework.   They relate to the seven  areas of generic competency 

that underpin  effective  workplace practices. 
 

 
Levels  of Competency 

Level  1. Level  2. Level  3. 
• Carries  out • Manages  process • Establishes principles and procedures 

 established  processes • Selects the criteria for • Evaluates  and reshapes  process 
• Makes judgement  of the evaluation  process • Establishes criteria for evaluation 

quality using given 
criteria 

 
Collect, analyse and organise information Level 2  
Communicate  ideas and information Level 1  
Plan and organise  activities Level 2  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 2  
Solve  problems Level 2  
Use technology Level 1  

 

Please refer to the Assessment Guidelines  for advice on how to use the Critical Employability Skills. 
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FSFCOR0031A: Communicate in the workplace 
 

Competency Descriptor: This unit covers the fundamental communication skills needed to 

work in any sector of the finance industry. It includes the skills 

needed for interacting with customers, internal and external, and for 

giving, receiving and recording information. 
 
 

Competency Field: Financial Service 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Use a range of techniques to 
gain workplace information 

1.1 Instructions are followed and, where necessary, questions 
are asked to clarify what is required. 

 
1.2 Information is accessed from record systems and used 

according to instructions. 

 
1.3 Organisational procedures and policies related to 

workplace information are understood and implemented 
appropriately. 

 
1.4 Information is acquired and used appropriately for its 

purpose. 

 
1.5 Information is received orally using effective telephone 

techniques where necessary. 

 
1.6 Clarification is sought from appropriate personnel, as 

required. 
 

2. Communicate information to 
others using a range of 
techniques 

2.1 Clear speech and language appropriate to the audience are 
used when communicating information. 

 

 
2.2 Information is accurately conveyed. 

 
2.3 Understanding of information is confirmed. 

 
2.4 Contributions are made to team discussions and informal 

meetings. 

 
2.5 Routine correspondence is prepared following industry and 

organisation standards. 

 
2.6 Numbers are used to carry out calculations as required. 
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3. Interact with others to achieve 
workplace outcomes 

3.1 Effective verbal and non-verbal communication techniques 
are used to convey messages and information. 

 
3.2 Communication with people from diverse backgrounds is 

based on respect and sensitivity. 

 
3.3 Own role in achieving workplace outcome is defined. 

 
3.4 Cooperation and negotiation skills are used to fulfil 

workplace requirements and solve problems. 

 
3.5 Constructive contributions are made to group decision- 

making processes. 
 

4. Record workplace information 
as required 

4.1 Workplace forms and documents are completed, either 
manually or electronically, in a clear, concise and easy to 
read format. 

 
4.2 Workplace records are kept up-to-date. 

 

RANGE STATEMENT   

 

Instructions may be: 
 
• given orally or in writing 

• tasks to be completed 

• policies and procedures to be followed 

Record systems may be: 
 
• work unit or centralised 

• active or archived 

• paper based or electronic 
 
 

Organisational policies and procedures may be: 
 
• mission statements 

• induction manuals 

• procedures manuals 

• policy statements 

• customer service statements 

• memorandums 

• occupational health and safety manuals 

• general workplace documents 

• complaint and grievance procedures 

• franchise agreements 

• operating manuals 

• company codes of practice 

Information may be: 
 
• oral communication 

• formal or information messages 

• customer details 

• queries 

• written communication 

• tables and charts, such as budgets, accounts 

• diagrams, pie charts, graphs 

• performance charts 

• sales charts 
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Appropriate personnel may be: 
 
• managers or supervisors 

• peer support officers 

• senior colleagues 

• other personnel with special expertise as 
appropriate 

 
Routine correspondence may be: 

 
• memos, letters, notes, records 

Communication techniques may include: 
 
• face to face 

• written communications such as emails, 
memos, written messages, letters, notices 

• technology based including telephone, fax and 
computer 

• verbal 

• non-verbal 

 
 

Diverse backgrounds may include: 
 
• culture 

• language 

• race 

• religion 

• ethnic origin 

• socio-economic status 

• age, sex 

Forms and documents may be: 
 
• memoranda 

• letters 

• incident forms 

• brief reports 

• applications forms 

• complaints forms 

 

 
 

EVIDENCE GUIDE   

The Evidence Guide is a guideline, which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services Industry sector. This requires evidence of 
consistent achievement of the workplace outcomes covered by the unit. 

 
(1) Critical Aspects of Evidence 

 
• completion of a range of communications tasks 

• demonstrating effective techniques 

• accurate receivable and transmission of workplace information 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
 

• knowledge of company policies and 
procedures in regard to customer 
service, communications, 
correspondence, recording of 
information and messages, 
administration 

• knowledge of effective communication 
techniques 

• knowledge of types of correspondence 
used in the workplace 

Skills 
The ability to: 

 
• basic listening and questioning techniques 

• telephone techniques 

• speaking clearly and directly 

• use of basic software 

• interpersonal skills 

• negotiation skills 

• calculation skills 

 
 

(4) Resource Implications 
 

• Assessment of this unit of competence requires access to workplace documents, policies and 
procedures, computers and other office equipment. 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
This unit may be assessed at work, in a simulated work environment or a combination of these 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCOR0091A Contribute to the effectiveness of the work flow 
 
 

FSFCOR0091A: Contribute to the effectiveness of the work flow 
 

Competency Descriptor: This unit relates to the knowledge and skills required to contribute to the 

effectiveness of the workflow within the financial services industry. 
 
 

Competency Field: Financial Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Plan and organise own work 
schedule 

1.1 Routine and unexpected tasks are identified and 
prioritised according to organisational procedures. 

 
1.2 Appropriate planning aids are used to schedule work. 

 
1.3 Where priorities change work schedules are adapted 

accordingly. 

 
1.4 Difficulties encountered in meeting deadlines are 

promptly reported to the appropriate person. 

 
1.5 Assistance is sought where necessary to meet specific 

demands and deadlines. 
 

2. Obtain and organise 
information in support of own 
work activities 

2.1 Up to date information, relevant to own area of 
responsibility is obtained and maintained. 

 

 
2.2 Information held and maintained is relevant and sufficient 

for work activities. 

 
2.3 Sources of information are regularly reviewed for 

usefulness and relevance. 

 
2.4 Information is organised into a suitable form to aid work 

activities. 

 
2.5 Confidentiality of information is maintained in accordance 

with organisational procedures. 
 

3. Obtain and maintain physical 
resources to carry out own 
work 

3.1 Resources obtained effectively meet requirements of own 
work. 

 

 
3.2 Resources are stored safely and securely and are 

located to provide easy and quick access. 
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FSFCOR0091A Contribute to the effectiveness of the work flow 
 

 
 
 

3.3 Resources are obtained in accordance with 
organisational procedures. 

3.4 Damaged or unwanted resource items are dealt with 
in accordance with organisational procedures. 

 

RANGE STATEMENTS   
 

Planning aids include but not limited to: 
 
• diaries 

• schedules 

• action plans 
 

Resources include but not limited to: 
 
• office consumables 

• items of small equipment 

Information held include but not limited to: 
 
• that supporting own area of work 

Information includes: 

• technical 

• organizational 

• personal 

 
 

 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 

 
(1) Critical Aspects and Evidence 

 
• demonstrated ability to prioritise work 

• demonstrated ability to work and achieve daily or periodical work plans 

• demonstrated ability to adapt and respond to a changing workplace environment 

• knowledge of organization procedures for obtaining resources 

• knowledge of interpersonal communication techniques 

• demonstrated understanding of importance of achieving individual workplace objectives 

• the ability to carry out work within the limits of the resources available and to the quality standards 
required by the organization 

• application of problem solving techniques in a workplace environment 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• identifying and obtaining reference 

materials 

• personal storage systems 

• indexing and cross-reference systems 

• classification systems 

• work methods and activities 

• sources of relevant information 

• procedures for obtaining information 

• procedures for maintaining confidential 
information 

• time management 

• team working 

• methods of identifying, ordering and/or 
requisitioning 

• resources 

• lifting and handling of resources 

• storage of resources 

• organisation’s security procedures 

Skill 
The ability to: 

 
• demonstrate interpersonal and 

communication skills 

• demonstrate teamwork participation 
skills 

• demonstrate time management skills 

• demonstrate planning skills 

• demonstrate resource management 
skills 

 
 

(4) Resource Implications 
 

• the availability of qualified and recognised assessors 

• access to workplace documents 

• opportunities for workplace demonstration or simulation 

• accurate recording of candidate progress and performance 

• access to company policies and practices 

 
(5) Method of Assessment 

 
Assessment of this unit of competence will usually include: 

 
• practical demonstration 

• questioning 

• workplace documents 

• projects/assignments 

• written tests (verbal usage and verbal comprehension) 

• portfolio of work documents 

• third party reports 
 

(6) Context of Assessment 
 

This unit may be assessed at work, in a simulated work environment or a combination of these. 
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FSFCOR0091A Contribute to the effectiveness of the work flow 
 
 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given criteria 

• Manages process 

• Selects the criteria for the 
evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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BSBSBM0012A: Craft personal entrepreneurial strategy 
 

Competency Descriptor: This unit deals with the skills and knowledge required to craft an 

entrepreneurial strategy that fits with the attitudes, behaviours, 

management competencies and experience necessary for entrepreneurs to 

meet the requirements and demands of a specific opportunity. 
 
 
 

Competency Field: Small Business Operations 
 

 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Demonstrate knowledge of the 
nature of entrepreneurship 

1.1 Concepts associated with entrepreneurship are clearly 
defined. 

 
1.2 Factors which influence entrepreneurship in and outside of 

Grenada are correctly identified and explained. 

 
1.3 The importance of entrepreneurship to economic 

development and employment is explained clearly. 

 
1.4 The findings of research conducted on entrepreneurial 

ventures and successes in the Caribbean region are clearly 
presented in an appropriate format. 

 
1.5 Differences between wage employment and entrepreneurial 

ventures are correctly stated. 
 

2. Identify and assess 
entrepreneurial characteristics 

2.1 Relevant research is carried out and required entrepreneurial 
characteristics identified. 

 
2.2 Entrepreneurial characteristics identified are assessed and 

ranked. 

 
2.3 An understanding of the process and discipline that enable 

an individual to evaluate and shape choices and to initiate 
effective action is correctly demonstrated. 

 
2.4 Factors that will help an entrepreneur to manage the risk and 

uncertainties of the future, while maintaining a future 
orientated frame of mind, are identified. 
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3. Develop self-assessment 
profile 

3.1 Self-assessment tools/methods to identify personal 
entrepreneurial potential are identified and properly used. 

 
3.2 The ability to apply creativity, problem-solving techniques 

and principles to solve business related problems are 
demonstrated. 

 
3.3 Feedback from others for the purpose of becoming aware of 

blind spots and for reinforcing or changing existing 
perceptions of strengths/ weaknesses is appropriately 
obtained. 

 

4. Craft an entrepreneurial 
strategy 

4.1 A profile of the past that includes accomplishments and 
preferences in terms of life and work styles, coupled with a 
look into the future and an identification of what one would 
like to do is developed. 

 
4.2 Commitment, determination and perseverance; orientation 

towards goals; taking initiative and accepting personal 
responsibility; recognizing management competencies and 
identifying areas for development are determined. 

 
4.3 Written guidelines to obtain feedback that is solicited, 

honest, straightforward, and helpful but not all positive or 
negative are developed to facilitate reviews. 

 
4.4 Framework and process for setting goals which demand 

time, self-discipline, commitment, dedication and practice 
are developed. 

 
4.5 Goals established are specific and concrete, measurable, 

relate to time, realistic and attainable. 

 
4.6 Priorities, including identifying conflicts and trade-offs and 

how these may be resolved are established. 

 
4.7 Potential problems, obstacles and risks in meeting goals are 

identified. 

 
4.8 Specified action steps that are to be performed in order to 

accomplish goals are identified. 

 
4.9 The method by which results will be measured is indicated. 

 
4.10 Milestones for reviewing progress and tying these to specific 

dates on a calendar are established. 
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4.11 Sources of help to obtain resources are identified. 

 
4.12 Evidence of the ability to review process and periodically 

revise goals is demonstrated. 
 

 
 

RANGE STATEMENT   

 
At this stage of the entrepreneurial process the entrepreneur must be able to conduct a self-assessment 
profile, examine the frame work for self assessment, develop a personal entrepreneurial strategy, identify 
data to be collected in the self-assessment process and learn about receiving feedback and setting goals. 

 

Influencing factors to include: 
 
• market conditions 

• markets – demand/supply 

• global trends 

• level of economic activities 

• funding 

• economic stability 

• social stability 

• resources availability 

Concepts associated to include: 
 
• risk 

• entrepreneurship 

• macro-screening 

• micro-screening 

• competition 

• wage employment 

 

The entrepreneur may encounter setbacks if the 
planning process is not effectively pursued. 

 
Pitfalls may include: 

 
• proceeding without effective planning which may 

result in commitment to uncertainty 

• commitment to a premature path with the 
desirability of flexibility can lead to disaster 

• personal plans fail for the same reasons as 
business plans including frustration if the plan 
appears not to be working immediately and the 
challenges of changing behaviour from an 
activity-oriented routine to one that is goal 
oriented 

• developing plans that fail to anticipate obstacles, 
and those that lack progress milestones and 
reviews 

The entrepreneur must be able to: 
 
• understand the extreme complexity in 

predicting or aligning him/herself to specific 
careers in an environment of constant 
change 

• determine the kind of entrepreneur he or she 
wants to become based on attitudes, 
behaviours, competencies, experience and 
how these fit with the requirements and 
demands for a specific opportunity 

• evaluate thoroughly his or her attraction to 
entrepreneurship 

• effectively develop personal plan 

• utilize available information that will enhance 
his or her ability to achieve success 
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EVIDENCE GUIDE   

Competency is to be demonstrated when the entrepreneur is able to undertake a personal 
entrepreneurial assessment exercise to determine if he or she possesses the necessary credentials to be 
a successful entrepreneur. This stage of the entrepreneurial process is critical since experience has 
shown that the founder is one of the deciding forces if the venture is to succeed and prosper. 

 
(1) Critical Aspects of Evidence 

 
The entrepreneur will be assessed by his/her action in developing an orchestrated plan in order to 
effectively pursue the business concept. 

 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• personal entrepreneurial profile 

systems 

• effective management systems: 
marketing, operations/productions, 
finance, administration, law 

• how to measure feedback 

• the method of developing a personal 
plan 

• and a business plan 

• understanding the difference between 
entrepreneurial culture and 
management culture 

Skills 
The ability to: 

 
• determine barriers to entrepreneurship 

• minimize exposure to risk 

• exploit any available resource pool 

• tailor reward systems to meet a particular 
situation 

• effectively plan and execute activities 

• use computer technology to undertake 
assessments 

 
 

(4) Resource Implications 
 

The following resources should be made available: 
 

Personal computer with access to the internet and appropriate software that will enable one to 
conduct the necessary analysis using the internet 

 

 
(5) Method of Assessment 

 
A useful method of assessment is to determine if the venture can stand up to the test of critical 
evaluation. 
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(6) Context of Assessment 
 

This stage of the entrepreneurial process is assessed when comparisons are made between 
actual outcomes and plans/projections. 

 

 
CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0453A Draft financial statements (Accounting practice, Industries and Commerce) 
 
 

FSFACC0453A:  Draft financial statements (Accounting practice, 

Industry and Commerce) 
 

Competency Descriptor: This unit is concerned with being able to prepare, interpret and understand 

the structure and purpose of financial statements from various 

organisations. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Interpret financial statements 1.1 The general purpose of financial statements, ratios and 
percentages used in various organisations are identified. 

 
1.2 Elements in financial statements used in various 

organisations are identified. 

 
1.3 The relationship between elements within financial 

statements is identified. 

 
1.4 The relationship between elements of financial 

statements is interpreted. 

 
1.5 Unusual features or significant issues are identified within 

financial statements. 

 
1.6 Valid conclusions are drawn from the information 

contained within financial statements. 

 
1.7 Conclusions and interpretations are clearly presented. 

 

2. Draft limited company, sole 
trader and partnership year 
end financial statements 

2.1 Financial statements are accurately drafted from the 
appropriate information. 

 

 
2.2 Subsequent adjustments are correctly implemented. 

 
2.3 Draft accounts, profit and loss statements, balance 

sheets, cash flow, changes in equity comply with 
domestic and international standards and legislation and 
where relevant, partnership agreement. 

 
2.4 Discrepancies, unusual features or queries are identified 

and either resolved or referred to the appropriate person. 

 
2.5 Yearend financial statements are presented for approval 

to the appropriate person in a clear form. 
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FSFACC0453A Draft financial statements (Accounting practice, Industries and Commerce) 
 

 
 
 

2.6 Confidentiality procedures are followed at all times. 

 
2.7 The organisation’s policies, regulations, procedures and 

timescales relating to financial statements are observed 
at all times. 

 

RANGE STATEMENTS   

Domestic and international standards include but not limited to: 
 
• relevant IFRS, GAAP, IAS, SSAP 

• Financial Services Regulations 

• Stock Exchange Regulations 

• Bank of Grenada Act 

• Companies Act 

• other relevant pronouncements 
 

Relationships between elements include but not limited to: 
 
• profitability 

• liquidity 

• efficient use of resources 

• financial position 

 
Financial statements include but not limited to: 

 
• balance sheet 

• income statement 

• profit and loss 

• owners capital and current account 

• cash flow statements 

• statements of total recognized gains and losses 

• the supplementary notes required by statue, IFRS, GAAP or other relevant pronouncements 

• change in equity 
 
 

EVIDENCE GUIDE   

The Evidence Guide identifies the critical aspects, underpinning knowledge and skills to be demonstrated 
to confirm competence for this unit. This is an integral part of the assessment of competence and should 
be read in conjunction with the Range Statement. 
In order to achieve consistency of performance, evidence should be collected over a set period of time, 
which is sufficient to include dealings with an appropriate range and variety of situations. 
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FSFACC0453A Draft financial statements (Accounting practice, Industries and Commerce) 
 
 

(1) Critical Aspects and Evidence 
 

• integrated demonstration of all elements of competency and their performance criteria 

• adherence to International and Domestic Accounting Standards 

• adherence to double-entry principles 

• systematic tracing of errors 

• a sound understanding of relevant accounting standards 

• a sound understanding of the elements of financial statements and relationships between 
them 

• interpret the relationships between limited companies, sole trader and partnership ratio and 
percentage analyses 

• drafting of limited company, sole trader and partnership year end financial statements from a 
trial balance 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 
(3) Underpinning Knowledge and Skills 

 
Knowledge 
Knowledge of: 

 
• an awareness of the elements and purposes of financial statements of different types of 

organisations 

• the requirements of the legislatives and regulatory framework 

• general legal framework of limited companies, partnership and sole traders 

• types of limited companies, obligations of directors, partners and sole traders in respect of 
the account 

• main requirements of relevant IFRS, GAAP and other relevant pronouncements and their 
application to this element 

• statutory form of accounting statements 

• disclosure requirements 

• the presentation of corporation tax in financial statements 

• the need to prepare accounts and statements in proper form 

• accounting techniques 

• form and methods of preparation of financial statements 

• analysing and interpreting the information contained in financial statements 
 

Skill 
The ability to: 

 
• demonstrate literacy skills to identify financial information, to follow International and Domestic 

Accounting Standards and the organisation's accounting procedures 

• demonstrate communication skills including questioning, clarifying, reporting 

• demonstrate numeracy skills in relation to calculation of percentages, simple addition and 
subtraction 

• analyse and interpret the information contained in financial statements 

• relate to people from a range of social, cultural and ethnic backgrounds and physical and mental 
abilities 

• present information in a clear concise prescribed form. 
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FSFACC0453A Draft financial statements (Accounting practice, Industries and Commerce) 
 
 

(4) Resource Implications 
 

Access to appropriate documentation and resources normally used in the workplace, which may 
include: 

 
• International and Domestic Accounting Standards 

• organisational accounting procedures 

 
(5) Method of Assessment 

 
• observe performance (practical) 

• respond to questioning 

• work produced by candidate 

• case study 

 
(6) Context of Assessment 

Competency is demonstrated by performance of all stated criteria, including paying particular 
attention to the critical aspects and the knowledge and skills elaborated in the Evidence Guide, 
and within the scope as defined by the Range Statement. 
Assessment of performance requirements in this unit should be undertaken in an actual 
workplace or simulated environment. 
Assessment should reinforce the integration of the key competencies. 

 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 3  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 3  
Solve problems Level 3  
Use technology Level 3  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0363A: Evaluate and authorise payment requests 
 

Competency Descriptor: This unit describes the functions involved in evaluating and authorising 

payment requests. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Verify validity and accuracy of 
payment request 

1.1 Payment requests are matched to order or other supporting 
information to ensure validity of payment and to comply  
with internal control requirements. 

 
1.2 Supporting documentation is checked to ensure it is correct 

and complete. 

 
1.3 Authorization of request is confirmed in accordance with 

company policy and procedures. 

 
1.4 Discrepancies are followed up without delay. 

 
1.5 Confirmation of goods and/or services supply is obtained 

where required to validate request for payment. 
 

2. Prepare payment documentation 2.1 All payments are coded and allocated to accounts 
accurately. 

 
2.2 All payments are matched against invoice and other 

relevant documentation. 

 
2.3 All documentation is completed in accordance with 

company policy and procedures. 

 
3. Authorise payment 3.1 All payments are authorised accurately and according to 

company policy and procedures. 

 
3.2 Funds are not released prior to authorization of payment in 

accordance with company procedures. 

 
3.3 Payment authorisations are within relevant authority levels 

and follow relevant company policy and procedures 
accurately. 
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FSFACC0363A Evaluate and authorise payment requests 

 

 

 
 
 

RANGE STATEMENT   
 

Payment requests may be: 
 
• claims 

• commissions 

• return of premium and reinsurance premium 

• management expenses 

• periodic payments 

• sundry expenses 

Supporting documentation may include: 
 
• invoice 

• cheque requisitions 

• purchase order 

• memoranda 

 
 

Codes and account allocations may include: 
 
• company or system chart of accounts 

• cost centres 

• product or service allocation 

Company policy and procedures may include: 

 
• operations manuals 

• internal control guidelines 

• computer system documentation 
 

Industry and legislative requirements may cover: 
 
• accounting standards 

• relevant insurance act 

• consumer credit legislation 

• privacy act 

• industry code of practice 

• Securities and Investments Commission Code 

• Trade Practices Act 
 
 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of organisational policies and procedures for evaluating and authorising payment 

requests 

• knowledge of industry and legislative requirements for evaluating and authorising payment 
requests 

• ability to verify and validate the accuracy of payment request 

• ability to prepare payment documentation 

• ability to authorise payments 
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FSFACC0363A Evaluate and authorise payment requests 

 

 

 
 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• company policy and procedures 

• relevant acts and regulations 

• legal systems and procedures 

• industry codes of practice 

• computer systems 

• procedure writing 

Skills 
The ability to: 

 
• use computerised spreadsheet and 

database 

• interpret and analyse data 

• demonstrate evaluative and general 
analytical skills 

• demonstrate negotiation and 
interpersonal skills 

 
 

(4) Resource Implications 
 

• access to a relevant workplace or closely simulated office environment 

• the use of a range of office equipment, technology and consumables including standard 
commercial computer hardware, software, telephones, facsimiles, and other relevant office 
equipment 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
6) Context of Assessment 

 
Assessment of performance requirements in this unit should be undertaken within the financial 
services industry context and should cover aspects of personal/financial responsibility and 
accountability. 

 
Aspects of competency, including the attainment of relevant knowledge and skills, may be 
assessed in a relevant workplace, a closely simulated work environment, or other appropriate 
means that clearly meet industry competency requirements. 
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FSFACC0363A Evaluate and authorise payment requests 

 

 

 
 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 3  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCRD0043A Evaluate credit applications 

 

 

 
 

FSFCDR0043A: Evaluate credit application 
 

 

Competency Descriptor: This unit deals with the verification and communication of 

information collected and the resultant establishing of credit terms 

and limits. 
 

Competency Field: Credit/Lending Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Assess and monitor credit 
information 

1.1 Credit applications and documentation are verified in 
accordance with company policy and procedures to 
maintain accuracy of credit database information. 

 
1.2 Credit information is analysed to establish sufficient 

evidence of reliable reference. 

 
1.3 Processing of applications is completed in accordance with 

company risk policy and timelines. 

 
1.4 Implications of major policy changes are recorded, 

documented and distributed to relevant parties or filed 
appropriately. 

 
1.5 Continuing liaison with debtor and relevant internal and 

external personnel is maintained to ensure information is 
kept up to date and disseminated appropriately. 

 

2 Establish credit terms and 
limits 

2.1 Credit decision is made based on assessed information 
and in accordance with company risk policy. 

 
2.2 Credit terms and limits are determined within company 

credit policy guidelines and current criteria for risk 
management objectives. 

 
2.3 Customer is advised of the credit decision promptly and 

courteously. 

 
2.4 Credit account administration is completed according to 

company credit policy and timelines. 
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FSFCRD0043A Evaluate credit applications 

 

 

 
 
 

RANGE STATEMENT   
 

Credit database information may include but not 
limited to: 

 
• master client list 

• credit management records 

• account records 

• judgements 

• agency reports 

• trade reference information 

• trade overseas information 

Company policy and procedure guidelines/risk 
policy and timelines may cover: 

 
• overall company goals and objectives 

• company procedures/practices, securitisation 

• trading terms and credit limits 

• legal obligations and framework 

• economic environment 

• gathering information and its evaluation 

• setting credit limits or credit lines for 
applications 

• accepting and rejecting credit applications 

• reviewing and adjusting credit limits for 
established customers 

• liaison, information dissemination and 
marketing to internal and external parties 

• maintenance of customer account files 

• supervision and development and training of 
credit staff 

 
 

Credit information may include but not limited to: 
 
• trading entities/variations 

• director/shareholder changes 

• credit worthiness 

• changes in company charges 

• financial information (e.g. cheque accounts, 
credit agreements, budget accounts, add-on 
accounts) 

• entity details/addresses/locations 

• payment patterns 

• purchasing patterns 

• remittance details, letters of credit, promissory 
notes, bills of sale, purchase orders 

• lending authorities, personal loans, mortgages 

• marketing patterns/economics 

• economic policy (i.e. interest rates) 

Legislative requirements may include but not 
limited to: 

 
• Privacy Act 

• Trade Practices Act 

• Fair Trading Act 

• Companies and Securities Code 

• Partnership Act 

• Corporations law 

• Consumer Credit and Contract law 

• Bankruptcy Act 

• Bills of Sale and Other Instruments Act 

• Cheques and Payment Orders Act 

• General Consumption Tax (GCT) Legislation 
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FSFCRD0043A Evaluate credit applications 

 

 

 
 
 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• checking of application details 

• knowledge of appropriate legislation 

• understanding and implementation of company credit policy 

• good interpersonal, telephone and written communication skills 

• sufficient liaison skills to clarify information for basic credit accounts 

• ability to use data entry and recording systems 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• general knowledge of developments in 

the credit management sector 

• relevant company policy and 
procedures 

• occupational health and safety (OH&S) 
requirements 

Skills 
The ability to: 

 
• assess applications to determine credit 

terms and limits 

• demonstrate interpersonal, telephone and 
writing skills 

• process account applications effectively 
and efficiently 

• relate to customers to clarify, discuss and 
update account information 

• perform database entry 

• record, update and file correspondence 
and documentation 

• demonstrate filing skills 
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(4) Resource Implications 
 

Assessment of this unit of competence requires access to: 
 

• qualified assessors and assessment guidelines 

• systems which facilitate recording of trainee profiles and progress 

• facilities for workplace or simulated environment assessment 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence must be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 

(6) Context of Assessment 
 

This unit may be assessed in a simulated work environment. 
Assessment of performance requirements in the unit should be undertaken in an industry context. 

 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFLIT0092A: Facilitate customer understanding of personal 

financial statements 
 

Competency Descriptor: 
 

This unit covers the skills and knowledge required to educate customers in 

understanding and interpreting information contained in personal financial 

statements. 
 
 
 

Competency Field: Financial Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Discuss client's 
responsibilities in relation to 
personal financial statements 

1.1 The range and frequency of personal financial statements 
that are received by the client are identified. 

 
 
 

1.2 The different purposes of financial statements are identified 
and clarified with the client. 

 
1.3 The need to retain certain financial statements for tax or 

other purposes is discussed with the client. 
 

2. Explain specific information 
contained in a range of 
financial statements 

2.1 A range of terminology used in financial statements is 
explained to the client. 

 

 
2.2 Common items listed on a credit card statement are 

identified and explained in simple language to the client. 

 
2.3 Common items listed on a financial statement are identified 

and explained in simple language to the client. 

 
2.4 Fees and charges applicable to financial statement are 

identified and explained to the client. 

 
2.5 Contact details for advice on information contained within 

financial statements are provided to the client as 
necessary. 
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3. Identify and explain ways of 
managing personal financial 
statements 

3.1 The importance and means of checking financial 
statements for accuracy is explained and demonstrated to 
the client. 

 
3.2 Options available to the consumer in case of inability to pay 

amounts owed in financial statements are explained to the 
client. 

 
3.3 Appropriateness of different repayment options for the 

client are identified and discussed with the client. 

 
3.4 Ways to estimate and plan for regular payments are 

explored and presented to the client. 
 

 
 

RANGE STATEMENT   
 

Range of personal financial statements that may be 
received may include but not limited to: 

 
• statements from utility providers 

• superannuation statements 

• bank statements including credit card 
statements, savings/current account 
statements, investment statements, loan 
account statements 

• finance company statements 

• payslips 

Different purposes of financial statements may 
include but not limited to: 

 
• to provide consumers with information 

necessary to make informed decisions (eg 
statements regarding performance of 
investment funds) 

• to invoice consumer for services rendered (eg 
amounts owed on utility bills, credit cards and 
loan statements) 

• to inform consumers of funds debited or 
credited to their accounts (eg payslips showing 
amounts paid to nominated accounts) 

• to inform consumers of interest earned on 
investments 

 
 

Common items listed on a credit card statement may include but not limited to: 
 
• period of time the statement represents 

• previous account balance 

• payments made during the statement period 

• list of purchases made during the statement period 

• list of any cash advances made during the statement period 

• fees and charges for the period including annual account fees 

• minimum amount due and date due 

• closing balance 
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Different repayment options may include but not 
limited to: 

 
• prepayment of account 

• regular instalments 

• methods of how to pay the account, including: 

• direct debit 

• by mail 

• in person 

• by credit card 

• at post office 

• preauthorised payment 

Common items listed on a financial statement may 
include but not limited to: 

 

• name financial statement 

• member name and date of birth 

• date the member joined the scheme 

• summary of account details including: 

• opening balance 

• list of contributions 

• deductions including fees and withdrawals by 
the member 

• investment earnings 

• closing balance 

• benefit details 
 
 

Superannuation fees and charges may include but 
not limited to: 

 
• fund management fees 

• annual fees 

• member fees 

• trustee levy 

• adviser service fees 

• deposit fees 

• early termination fees 

• switching fees 

• commissions 

Providing contact details may include but not 
limited to: 

 
• contact details of the appropriate institution 

and its regulating body 

• interpreter services 

• customer service number of the relevant 
institution 

• large print services and hearing impaired 
services 

 
 

Checking financial statements for accuracy may include but not limited to: 
 
• checking receipts 

• comparing meter readings to a utility bill 

• keeping a record of telephone calls made 
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EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• ability to explain terminology used within a range of personal financial statements received by 

a range of clients 

• high level communication skills in providing relevant information to clients in need of 
assistance in understanding personal financial statements 

• ability to identify and present to clients, methods of managing personal financial statements 
including the importance of verifying accuracy of information received 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• relevant legislation regarding consumer credit 

issues 

• relevant industry codes of practice including 
Consumer Credit Code, Privacy Act, Credit Act 

• roles and relationships between participants 
within the financial services industry, including 
banks and other financial intermediaries 

• appropriate use of questioning and listening 
techniques 

• sound knowledge of a range of personal 
financial statements received by consumers, 
the terminology used and layout of statements 

• sound knowledge of consumer issues relating 
to superannuation information 

Skills 
The ability to: 

 
• demonstrate interpersonal skills including the 

ability to respond with empathy in sensitive 
cases 

• demonstrate numerical and mathematical skills 
as relevant to explaining information contained 
within a range of personal financial statements 

• demonstrate presentation skills 

• analyse and interpret basic financial 
information 

• relate to people from a range of social, cultural 
and ethnic backgrounds 

 

 
 
 
 
 
 
 
 

Standards and Assessment Development Unit, GCTVET FSF05 Page 4 of 5 



Copyright 2005 National Council on Technical & Vocational Education & Training (GCTVET) 
All rights reserved. No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

FSFLIT0092A: Facilitate customer understanding of personal financial statements 

 

 

 
 
 

(4) Resource Implications 
 

• Access to the organisation's software and other resources relevant to the performance of the 
role. 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 

This unit may be assessed in the workplace or in a simulated environment. 
 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 3  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 3  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSBRFS0022A: Handle foreign currency transactions 
 
 

Competency Descriptor: This unit covers the skills and knowledge required by customer service 

officers when handling foreign currency transactions within a retail 

banking environment. 
 

 

Competency Field: Retail Finance (Banking) 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Identify nature of customer's 
foreign currency needs 

1.1 The nature of the foreign currency transaction is clarified 
with the customer. 

 
1.2 Relevant information is obtained from the customer. 

 
1.3 Identity of person presenting notes or other foreign currency 

for sale or wishing to purchase foreign currency is verified 
according to organisational policy and procedures. 

 
1.4 Customer requests for foreign currency dealings are 

handled in accordance with the officer's authority to approve 
transactions. 

 

2. Verify that the proposed 
transaction can be conducted 

2.1 Cleared funds are identified as available for requests to 
purchase foreign currency. 

 
2.2 Requests for foreign currency notes are assessed against 

current stock of currencies held. 

 
2.3 Currencies not held on site are ordered and the customer 

advised when they will be available. 

 
2.4 Foreign currency notes presented for sale are verified for 

authenticity according to organisational procedures. 
 

3. Conduct the transaction 3.1 Conversion of foreign currency amounts is calculated using 
the organisation's set procedures and tables or by accessing 
relevant database. 

 
3.2 The customer is provided with a copy of the rates used to 

calculate the currency conversion. 

 
3.3 Where travellers’ cheques are being purchased or sold, the 

customer's signature is witnessed in accordance with 
policies and procedures. 

 
3.4 Details of the transaction are entered into relevant database. 
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4. Maintain accurate records of 

transaction 
4.1 Required vouchers and receipts are completed in 

accordance with organisation procedures. 

 
4.2 Required signatures are obtained on relevant 

documentation. 

 
4.3 Relevant reports are completed and filed in the event of 

significant cash transactions. 

 
3.4  Relevant reports are completed and filed where a 

transaction is considered a possible suspect transaction. 

 
4.5  Internal records of foreign currency transactions are updated 

and maintained in accordance with organisational 
procedures. 

 

5. Identify possible money 
laundering activities 

5.1 Source of income is identified and verified with the 
customer. 

 
5.2 Suspicious transactions are reported promptly. 

 
5.3 Documentation is properly completed. 

 
5.4 Confidentiality of customer is maintained. 

 
5.5 Safety and security procedures are followed. 

 

 
 

RANGE STATEMENTS   

The Range Statement relates to the unit of competency as a whole. It allows for different work 
environments and situations that will affect performance. The following variables may be present with 
training and assessment depending on the work situations, needs of the candidate, accessibility of the 
item, and local industry contexts. 

 

Foreign currency transactions may include but not 
limited to: 

 
• international drafts 

• telegraphic transfers 

• travellers cheques 

• foreign notes and coins 

• overseas bank cheques 

• conversion of local currency to foreign currency 

• conversion of foreign currency to local currency 

• conversion of foreign currency to foreign 
currency 

The customer may be: 
 
• an existing customer 

• a new customer 

• a customer of another financial institution 

• a resident or non-resident 
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Relevant information to be collected may include but 
not limited to: 

 
• name, address and contact details 

• bank account details 

• source of funds to cover transaction 

Cleared funds refer to: 

 
• cash 

• cheque from same institution 

• cleared funds within a bank account held at 
same institution 

 

Significant cash transactions are: 
 
• transactions involving currency (i.e. coin and 

notes of a foreign country) according to 
relevant legislation and statutory requirements 
including commercial banking regulations 

 
 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects and Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• a range of foreign currency transactions demonstrating effective product and procedures 

knowledge and accurate completion of relevant checks, documentation and records 

• the ability to complete and verify documentation accurately and in a timely manner 

• the ability to apply detailed knowledge of relevant products and services when servicing the 
needs of the customer 

• the ability to follow organisational procedures when conducting foreign currency transactions 
especially to ensure that unacceptable risks are not accepted 

• the ability to apply sound communication skills in dealing with customers 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• organisations policies and procedures in 

regard to foreign currency transactions 

• relevant fees and charges 

• relevant legislation and statutory 
requirements including commercial 
banking regulations 

• industry codes of practice including 
Privacy Act, Banking Practices 

• money laundering legislation and 
guidelines 

• Bank of Grenada directives 

Skill 
The ability to: 

 
• demonstrate literacy and numeracy 

skills 

• demonstrate and apply interpersonal 
skills in order to collect information 
from the customer and explain the 
nature of the transaction 

• demonstrate accuracy and attention 
to detail in order to avoid exposing 
the organisation to avoidable risk 
arising from the transaction 

• demonstrate time management and 
organisational skills 

 
 

(4) Resource Implications 
 

• access to relevant workplace documentation, policies and procedures 

• computers and other branch or office equipment 
 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 

 
(6) Context of Assessment 

 
This unit may be assessed at work, in a simulated work environment, or a combination of these. 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0382A Maintain daily financial/business records 

 

 

 
 

FSFACC0382A: Maintain daily financial/business records 
 

Competency Descriptor: This unit covers the preparation and processing of routine financial 

documents. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Process financial forms and 
applications 

1.1 Information from documents is identified, checked and 
recorded. 

 
1.2 Documents are processed and recorded or transmitted to 

appropriate personnel. 

 
1.3 All work undertaken is in accordance with organisational 

procedures, legislation and regulations. 
 

2 Prepare and process banking 
documents and petty cash 
documents 

2.1 Deposits and withdrawals are accurately entered and 
balanced according to organisational procedures. 

 

 
2.2 Cheques, card and vouchers are checked for validity before 

processing. 

 
2.3 Banking documentation is reconciled with organisation's 

financial records. 

 
2.4 Documentation is completed in accordance with banking 

guidelines. 
 

3 Process petty cash transactions 3.1 Petty cash claims and vouchers are checked, processed 
and recorded and petty cash book is balanced according to 
organisation's procedures. 

 
3.2 Any irregularities are referred to the appropriate person. 

 

4 Prepare and process invoices 
for payment to creditors and for 
debtors 

4.1 Invoices are prepared in accordance with organisational 
procedures. 

 

 
4.2 Invoices are checked against source documents for 

accuracy. 

 
4.3 Any errors or inaccuracies are either corrected or referred 

to the appropriate person for correction. 

 
4.4 Invoices and related documents are filed for auditing 

purposes. 
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RANGE STATEMENT   

 

Information may include but not limited to: 

 
• names 

• addresses 

• amounts of money/figure 

• dates 

• account numbers/card numbers/cheque 
numbers 

Documents may include but not limited to: 

 
• petty cash vouchers 

• credit card vouchers 

• invoices 

• purchase orders 

• receipts 

• credit notes 

• statements 

• deposit books 

• delivery dockets 

• remittance advice 
 
 

Appropriate personnel may include but not limited 
to: 

 
• supervisor 

• manager 

• account department 

• accounts clerk 
• petty cash officer 

Organisational procedures may include but not 
limited to: 

 
• legal and organisation policy and guidelines 

• procedures for entering and balancing deposits 

• procedures for checking validity of cheques, 
cards and vouchers 

• security procedures 

• cash handling procedures 

• International Accounting and Auditing 
Standards 

 
 

Validity may include but not limited to: 

 
• signature 

• dates 

• amounts (words and figures) 
 
 

Banking documentation may include but not limited 
to: 

 
• withdrawal forms 

• deposit slips/books 

• cheques 

Banking guidelines may include but not limited to: 

 
• cash bundled 

• accurate forms 

• banking summary provided 

• banking electronically 

• night bag 
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EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
• accurate and timely preparation and processing of financial documents in accordance with 

the organisation's policies and procedures 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• the organisation's policies and 

procedures applying to financial 
documents 

• relevant legislation and codes, relating 
to the operation of a business and to 
the tasks undertaken 

• legislation relating to privacy and 
confidentiality 

• procedures for handling cheques, 
vouchers and cash 

• banking procedures and guidelines 

• methods of calculating and presenting 
financial data 

• the organisation's software and 
technology used to record and transmit 
financial information 

Skills 
The ability to: 

 
• demonstrate calculation skills 

• check accuracy of information (words and 
figures) 

• pay attention to detail 

• read and interpret financial data 

• demonstrate communication skills 

• work to set timelines 
. 

 
 

(4) Resource Implications 
 

Assessment of this unit of competence requires: 
 

• access to company policies and practices 

• the technology/systems used by the company to provide services to customers 
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(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 

This unit may be assessed in the workplace or in a simulated environment. 
 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 3  
Solve problems Level 2  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0603A: Maintain financial records 
 

Competency Descriptor: This unit covers the maintenance of financial records for a business. It 

also includes activities associated with the monitoring of cash control 

for accounting purposes. 
 
 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Maintain daily financial 
records 

1.1 Daily financial records are maintained correctly and in 
accordance with organisational requirements for accounting 
purposes and acceptable standards of accounting practice. 

 
1.2 Discrepancies or errors in documentation or transactions 

are identified and rectified or referred to designated 
persons in accordance with organisational requirements. 

 
1.3 Credit and debit transactions are accurately and promptly 

entered into books of original entries in accordance with 
organisational requirements. 

 

2 Maintain general ledger 2.1 General ledger is maintained in accordance with 
organisational requirements. 

 
2.2 Transactions are posted into the general ledger in 

accordance with organisational reporting requirements and 
acceptable accounting standards. 

 
2.3 Debtors' and creditors', inventory and cash control 

accounts systems are reconciled with general ledger 
control accounts. 

 
3 Monitor cash control 3.1 Trial balance is accurately prepared from general ledger in 

accordance with organisational requirements. 

 
3.2 Cash flow is accurately accounted for in accordance with 

organisational requirements and acceptable accounting 
standards and format. 

 
3.3 Payments are made and received in accordance with 

organisational requirements. 

 
3.4 Outstanding accounts are collected or followed up within 

designated timelines. 

 
3.5 Payment documentation is checked for accuracy of 

information and dispatched to creditors within designated 
timeline. 
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RANGE STATEMENT   

The Range Statement provides advice to interpret the scope and context of this unit of competency, 
allowing for differences between enterprises and workplaces. It relates to the unit as a whole and 
facilitates holistic assessment. The following variables may be present for this particular unit: 

 

Legislation, codes and national and international 
standards relevant to the workplace which may 
include: 

 
• award and enterprise agreements and relevant 

industrial instruments 

• relevant legislation from all levels of 
government that affects business operation, 
especially in regard to Occupational Health and 
Safety and environmental issues, equal 
opportunity, industrial relations and anti- 
discrimination 

• relevant industry codes of practice 

Organisational requirements may include but not 
limited to: 

 
• quality assurances and/or procedures manuals 

• procedures for totalling adjusted journals 

• resolution procedures 

• legal and organisational policy/guidelines and 
requirements 

• security procedures 

• Occupational Health and Safety policies, 
procedures and programs 

• guidelines for reconciling journals 

• International accounting and auditing standards 

• designated timelines 
 
 

Discrepancies may relate to but not limited to: 
 
• bank charges 

• interest 

• dishonoured cheques 

• errors in transposing between source 
documents and journals 

Documentation may include but not limited to: 
 
• sales invoices 

• purchase invoices 

• sales credit notes 

• purchase credit notes 

• cheques 

• cash vouchers 

• receipts 

• correspondence 
 
 

Designated persons may include but not limited to: 
 
• supervisor 

• bank 

• organisation's authorisations department 

• line management 

• statutory body 

Journals may include but not limited to: 
 
• sales and sales returns 

• cash receipts 

• purchases and purchase returns 

• cash payments 

• petty cash 

• inventory 

• salaries and wages 
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Transactions may include but not limited to: 
 
• purchase of a fixed asset on credit 

• sale of a fixed asset on credit 

• correction of posting errors 

• write-off a bad debt 

• interest expense 

• interest receivable 

• commencing business entries 

• withdrawal of stock/assets by owner 

• non-cash transactions (e.g. writing off 
depreciation, stock losses) 

Reconciling debtors'/creditors' systems may 
include but not limited to: 

 
• checking accuracy of debtor account balances 

(e.g. cash receipts journal, sales return journal, 
general journal) 

• checking accuracy of creditor account balances 
(e.g. cash payments journal, purchases journal, 
purchases returns journal, general journal) 

• checking the total of the debtor's schedule 
equals the balance of the debtor's control 
account 

• checking the total of the creditor's schedule 
equals the balance of the creditor's control 
account 

 
 

Payments may include but not limited to: 
 
• cheque 

• credit card 

• cash 

• direct debit 

• bank transfers 

Designated timelines may specify: 
 
• within agreed period 

• monthly 

• by month end 

• within organisational deadline 

 
 

EVIDENCE GUIDE   

The Evidence Guide identifies the critical aspects, underpinning knowledge and skills to be demonstrated 
to confirm competency for this unit. This is an integral part of the assessment of competency and should 
be read in conjunction with the Range Statement. 

 
(1) Critical Aspects of Evidence 

 
• identifying and responding to discrepancies and errors 

• transferring and recording financial data accurately 

• identifying and complying with organisational requirements 

• reconciling expenditures and revenue 

• recommending options for financial decision making 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• organisational policies and procedures 

relating to maintaining financial records 

• processes to identify relevant source 
documents and information contained 
within source documents 

• the importance of a general ledger 
chart of accounts in relation to 
maintaining and reporting financial data 

• the definition of credits/creditors and 
debits/debtors 

• principles of double entry bookkeeping 
and accrual accounting 

• methods of presenting financial data 

• financial legislation references and 
information 

• practices to include ethical 
considerations in all areas of work 

Skills 
The ability to: 

 
• demonstrate literacy skills to identify 

financial information; to read and 
understand the organisation's 
accounting procedures 

• demonstrate proofreading and editing 
skills to ensure conformity to 
organisational requirements, check for 
accuracy and consistency of 
information 

• demonstrate communication skills to 
clarify information and refer errors or 
discrepancies to appropriate people 

• demonstrate numeracy skills to 
reconcile figures; prepare cash 
analysis sheets 

• demonstrate analytical skills to read 
and interpret financial data 

• demonstrate problem solving skills for 
a defined range of problems 

• relate to people from a range of social, 
cultural and ethnic backgrounds and 
physical and mental abilities 

 
 

(4) Resource Implications 
 

The learner and trainer should have: 
 

• access to appropriate documentation and resources normally used in the workplace including 
but not limited to computers, accounting software and manuals. 

 
(5) Method of Assessment 

 
In order to achieve consistency of performance, evidence should be collected over a set period of 
time, which is sufficient to include dealings with an appropriate range and variety of situations. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 

Competency is demonstrated by performance of all stated criteria, including paying particular 
attention to the critical aspects and the knowledge and skills elaborated in the Evidence Guide, 
and within the scope as defined by the Range Statement. 
Assessment of performance requirements in this unit should be undertaken in an actual 
workplace or simulated environment. 
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CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0482B: Maintain petty cash account 
 

Competency Descriptor: 
 
 

This unit covers the skills required to maintain a small cash holding 

and record and pay expense claims. 
 

 

Competency Field: Financial Services 
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Prepare petty cash 
documentation 

1.1 Requests for petty cash advances are validated and 
required vouchers prepared. 

 
1.2 Petty cash claims are validated and attached receipts 

checked. 

 
1.3 Claim documentation is prepared and checked for accuracy 

before processing. 

 
1.4 Claims and vouchers are presented to nominated person/ 

section for checking and approval appropriate to 
organisational limits. 

 
1.5 Irregularities are noted and referred to nominated person/ 

section for resolution. 

 
1.6 Details of claims and vouchers are recorded to enable 

tracing and balancing of cash holding. 
 

2 Conduct cash transactions 2.1 Petty cash is provided against claims and vouchers from 
cash holding. 

 
2.2 Petty cash returns are secured and return receipts 

provided. 

 
2.3 Petty cash returns are documented to enable tracing and 

balancing of cash holding. 

 
2.4 Documented transactions are reconciled against cash held. 

 
2.5 Cash is drawn using organisational procedures to maintain 

a balance appropriate to normal transaction levels. 

 
2.6 Cash is secured in accordance with organisational security 

requirements. 
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RANGE STATEMENT   

The Range statement provides details of the scope of the elements and performance criteria to allow for 
differences within organisations and workplaces including practices, knowledge and requirements. The 
range statement also provides a focus for assessment and relates to the unit as a whole. 

 

Equipment may include: 

 
• filing and record keeping system 

• cash holding box/system 

• cash transaction record book 

• relevant computer software 

• recording mechanisms/systems may be paper 
based or electronic 

Business source documents may include, but are 
not exclusive to: 

 
• purchase requisitions 

• invoices 

• delivery dockets 

• bank statements 

• cash register rolls 

• purchase orders 

• receipts 

• credit notes 

• remittance advice 

• deposit books 
 
 

Workplace context may include: 
 
• Work organisation procedures and practices 

relevant to drawing cash and banking. 

Applicable regulations and legislation may include: 
 
• OH&S legislation with regard to security 

procedures relevant to money handling 

• Financial and Audit legislation 
 
 

EVIDENCE GUIDE   

 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. Evidence is most relevant when provided through an integrated activity, which combines the 
elements of competency for the unit, or a cluster of units of competency. 

 
(1.)       Critical Aspects of Evidence 

 
Assessment must confirm appropriate knowledge and skills to: 

• locate, interpret and apply relevant information 

• work effectively with others 

• maintain workplace records 

• select and use appropriate workplace colloquial and technical language and communication 
technologies in the workplace context 

• follow the designated work plan for the job 

• select and use correct mathematical procedures 
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Applies underpinning knowledge and skills when: 

 
• describing consequences 

• completing tasks 

• identifying improvements 

• applying safety precautions relevant to the task 
 

 
Shows evidence of application of relevant workplace procedures including: 

 
• job procedures and work instructions 

• quality procedures (where existing) 

• security procedures 

• following enterprise housekeeping processes 

• action taken promptly, accidents and incidents reported in accordance with Statutory 
requirements and enterprise procedures 

• recognises and adapts appropriately to cultural differences in the workplace, including modes 
of behaviour and interactions among staff and others 

• work completed systematically with attention to detail without damage to goods, equipment or 
personnel 

 
(2.) Pre-requisite Relationship of Units 

 
This unit of competency may be assessed in conjunction with other units that form part of a job 
role or function. 

 

 
(3.) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• organizational policies and procedures 

• budgeting 

• cash handling procedures 

• security procedures 

• business source documentation 

• electronic and paper based recording 
systems 

• balancing petty cash accounts 

• distribution of information 

• checking and sorting cash and 
associated documentation 

Skills 
The ability to: 

 
• written and oral communication skills 

• basic numeracy skills 
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(4.) Resource Implications 
 

Access to: 
 

• petty cash 

• account keeping books 

• relevant documentation 
 

 
(5.) Method of Assessment 

 
Competency should be assessed while participating in a range of exercises such as: 

 
• case studies 

• practical demonstration 

• observation of work process 

• third party report 

• workplace documents 
 

 
(6.) Context of Assessment 

 
Assessment may occur on the job or in a simulated workplace. 

 
 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established • Manages process • Establishes principles and 

processes • Selects the criteria for  procedures 
• Makes judgement of the evaluation process • Evaluates and reshapes process 

quality using given criteria • Establishes criteria for evaluation 
 

Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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BSSREO0092A: Merchandise products 
 

Competency Descriptor: 
 
 

This unit involves the arrangement and presentation of merchandise 

within the store. It includes the setting up and maintenance of displays 

and labelling or pricing stock. 
 

 
 

Competency Field: Retail Operations 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Place and Arrange Merchandise 1.1 Merchandise unpacked in accordance with enterprise 
procedure. 

  1.2 Merchandise placed on floor, fixtures and shelves in 
determined locations. 

  1.3 Merchandise displayed to achieve a balanced fully stocked 
appearance and promote sales. 

  1.4 Damaged, soiled or out of date stock identified and 
corrective action taken as required according to store 
procedure. 

  1.5 Stock range placed to conform to fixtures, ticketing, prices 
or bar codes. 

  1.6 Stock rotated according to stock requirements and store 
procedure. 

  1.7 Stock presentation conforms to special handling 
techniques and other safety requirements. 

2. Prepare Display Labels/Tickets 2.1 Labels/tickets for window, wall or floor displays prepared 
according to store policy. 

  2.2 Tickets prepared using electronic equipment or neatly by 
hand according to store procedures. 

  2.3 Soiled, damaged, illegible or incorrect labels/ tickets 
identified and corrective action taken. 

  2.4 Electronic ticketing equipment used and maintained 
according to design specifications. 

  2.5 Ticketing equipment maintained and stored in a secure 
location. 

 

 
 

Standards and Assessment Development Unit, GCTVET BSS04 Page 1 of 6 



BSSREO0092A: Merchandise products 

Copyright 2004 National Council on Technical & Vocational Education & Training (GCTVET) 
All rights reserved. No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

 

 

 

 
 
 

3. Place, Arrange and Display 
Price Tickets and Labels. 

3.1 Tickets/labels are visible and correctly placed on 
merchandise. 

 
3.2 Labels/tickets replaced according to store policy. 

 
3.3 Correct pricing and information maintained on 

merchandise according to store procedures, industry 
codes and government requirements. 

 

4. Maintain Displays 4.1 Special promotion areas reset and dismantled. 

 
4.2 Supervisor assisted in selection of merchandise for 

display. 

 
4.3 Merchandise arranged/faced up as directed and/or 

according to layout specifications and load bearing 
capacity of fixtures. 

 
4.4 Unsuitable or out of date displays identified, reset and/or 

removed as directed. 

 
4.5 Optimum stock levels identified and stock replenished 

according to store policy. 

 
4.6 Display areas maintained in a clean and tidy manner. 

 
4.7 Excess packaging removed from display areas. 

 
5. Protect Merchandise 5.1 Correct handling, storage and display techniques identified 

and used according to stock characteristics and industry 
codes. 

 
5.2  Methods of cleaning and protecting merchandise is 

appropriate and consistent with store policy and 
procedures 
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RANGE STATEMEN   

The Range Statement provides details of the scope of the Elements and Performance Criteria to allow for 
differences within enterprises and workplaces, including practices, knowledge and requirements. The 
Range Statement also provides a focus for assessment and relates to the unit as a whole. 

 

 
Store ticketing and pricing policy may include: 

 

• pricing gun 

• shelf tickets 

• shelf talkers 

• written labels 

• swing ticketing 

• bar coding 

• price boards 

• header boards. 
 
 
 

The following variables may be present: 
 
• Store policy and procedures in regard to merchandising of stock. 

• Size, type and location of store. 

• Size, type and location of display areas and fittings. 

• Store merchandise range. 

• Industry codes of practice 

• Setting of new displays or maintaining existing displays. 

• Tickets may be provided, produced electronically or manually. 
 
 

Handling techniques may vary according to 
stock characteristics and industry codes 
of practice: 

 
• levels of staffing, eg. staff shortages. 

• varying levels of staff training 

• routine or busy trading conditions. 

• full-time, part-time or casual staff 

Merchandise may be characterised by: 
 
• type 

• size 

• brand 

• customer 

• colour 
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EVIDENCE GUIDE   

Competency is to be demonstrated by the ability to merchandise products in accordance with the 
performance criteria and the range listed within the Range Statement. 

 

 
(1) Critical Aspects of Evidence 

 
Evidence should include a demonstrated ability to: 

 
• consistently apply store policies and procedures in regard to displaying, merchandising, 

ticketing, pricing and storage of stock 

• displaying merchandise on floor, fixtures shelves/display areas, in determined locations, in 
accordance with special manual handling techniques and other safety requirements 

• preparing display labels and price tickets for merchandise with regard to store policies and 
procedures 

• operating, maintaining and storing a range of ticketing equipment according to: 

• store policy and procedures 

• industry codes of practice 

• manufacturers’ instructions and design specifications. 

• arranging correct pricing and information on merchandise according to store procedures, 
industry codes and government requirements 

• identifying damaged, soiled or out of date stock and taking corrective action as required by 
store procedures and legislative requirements 

• maintaining display areas and replenishing stock as required in accordance with store 
procedures and legislative requirements 

• performing correct manual handling, storage and display techniques according to: 

• stock characteristics 

• industry codes of practice 
 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• merchandising, ticketing and pricing of stock 

• correct storage of stock 

• principles of display 

• store promotional themes, including 
advertising, catalogues and special offers 

• location of display areas 

• availability and use of display materials 

• stock rotation stock replenishment 

• merchandise range 

• scheduling for building and rotating displays 

• correct manual handling techniques for 
protection of self and merchandise 

• correct storage procedures for 
labelling/ticketing equipment and materials. 

• use and maintenance of manual and 
electronic labelling/ticketing equipment 

• completing tasks in a set time frame. 

• reading and interpreting store procedures 
and guidelines 

• machine or manual preparation of 
labels/tickets 

• reading and understanding manufacturer’s 
instructions 

Skills 
The ability to: 

 
• unpack merchandise 

• place and display merchandise 

• identify damaged, soiled or out 
of date stock 

• rotate stock 

• prepare labels/tickets for 
window, wall or floor displays 

• use and maintain electronic 
ticketing equipment 

• maintain displays 

• protect merchandise 

• maintain display areas 

 
 
 

(4) Resource Implications 
 

All resources must be provided for the assessment. If workplace based, the resources should 
relate specifically to store policies, procedures and range of stock and equipment. If an off the 
job or simulated work environment is used then resources should be generic and be applicable to 
a wide variety of stores/work environments. 

 
Resources may include: 

 
• A real or simulated retail environment 

• A range of ticketing and pricing equipment 

• Merchandise for display 

• Display materials and props 

• Cleaning materials 
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(5) Method of Assessment 
 

 
Competency is demonstrated by performance of all stated criteria according to the range of 
variables applicable to the workplace. 

 
Evidence should be gathered attesting to the achievement of competence by the candidate to the 
standard required for each element and unit of competency. 

 
Evidence is best gathered using the products, processes and procedures of the individual 
workplace context as the means by which the candidate achieves retail industry competencies. 

 
In order to ensure consistency of performance, evidence should be collected over a set period of 
time, which is sufficient to include dealings with an appropriate range and variety of retail 
situations. 

 
Assessment activities may also include written or verbal short answer testing, practical exercises, 
role-plays, research/project work or observation of practical demonstration. 

 

 
(6) Context of Assessment 

 

Elements of competency contain both theoretical and practical components. The theoretical 
components may be assessed off the job. The practical components should be assessed either 
in a work or simulated work environment. 

 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCRD0032A: Monitor and control accounts 
 

Competency Descriptor: 
 

This unit examines appropriate methods of monitoring and 

controlling accounts. This unit requires the application of research 

and planning skills to determine the nature and extent of account 

deficits and to reach a decision on payment methods. It involves 

liaison with both customers and external parties and as such high 

level communication skills are required. 
 

Competency Field: Credit/Lending Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1 Collect and record monies 
due 

1.1 Status of debt is determined in accordance with company 
policy, industry best practices and legislative requirements. 

 
1.2 Recovery action is planned and monies collected according 

to company policy and guidelines. 

 
1.3 Day sales outstanding are measured according to credit 

policy and budgets. 

 
1.4 Any information deficiencies are identified and additional 

information sought from appropriate sources. 

 
1.5 Records of customer contact are accurately maintained. 

 

2 Review compliance of trading 
terms and conditions 

2.1 Customers beyond trading terms are correctly identified. 
 

 
2.2 Relevant customers are contacted promptly and 

courteously to make satisfactory arrangements to pay 
monies outstanding. 

 
2.3 Necessary measures to collect monies are completed 

within company guidelines and timelines. 

 
2.4 Monies owing that constitute breaches of company credit 

policy are actioned in accordance with company policy. 
 

3 Determine nature and cause 
of claim 

3.1 Background to claim is thoroughly researched based on 
client's outline of task. 

 
3.2 Records are thoroughly checked for verification of all case 

material. 
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3.3 Legal practitioners are cooperatively consulted for advice. 

 
3.4 Type of claim is correctly identified to establish the 

appropriate legal process to serve. 
 

 
 

RANGE STATEMENT   

The range statement relates to the unit of competency as a whole. It allows for different work 
environments and situations that may affect performance. Essential operating conditions that may be 
present with training and assessment (depending on the work situation, needs of the candidate, 
accessibility of the item, and local industry contexts) may also be included. 

 

Company policy and guidelines/timelines may 
cover: 

 
• overall company goals and objectives 

• trading terms and credit limits 

• legal obligations and framework 

• economic environment 

• gathering information and its evaluation 

• setting credit limits or credit lines for 
applications 

• accepting and rejecting credit applications 

• reviewing and adjusting credit limits for 
established customers 

• collecting monies due the company 

• applying customer payments to appropriate 
accounts 

• liaison, information dissemination and 
marketing to internal and external parties 

• assistance to customers on billing and 
collection problems 

• making billing adjustments to customer 
accounts 

• maintenance of customer account files 

• maintenance of security of invoice and other 
appropriate files 

• supervision and development and training of 
credit staff 

• suspension of credit facilities 

Legislative requirements may include but not 
limited to: 

 
• Privacy Act 

• Trade Practices Act 

• Fair Trading Commission Act 

• Companies and Securities Code 

• Corporations Law 

• Consumer Credit and Contract Law 

• Bankruptcy Act 

• Bills of Sales and Other Instruments Act 

• Cheques and Payment Orders Act 
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Records may include: 
 
• agency file systems, including other 

commercial agencies 

• telephone logs 

• law enforcement/prosecution agencies 

• industry associations 

• standards setting organisations 

• audit records 

• past investigations 

• records of customer contact (electronic or 
paper based) 

• court reports 

Contact with customers will involve: 
 
• telephone conversations 

• written communication 

• e-mail 

 
 

EVIDENCE GUIDE   

Evidence required for demonstration of consistent performance: 
Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of appropriate legislation 

• comprehensive understanding and ability to implement company credit policy 

• liaison skills to clarify information for basic credit accounts 

• strong interpersonal skills to achieve positive outcomes 

• ability to use data entry and recording systems 

• written and oral communication skills including high level telephone skills 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• general knowledge of general 

development in the credit management 
sector and company policy 

• knowledge of all credit management 
business 

Skills 
The ability to: 

 
• demonstrate strong interpersonal, 

telephone and writing skills 

• relate effectively to customers to 
clarify, discuss and update account 
information 

• demonstrate filing skills 

• demonstrate liaison skills 
 
 

(4) Resource Implications 
 

Assessment of this unit of competence requires access to: 
 

• qualified assessors and assessment guidelines 

• systems which facilitate recording of trainee's profiles and progress 

• facilities for workplace or simulated environment assessment 
 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence must be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 

 
(6) Context of Assessment 

 
This unit may be assessed in a simulated work environment. 

 
Assessment of performance requirements in the unit should be undertaken in an industry context. 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills 
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ITIC0R0231A: Operate a personal computer 
 

Competency Descriptor: This unit deals with the skills and knowledge required to operate a 

personal computer to enter data and to access information and applies 

to all individuals operating in the information and communication 

industry. 
 

Competency Field: Information Technology 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Initiate computer system 1.1 Equipment and work environment are correctly checked for 
readiness to perform scheduled tasks. 

 
1.2 The hardware components of the computer and their functions 

are correctly identified. 

 
1.3 Equipment is powered up correctly. 

 
1.4 Access codes are correctly applied. 

 
1.5 System information is closely examined to accurately identify 

functions and features. 

 
1.6 Desktop configuration is customised in a manner suitable to 

meet individual requirements and/or special needs in 
accordance with organisation guidelines. 

 
1.7 Available help functions are used correctly when required. 

 
2. Use keyboard and equipment 2.1 Occupational Health and Safety regulations are followed for 

correct posture, lighting and length of time in front of computer. 

 
2.2 Keyboarding is carried out according to organisation guidelines 

on speed and accuracy. 
 

3. Navigate and manipulate 
desktop environment 

3.1 The selection, opening and closing of the correct desktop icons 
to access features follow the correct and appropriate 
procedures. 

 
3.2 Different roles and parts of the desktop window are used 

correctly and appropriately for particular functions. 

 
3.3 The opening, resizing and closing of desktop windows for 

navigation purposes follow the correct procedures. 
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3.4 Shortcuts are created from the desktop following the correct 
procedures. 

 

4. Organise directory and folder 
structures 

4.1 Directories/folders with subdirectories/subfolders are created 
and named according to established guidelines. 

 
4.2 Directory/folder attributes are accurately identified. 

 
4.3 Subdirectories/folders are moved between directories/folders 

following the correct and appropriate procedures. 

 
4.4 Directories/folders are renamed as required. 

 
4.5 Directories/folders and subdirectories/folders are correctly 

accessed via different paths. 
 

5. Organise files for user and/or 
organisational requirements 

5.1 The most commonly used types of files are correctly 
accessed in a directory/folder. 

 
5.2 Groups of files are correctly selected, opened and renamed 

according to procedures as required. 

 
5.3 Files are correctly copied to disk. 

 
5.4 Deleted files are accurately restored as necessary. 

 
5.5 Software tools are correctly and appropriately used to locate 

files. 
 

6. Correctly shut down computer 6.1 All open applications are closed using correct procedures 
without loss of data. 

 
6.2 Computer is shut down correctly. 

 

RANGE STATEMENT   

 
This unit applies to activities associated with essential operations linked to using and maintaining basic 
computer equipment. 

 

Equipment: 
 
• install supplied computer 

• install supplied peripherals 

Work environment: 
 
• equipment 

• furniture 

• cabling 

• power supply 
 

 
 
 
 
 

Standards and Assessment Development Unit, GCTVET ITI03 Page 2 of 5 



ITICOR0231A Operate a personal computer 

Copyright 2003 National Council on Technical & Vocational Education & Training (GCTVET) 
All rights reserved. No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

 

 

 
 

 

Input devices: 
 

• keyboard 

• mouse 

• scanner 

• microphone 

• camera 

Data: 
 

• textual 

• numerical 

• graphical 

 
 

Software systems to include for: 
 

• word processing 

• spread sheet 

• internet access 

File operations include: 
 

• naming, updating and archiving files and 
directories 

• use of search, sort, print 
 

 

Files save on: 
 

• network 

• magnetic media 

• personal PC 
 
 

 

EVIDENCE GUIDE   

 
Competency is to be demonstrated by the ability to accurately carry out basic data entry and retrieval 
operations on a computer system in accordance with the performance criteria and the range listed within 

the range of variables statement. 
 

(1) Critical Aspects and Evidence 
 

It is essential that competence be observed in the following aspects: 
 

• initiate the use of the equipment 

• identify functions and features of software 

• demonstrate the ability to customise desktop environment 

• organise files, folders and directories 

• manipulate input devices 

• access and save files 

• manipulate features and functions 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
knowledge of: 

 
• safety for working with and around 

computers 

• computer hardware and software 
systems 

• procedure for initiating and closing down 
computer 

• methods of locating files 

• organisation’s standards applicable to 
customising desktop environment and 
naming of files 

• naming of files and folders 

• functions of the different parts of the 
desktop window 

• creating and saving 
files/folder/directories 

• basic technical terminology in relation to 
reading help files and prompts 

• log-in procedures for accessing a 
personal compute 

Skills 
The ability to: 

 
• identify computer hardware 

• manipulate data input devices 

• access files 

• use file operations 

• manipulate features and tools 

• customise desktop environment 

• navigate desktop environment 

• copy files 

 
 

(4) Resource Implications 
 

The following resources should be made available: 
 

• files saved on network, magnetic media 

• personal computer. 

• input devices: keyboard, mouse, other selection devices 
 

(5) Method of Assessment 
 

Competency shall be assessed while work is undertaken under direct supervision with regular 
checks, but may include some autonomy when working as part of a team. 

 
Competencies in this unit may be determined concurrently. Assessment must be in accordance 

with the performance criteria. 
 

(6) Context of Assessment 
 

This unit may be assessed on or off the job. Assessment should include practical demonstration 
either in the workplace or through a simulation. A range of methods to assess underpinning 
knowledge should support this. 

 
 
 
 

 

Standards and Assessment Development Unit, GCTVET ITI03 Page 4 of 5 



ITICOR0231A Operate a personal computer 

Copyright 2003 National Council on Technical & Vocational Education & Training (GCTVET) 
All rights reserved. No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

 

 

 
 
 
 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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ITIDAT1072A: Operate a spreadsheet application (advance) 
 
 

Competency Descriptor: This unit deals with the skills and knowledge required to perform 

operations using advance features of a spreadsheet application and 

applies to individuals operating in the information and 

communication industry. 
 
 

Competency Field: Information Technology 
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Create spreadsheets 1.1 Basic built in functions are appropriately employed. 

 
1.2 Appropriate formulae are entered using relative and 

absolute referencing where required. 

 
1.3 Formulae are promptly corrected when standard error 

messages occur. 

 
1.4 Various tools are used appropriately during spreadsheet 

development. 

 
1.5 Data entries are copied or increased incrementally for 

logical and clear presentation of information. 
 

2. Customise spreadsheet 
environment 

2.1 Page display modes, orientation and size are appropriately 
adjusted to meet user requirements and/or special needs. 

 
2.2 Toolbar is appropriately modified to meet user and 

document uses. 

 
2.3 Toolbar is appropriately modified to meet user and 

document uses. 
 

3. Format spreadsheet 3.1 Selected format is correctly copied from another cell or 
group of cells in the spreadsheet or from another active 
spreadsheet. 

 
3.2 Appropriate formatting tools are used as required within the 

spreadsheet and/or individual cells. 

 
3.3 The ability to identify, set, edit and test basic and 

conditional cell validations is demonstrated. 

 
3.4 Create message boxes and error messages. 
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3.5 Insertion of headers and footers incorporating all necessary 
information and formatting styles followed the correct 
procedures. 

 
3.6 Document is saved in another format and in a format that is 

appropriate for posting to a web site. 
 

4. Incorporate objects and charts in 
spreadsheets 

4.1 Objects are imported to and manipulated within a 
spreadsheet using the correct procedures. 

 
4.2 Spreadsheet data is clearly displayed in different charts. 

 
4.3 Charts are appropriately modified for formatting purposes. 

 

5. Sort and Lookup Records 5.1 Basic and advanced sorting options are used. 

 
5.2 Lookup functions to return values from search table are 

used. 

 
5.3 Scenarios are created and worked with. 

 

6. Create nested functions and 
macros 

6.1 Nested functions are created, edited and copied. 
 

 
6.2 Macros are created, edited and ran. 

 

 
 

RANGE STATEMENT   

This unit applies to the activities associated with the essential operations linked to the operations of 
advance features of spreadsheet applications and applies to individuals in the information and 
communication industry. 

 

Hardware may include but not limited to: 
 
• personal computer 

• networked system 

• printer 

Software may include but not limited to: 
 
• Microsoft Excel 

• Lotus 123 

 

Formatting may include: 
 
• margins 

• indentations 

• page layout 

• orientation 

Data may include: 
 
• numeral 

• text 

• images 

• objects 
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Mathematical formulae may include: 
 
• average 

• interest 

• multiply 

• divide 
 
 

EVIDENCE GUIDE   

Competency is to be demonstrated by the ability to complete basic operations associated with the 
advanced features of a spreadsheet application in accordance with the performance criteria and the 
range listed within the range of variable statements. 

 
(1) Critical Aspects of Evidence 

 
It is essential that competence is observed in the following aspects: 

 
• creating spread sheets 

• insertion of correct data 

• use appropriate formulae 

• formatting and modifications done to specifications 

• create nested functions and macros 

• correct interpretation of job specifications 
 

 
(2) Pre-requisite Relationship of Units 

 
Pre-requisites for this unit are: 

 
ITICOR0231A   Operate a personal computer 

 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• basic technical terminology in relation 

to reading help files and prompts 

• log-in procedures relating to 
accessing a PC 

• types of software 

• basic mathematics 

• formatting functions of software 

• nested functions and macros 

Skills 
The ability to: 

 
• create spreadsheets 

• format and modify worksheets 

• apply mathematical formulae 

• customise settings 
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(4) Resource Implications 

 
The following resources should be provided: 

 
• actual workplace or simulated environment 

• personal computer/network 

• printer 
 

 
(5) Method of Assessment 

 
Competency shall be assessed while work is undertaken under direct supervision with regular 

checks, but may include some autonomy when working as part of a team. 
 

Competencies in this unit may be determined concurrently. Assessment must be in accordance 
with the performance criteria. 

 

 
(6) Context of Assessment 

 
This unit may be assessed on or off the job. Assessment should include practical demonstration 
either in the workplace or through a simulation. A range of methods to assess underpinning 
knowledge should support this. 

 
Simulated activities must closely reflect the workplace. 
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CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level -  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Standards and Assessment Development Unit, GCTVET ITI09 Page 5 of 5 



ITIDAT0171A: Operate a spreadsheet application (basic) 

Copyright 2003 National Council on Technical & Vocational Education & Training (GCTVET) 
All rights reserved. No part of this document may be reproduced in any form or by any means without the prior permission of the publishers 

 

 

 
 

ITIDAT0171A: Operate a spreadsheet application (basic) 
 
 

Competency Descriptor: This unit deals with the skills and knowledge required to perform 

basic operations using a spreadsheet application and create a 

document. This unit applies to individuals operating in the 

information and communication industry. 
 
 

Competency Field: Information Technology 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Create spreadsheet 1.1 Opening of documents and entering of numbers, text and 
symbols in the cells are done according to information 
requirements. 

  1.2 Columns and rows are added, selected, copied, deleted or 
moved within the spreadsheet as desired. 

  1.3 Apply simple mathematical functions. 

2. Customise basic settings 2.1 Selected font type, size and colour are appropriate for the 
purpose of the document. 

  2.2 Alignment and justification options and line spacing are 
applied according to spreadsheet formatting requirements. 

  2.3 Appropriate modifications are made to column width and 
height to suit spreadsheet requirements. 

  2.4 Cells are formatted to display different styles, values and 
information as required. 

  2.5 Ability to view multiple workbooks/spreadsheets at any one 
time is demonstrated. 

3. Format spreadsheet 3.1 Italics, bold, underline and hyphenation are correctly used 
as required. 

  3.2 Information is aligned in selected cells as required. 

  3.3 Document is closed and saved to disk using the correct 
procedures. 
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4. Print spreadsheets 4.1 Ability to preview spreadsheet in print preview mode is 
demonstrated. 

  4.2 Correct basic print options are selected. 

  4.3 Spreadsheet or part of spreadsheet is printed from installed 
printer using the correct procedures. 

 
 

RANGE STATEMENT   

This unit applies to the activities associated with the essential operations linked to operating spreadsheet 
applications computer and applies to individuals in the information and communication industry. 

 

Hardware may include but not limited to: 
 
• personal computer 

• networked system 

• printer 

Software may include but not limited to: 
 
• Microsoft Excel 

• Lotus 123 

 

Disk may include but not limited to: 
 
• diskette 

• zip disks 

• compact disks 

Operating Systems: 
 
• Command line 

• Graphical User Interface 

 

Mathematical functions may include: 
 
• add 

• subtract 

• multiply 

• divide 

Formatting may include: 
 
• margins 

• indentations 

• page layout 

• orientation 
 

Modifications may include changes to: 
 
• colour 

• shade 

• size 

• shape 

Data may include: 
 
• numeral 

• text 

• images 

• objects 
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EVIDENCE GUIDE   

Competency is to be demonstrated by the ability to complete basic operations associated with creating, 
formatting, saving and printing a spreadsheet in accordance with the performance criteria and the range 
listed within the range of variable statements. 

 
(1) Critical Aspects of Evidence 

 
It is essential that competence is observed in the following aspects: 

 
• creating spread sheets 

• insertion of correct data 

• use appropriate formulae 

• formatting and modifications done to specifications 

• apply correct printing procedures 

• correct interpretation of job specifications 
 

 
(2) Pre-requisite Relationship of Units 

 
Pre-requisites for this unit are: 

 
• ITICOR0231A Operate a personal computer 

 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• basic technical terminology in relation 

to reading help files and prompts 

• log-in procedures relating to accessing 
a PC 

• types of software 

• basic mathematics 

• formatting functions of software 

• creating and saving files 

Skills 
The ability to: 

 
• create spreadsheets 

• format and modify worksheets 

• apply simple mathematical functions 

• apply printing procedures 
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(4) Resource Implications 
 

The following resources should be provided: 
 

• actual workplace or simulated environment 

• personal computer/network 

• printer 
 

 
(5) Method of Assessment 

 
Competency shall be assessed while work is undertaken under direct supervision with regular 

checks, but may include some autonomy when working as part of a team. 
 

Competencies in this unit may be determined concurrently. Assessment must be in accordance 
with the performance criteria. 

 

 
(6) Context of Assessment 

 
 

This unit may be assessed on or off the job. Assessment should include practical demonstration 
either in the workplace or through a simulation. A range of methods to assess underpinning 
knowledge should support this. 

 
Simulated activities must closely reflect the workplace. 
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CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level -  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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ITIDAT1082B: Operate a word processing application (advance) 
 

 

Competency Descriptor: This unit deals with the skills and knowledge required to operate a 

word processing application and applies to individuals operating in 

the information and communication industry. 
 

Competency Field: Information Technology 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Insert, format and protect 
form elements 

1.1 A rough sketch of the form to be created is drawn on a 
paper. 

 
1.2 The form fields required to gather information are 

determined. 

 
1.3 The desktop environment is customized to include forms 

toolbar. 

 
1.4 Form fields are inserted and their properties set. 

 
1.5 Form fields are checked to conform that they are long 

enough to handle input from the user. 

 
1.6 The form fields are formatted and styled as required. 

 
1.7 Forms and fields are protected/unprotected. 

 

2. Create tables for forms 2.1 Tables are created for alignment of fields or to control row 
height. 

 
2.2 Form fields are placed in table cells. 

 
2.3 Table cells are formatted as required. 

 

3. Create documents using mail 
merge tool 

3.1 A document type is chosen and maintained. 
 

 
3.2 A data file connected to and records selected. 

 
3.3 Fields are added to the main document. 

 
3.4 The merge is previewed and completed. 

 
3.5 Ability to view multiple documents at any one time is 

demonstrated. 
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3.6 Document is saved to correct directory/folder. 

 
3.7 Correct print option is selected. 

 

 
 

RANGE STATEMENT   

This unit applies to the activities associated with the essential operations linked to advance operations of 
a word processing application and applies to all individuals in the information and communication 
industry. 

 

Formatting may include: 
 
• page orientation 

• margins 

• enhancements to text –colour, font, size 

• enhancements to format – borders, patterns 
and colour 

• alignment on page 

Software may include but are not limited to: 
 
• Microsoft Word 

• Microsoft Works 

• Corel WordPerfect 

 

Equipment may include: 
 
• personal computer 

• printer 
 
 

EVIDENCE GUIDE   

Competency is to be demonstrated by the ability to complete basic operations associated with creating 
and formatting forms, long documents and macros in accordance with the performance criteria and the 
range listed within the range of variable statements. 

 
(1) Critical Aspects of Evidence 

 
It is essential that competence is observed in the following aspects: 

 
• create documents in line with organisation’s guidelines 

• customise settings 

• format and layout document to specification 

• insert form elements 

• use software features and tools appropriately 

• create and run macros 
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(2) Pre-requisite Relationship of Units 
 

Pre-requisites for this unit are: 
 

• ITICOR0231A Operate a personal computer 
 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• operating systems software and 

software tools 

• applications and their features 

• form fields and their properties 

• use of document maps 

• mail merge 

Skills 
The ability to: 

 
• create form elements 

• customise settings 

• create tables and templates 

• format and style documents 

• create mail merge 

 
 

(4) Resource Implications 
 

The following resources should be provided: 
 

• work environment (simulated or actual enterprise) 

• personal computer/network 

• printer 
 

 
(5) Method of Assessment 

 
Competency shall be assessed while work is undertaken under direct supervision with regular 
checks, but may include some autonomy when working as part of a team. 

 
Competencies in this unit may be determined concurrently. Assessment must be in accordance 
with the performance criteria. 

 

 
(6) Context of Assessment 

 

This unit may be assessed on or off the job. Assessment should include practical demonstration 
either in the workplace or through a simulation. A range of methods to assess underpinning 
knowledge should support this. 

 
Simulated activities must closely reflect the workplace. 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level -  
Use mathematical ideas and techniques Level -  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCOR0071A Participate in formal communication 

processes 
 
 

Competency Descriptor: This unit involves using communication skills, both speaking and writing 

to contribute to the formal workplace processes. 
 

 

Competency Field: Financial Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Apply accepted conventions to 
participation in formal meetings 
and discussions 

1.1 Knowledge of meeting procedures is applied to participation 
in formal meetings. 

 

 
1.2 Constructive contributions are made to discussion at formal 

meetings. 

 
1.3 Good listening techniques are used to achieve 

understanding of other points of view. 

 
1.4 Minutes of meetings are written, if required, following 

accepted conventions. 
 

2 Take part in formal interviews 2.1 Purpose of the interview and role in the interview process 
are clarified. 

 
2.2 Preparations for the interview are made. 

 
2.3 Effective listening and questioning techniques are applied to 

receiving and giving information. 

 
2.4 Information or outcomes of the interview are analysed. 

 
3 Write brief reports 3.1 Accepted report writing conventions are applied to 

production of report. 

 
3.2 Information on which to base the report is collected. 

 
3.3 Brief reports on workplace topics are written following 

accepted organisation and industry standards. 
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RANGE STATEMENTS   
 

Meeting procedures may include but not in limited to 
the formal conventions of meetings such as: 

 
• undertaking role of chair including addressing 

participants, maintaining control of proceedings, 
following proceedings and managing voting 
procedures 

• addressing the chair 

• only one person speaking at once, no 
interrupting 

• putting forward motions 

• voting 

• taking minutes 

Listening techniques may include but not in 
limited to: 

 
• maintaining eye contact with the speaker 

• taking notes 

• concentrating 

 
 

Purpose of the interview may include but not limited 
to: 

 
• employment 

• promotion 

• discipline 

• information gathering 

• follow up of action taken 

Preparation may include but not limited to: 

 
• formulating questions 

• writing agendas 

• carrying out relevant research 

 
 

Report writing conventions may include but not limited to: 

 
• using accepted structure for the report 

• making sure the conclusions are based on the information presented 

• justifying recommendations 

• noting attachments and appendices 
 
 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 
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(1) Critical Aspects and Evidence 
 

To achieve competency in this unit, a person must be able to demonstrate: 
 

• ability to take part in a range of formal situations 

• ability to produce reports 

• ability to demonstrate listening and questioning skills 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• meetings procedures 

• conventions for writing minutes 

• listening and questioning techniques 

• report writing conventions 

• interviewing procedure 

Skill 
The ability to: 

 
• listening and questioning skills 

• research skills 

• ability to write work related 
documents in clear, straightforward 
prose 

• ability to empathise with others 
 
 

(4) Resource Implications 
 

Assessment of this unit of competence requires access to the documents and other resources 
required for the formal situation. 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
This unit may be assessed in the workplace or in a simulated work environment. 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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BSBCOR0011A: Prepare for work 
 

Competency Descriptor: This unit covers the skills and knowledge required to prepare an 

individual to perform effectively in a work environment. It includes 

identifying the rights and responsibilities of employees and employers 

and assisting in the business while under direct supervision. 
 

Competency Field: Business Administration Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Identify organisational/work 
requirements 

1.1 Work requirements and responsibilities are identified with 
advice from appropriate persons. 

 
1.2 Roles and responsibilities of colleagues and immediate 

supervisors are identified. 

 
1.3 Employee’s/employer’s rights are identified and knowledge 

applied where appropriate. 

 
1.4 Legal responsibilities and any relevant organisational 

goals and objectives are identified and applied where 
appropriate. 

 
1.5 Behaviour that contributes to a safe work environment is 

identified and followed. 
 

2. Work in a team 2.1 Courteous and helpful manner is displayed at all times. 

 
2.2 Allocated tasks are completed as required. 

 
2.3 Assistance is sought when difficulties arise. 

 
2.4 Questioning is used to clarify instructions or 

responsibilities. 

 
2.5 Non-discriminatory attitude is displayed. 

 
3. Develop effective work habits 3.1 Work and personal priorities are identified and a balance 

achieved between competing priorities. 

 
3.2 Time management strategies are applied to work duties. 

 
3.3 Appropriate dress and behaviour are observed in the 

workplace. 
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4. Demonstrate proper grooming 
habits 

4.1 There is graceful bearing in walking, sitting and standing. 
Posture and movement of body parts is properly 
harmonized, according to physical capacity. 

 
4.2 Unpleasant body odour is absent, also bad breath. Teeth 

show evidence of proper dental care. 

 
4.3 Hair is clean; hairstyle is suitable for the workplace and is 

maintained in a neat manner. 

 
4.4 Hands are clean; nails are trim, neat and free of dirt. 

 
4.5 Clothing is neatly constructed, properly finished, fits well 

and coordinates attractively. 

 
4.6 Clothing has the right tone for the office and is neither 

dressy, too casual nor too revealing. 

 

RANGE STATEMENT   

 
The Range Statement provides advice to interpret the scope and context of this unit of competence, 
allowing for differences between enterprises and workplaces. It relates to the unit as a whole and 
facilitates holistic assessment. In addition, the following variables may be present for this particular unit: 

 

Legislation, codes and national standards 
relevant to the workplace which may include: 

 
• relevant legislation from all government 

agencies 
which affect business operation, especially in 
regard to Occupational Health and Safety  
and environmental issues, industrial relations, 
anti-discrimination 

• relevant industry codes of practice 

Organisation’s requirements may be included in: 
 
• organisational policies and guidelines 

• common organisational practice 

• performance plans 

• Occupational Health and Safety policies, 
procedures and programs 

 

Rights and responsibilities of employees may relate to: 
 
• attendance 

• punctuality 

• obeying lawful orders 

• confidentiality of information concerning the organisation, clients or colleagues 

• safety and care with respect to Occupational Health and Safety policies 

• knowing the terms and conditions of own employment 

• the right to union representation 

• protection from discrimination and sexual harassment 
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Appropriate persons may include: 
 
• supervisors 

• mentors 

• trainers 

• colleagues 
 

Rights and responsibilities of employers include: 
 
• The responsibility of providing a safe environment free from discrimination and sexual harassment. 

The right to dismiss an employee if he /she should: 

• commit a criminal offence 

• cause an accident through negligence or carelessness 

• commit acts of disloyalty such as revealing confidential information 

•
 

Behaviour which contributes to a safe work 
environment may include: 

 
• discussing and negotiating problems and 

tasks with other team members 

• sharing knowledge and skills 

• identifying and reporting any risks or 
hazards 

• using business equipment according to 
instructions 

 
Posture to include: 

 
• straight back, appropriate placement of feet 

(whether walking, standing, or sitting), upright 
positioning of body – according to physical 
capability 

 
Grooming to include: 

 
• The use of hygiene aids, properly laundered 

garments, clean shoes, the range of fashions 
and hairstyles accepted as appropriate for the 
workplace. 

The organisation’s goals and objectives may be: 
stated or implied by the way the organisation 
conducts its business including: 

 
• organisational values and behaviours 

• flexibility, responsiveness, financial 
performance 

• work procedures and/or procedures manuals 

• people management, interpersonal 
communication 

• business planning, marketing and customer 
service 
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Work and personal priorities relate to a work/life 
balance and may include work and other 
commitments including: 

 
• personal studies/assignments 

• home/family recreational activities 

• other jobs 

• culture 
 

Work priorities may vary according to: 
 
• organisation requirements 

• type of work 

• degree of client/customer contact 

Additional skills may be acquired by: 

• on-the-job coaching or mentoring 

• presentations/demonstrations 

• formal course participation 

• work experience 

Non-discriminatory attitudes may be displayed in: 
 
• all contacts with other staff, clients or 

management 

• verbal or non-verbal communication 

Appropriate dress and behaviour may relate to: 

• personal dress, presentation and hygiene 

• demeanour in the workplace 

• attitude displayed to customers and other team 
members 

 
 

EVIDENCE GUIDE   

This is an integral part of the assessment of competence and should be read in conjunction with the 
Range Statement. 

 
In order to achieve consistency of performance, evidence should be collected over a set period of time, 
which is sufficient to include dealing with an appropriate range and variety of situations. 

 
(1) Critical Aspects of Evidence 

 
Ability to: 

 
• Express the organization’s requirements including goals and values 

• Identify workplace procedures for maintaining employee and employer rights 

• Develop strategies for effective work practices 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• relevant features of legislation from 

all government agencies which affect 
business operation, especially in 
regard to Occupational Health and 
Safety and environmental issues, 
equal opportunity, industrial relations, 
and anti-discrimination 

• award and enterprise agreements and 
relevant industrial instruments 

• basic rules and expectations for 
workers and employees 

• basic principles of time management 

Skills 
The ability to: 

 
• process basic, relevant workplace 

documentation according to work 
requirements 

• communicate to request advice, receive 
feedback and work with a team 

• display problem-solving skills in order to 
resolve routine problems related to the 
workplace 

• relate to people from a range of social, 
cultural, ethnic backgrounds and 
physical and mental abilities 

 
 

(4) Resource Implications 
 

The learner and trainer should have access to appropriate documentation and resources normally 
used in the workplace. 

 

(6) Method of Assessment 
 

Competency will be assessed through direct observation and questions related to underpinning 
knowledge and skills. 

 
Competency will be assessed under general guidance checking at various stages of the process 
and at completion of the activity against performance criteria and specifications. 

 
(7) Context of Assessment 

 
Competency is demonstrated by performance of all stated criteria, including paying particular 
attention to the critical aspects and the knowledge and skills elaborated in the Evidence Guide, 
and within the scope as defined by the Range Statement. 

Assessment must take account of the endorsed assessment guidelines in the Business 
Competency standards. 

Assessment of performance requirements in this unit should be undertaken in an actual 
workplace or simulated environment. 

Assessment should reinforce the integration of the critical employability skills and the Business 
Services Common Competencies for the particular NVQ-J Level. Refer to the Critical 
Employability Skill Levels at the end of this unit. 
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CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for the 
evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0402A Preparing ledger balances and an initial trial balance 
 
 

FSFACC0402A: Prepare ledger balances and an initial trial balance 
 

Competency Descriptor: This unit relates to the skills and knowledge required to prepare ledger 

balances and initial trial balance as part of the internal control involved in an 

organisation’s accounting processes. 
 
 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Balance bank transactions 1.1 Details from the relevant primary documentation are 
recorded in the matching process. 

 
1.2 Totals and balances of receipts and payments are 

correctly calculated. 

 
1.3 Individual items on the bank statement and cashbook 

are compared for accuracy. 

 
1.4 Discrepancies are identified and referred to the 

appropriate person. 
 

2. Prepare ledger balances and 
control accounts 

2.1 Relevant accounts are totalled. 
 

 
2.2 Control accounts are reconciled with the totals of the 

balances in the subsidiary ledger where appropriate. 

 
2.3 Authorised adjustments are correctly processed and 

documented. 

 
2.4 Discrepancies arising from the reconciliation of control 

accounts are either resolved or referred to the 
appropriate person. 

 
2.5 Documentation is stored securely and in line with the 

organisation’s confidentiality requirements. 
 

3. Draft an initial trial balance 3.1 Information required for the initial trial balance is 
identified and obtained from the relevant source. 

3.2 Relevant persons are asked for advice when the 
necessary information is not available. 

 
3.3 The draft initial balance is prepared in line with the 

organisation’s policies and procedures. 

 
3.4 Discrepancies are identified in the balancing process 

and referred to the appropriate person. 
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FSFACC0402A Preparing ledger balances and an initial trial balance 
 
 

RANGE STATEMENTS   
 

Primary documentation: 
 
• credit transfer and standing order schedules 

Discrepancies include but not limited to: 

• uncertainty in coding 

• differences identified by the matching process 

Adjustments include: 

• to correct errors 

• to write off bad debts 

Ledgers includes: 
 
• main ledger 

• sub ledger 

• integrated ledger 

Control accounts include: 

• stock 

• debtors 

• creditors 

• cash 

• wages and salaries 
 
 

Sources include but not limited to: 
 
• colleagues 

• computer system 

• files 

• manager 

• accountants 

• ledger 
 

Discrepancies but not limited to: 
 
• incorrect double entries 

• missing entries 

• wrong calculations 
 
 

EVIDENCE GUIDE   

The Evidence Guide identifies the critical aspects, and the underpinning knowledge and skills to be 
demonstrated to confirm competency for this unit. This is an integral part of the assessment of 
competency and should be read in conjunction with the Range Statement. 

 
(1) Critical Aspects and Evidence 

 
• identifying and responding to discrepancies and errors 

• transferring and recording financial data accurately 

• identifying and complying with organisational requirements 

• reconciling expenditures and revenue 

• recommending options for financial decision making 

• knowledge of organization structure 

• demonstrated ability to use accounting software applications 

• security procedures are followed at all times to ensure confidentiality and security of 
information 
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FSFACC0402A Preparing ledger balances and an initial trial balance 
 
 

(2) Pre-requisite Relationship of Units 

 
• Nil 

 
(3) Underpinning Knowledge and Skills 

 
Knowledge 
Knowledge of: 

 
• knowledge of organisational policies and procedures relating to maintaining financial records 

• understanding processes to identify relevant source documents and information contained 
within source documents 

• understanding of the importance of a general ledger chart of accounts in relation to maintain 
and reporting financial data 

• understanding the definition of credits/creditors and debits/debtors 

• principles of double entry bookkeeping and accrual accounting 

• understanding methods of presenting financial data 

• knowledge of financial legislation references and information 

• understanding practices to include ethical considerations in all areas of work 
 

Skill 
The ability to: 

 
• demonstrate skills in using financial spreadsheet 

• demonstrate literacy skills to identify financial information; to read and understand the 
organisation's accounting procedures 

• demonstrate proofreading and editing skills to ensure conformity to organisational 
requirements, check for accuracy and consistency of information 

• demonstrate communication skills to clarify information and refer errors or discrepancies to 
appropriate people 

• demonstrate numeracy skills to reconcile figures; prepare cash analysis sheets 

• demonstrate analytical skills to read and interpret financial data 

• demonstrate problem solving skills for a defined range of problems 

• relate to people from a range of social, cultural and ethnic backgrounds and physical and 
mental abilities. 

 

 
(4) Resource Implications 

 
• workplace reference materials such procedural manuals and company policy 

• calculator 

• computer equipment and relevant software 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, projects/assignments, portfolio of work documents, third party reports, oral and/or 
written questioning on underpinning knowledge and skills and other methods as required. 
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FSFACC0402A Preparing ledger balances and an initial trial balance 
 
 

(6) Context of Assessment 
 

Assessment of performance requirements in the unit must be undertaken in an industry context. 
Aspects of competency, including attainment of relevant knowledge and skills, may be assessed 
through practical demonstration in the workplace or in an industry approved simulated work 
environment. 

 
CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of quality 
using given criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 3  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 3  
Solve problems Level 3  
Use technology Level 3  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0122A: Prepare statutory and non-statutory returns 
 

Competency Descriptor: This unit deals with the preparation of statutory and non-statutory reports. 
 
 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Gather and verify data 1.1 Current data on minimising incidence of charges is 
derived and collected from authoritative and recognised 
sources. 

 
1.2 Valuations are made, recorded and disclosed in 

accordance with organisational policies and procedures. 

 
1.3 Discrepancies, unusual features or queries are identified, 

resolved or referred to the appropriate authority. 
 

2. Prepare statutory and non- 
statutory returns 

2.1 Statements of source documentation and applications of 
funds are prepared to support returns in accordance with 
statutory requirements. 

 
2.2 Income and expenditure is correctly recorded in 

appropriate formats to ensure compliance with statutory/ 
non-statutory requirements and transparency of returns. 

 
2.3 Returns are prepared within established timelines. 

 
2.4 Relevant returns are submitted to appropriate authorities 

within stated deadlines. 

 

RANGE STATEMENTS   
 

Organizational policies and procedures may 
include but not limited to: 

 
• reporting requirements 

• financial analysis assessments 

• electronic data entry 

• recording and filing systems 

• standard financial analysis techniques 

• financial management manuals 

Authoritative and recognised sources may include 
but not limited to: 

 
• financial information systems 

• personnel information systems 

• asset registers 
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Discrepancies may include but not limited to: 
 
• expenditure report mismatches 

• incorrect payments 

• absence of auditable trail 

• inappropriate authorisations 

• variances from budget and phasings 

• unreconciled cash flows and operating 
statements 

• incorrect report formats 

Appropriate authority may include but not limited to: 
 
• chief executive officer 

• managers and company officers (e.g. company 
directors and board of management) 

• organisational guidelines and procedures 

• agreed criteria 

• in line managers 

 

Source documentation may include but not limited 
to: 

 
• order and supplier documentation 

• financial institution statements 

• taxation and statutory returns 

• vehicle log books 

• statutory declarations 

• invoices 

• receipts 

Assets and liabilities may include but not limited to: 
 
• property investments 

• shares, bonds, securities 

• loans, leases, debts 

• plant and equipment 

• personnel 

• cash 

 

Formats may include but not limited to: 
 
• statutory forms 

• financial year reports 

• balance sheets 

• operating statements 

• spreadsheets 

• electronic forms 

Statutory requirements may include but not limited 
to: 

 
• reporting periods 

• taxation payment timings 

• delegated authorities 

• internal control procedures 

 

Statement and returns may include but not limited 
to: 

 
• financial statements 

• expenditure reports 

• financial institution statements 

• asset usage reports 

• taxation declarations 

• inventory usage reports 

• annual reports 

Taxes may include but not limited to: 
 
• government charges (e.g., Payroll Taxes) 

• superannuation requirements 

 

Stated deadlines may include but not limited to: 
 
• monthly returns 

• annual reports 

• lodgement dates 

• payment schedules 

Obligations may include but not limited to: 
 
• lodgement dates 

• supporting documentation 

• explanatory statements 

• repayment schedules 
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EVIDENCE GUIDE   

The Evidence Guide is a guideline, which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Accounting sector. This requires evidence of consistent 
achievement of the workplace outcomes covered by the unit. 

 
(1) Critical Aspects and Evidence 

 
An employee working at this level should be able to demonstrate the following underpinning 
knowledge and skills. 

 
• interpreting and identifying applications of statutory requirements 

• documenting financial data in statutory formats 

• accurate estimation of taxation and statutory liabilities 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• financial legislation (e.g., taxable 

transactions, reporting requirements) 

• government taxes and charges 

• reporting principles and practices 

• options, methods and practices for 
deductions, benefits 

• ethical considerations for the handling 
of statutory returns (e.g., conflict of 
interests, confidentiality, disclosure 
requirements) 

Skill 
The ability to: 

 
• demonstrate interpersonal skills and 

communication skills (e.g., liaising, 
listening, consulting) 

• demonstrate report writing and 
document preparation 

• demonstrate recording, gathering and 
consolidating financial information 

• demonstrate researching and 
identifying applicable accounting 
standards and decisions 

• use information technology for the set 
up and analysis of spreadsheets 

• demonstrate planning skills for 
timetabling and scheduling reports and 
lodgements 

 

 
 

(4) Resource Implications 
 

The availability of qualified and recognised assessors in an environment, which provides 
opportunities for workplace demonstration or simulation as well as the accurate recording of 
candidate progress and performance. 
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(5) Method of Assessment 
 

• demonstration 

• questioning 

• workplace performance 

• role-play 

• projects/assignments 

• written tests (verbal usage and verbal comprehension) 

• portfolio of work documents 

• third party reports 
 

(6) Context of Assessment 
 

Assessment of performance requirements in the unit may be undertaken in an industry context. 
Aspects of competency, including attainment of relevant knowledge and skills may be assessed 
in a simulated work environment. Competency is demonstrated by performance of all stated 
criteria, including the Range of Variables applicable to the workplace. 

 
 

 
CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given criteria 

• Manages process 

• Selects the criteria for the 
evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 3  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 3  
Solve problems Level 3  
Use technology Level 3  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0312A: Prepare, match and process receipts 
 
 

Competency Descriptor: This unit describes the skills and knowledge required to p repare, 

match and process a range of financial receipts. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Receive, identify and record 

receipt 

1.1 All receipts are checked for accuracy against remittance 

document. 

 
1.2 All receipts are recorded accurately in accordance with 

company  procedures. 

 
1.3 Remittance types are accurately identified to ensure correct 

allocation. 

 
1.4 Batching is completed in accordance with company 

systems and operating procedures. 

 
1.5 The appropriate person (Accounting) is advised of total 

daily inflows according to company operating procedures to 

ensure speedy allocation and investment of funds. 
 

2. Match receipts to documentation 2.1 Receipts are checked and matched to documentation 

accurately and promptly in accordance with company 

procedures. 

 
2.2 Security of documentation is maintained to protect interests 

of all parties to transaction. 

 
2.3 Unmatched receipts are noted for follow-up and/or referral 

in accordance with company and legislative requirements. 

 
3. Enter data to systems 3.1 All receipts are accurately allocated to appropriate inflow 

areas 

 
3.2 Data is entered to systems without error within time 

requirements as specified in relevant company policy and 

procedures. 

 
3.3 All receipts are accurately matched to system debit. 

 
3.4 Data and allocation discrepancies are identified promptly to 

enable follow-up. 

 
3.5 Advice on source and solution to discrepancies is sought 

where necessary to solve outstanding problems. 
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 3.6 Related systems are updated without delay. 

3.7 Reconciliations are completed and discrepancies between 

general ledger and sub systems resolved. 

4. File  documentation 4.1 Documentation is filed promptly in accordance with 

company policy and procedures. 

  4.2 Document filed appropriately to allow easy retrieval. 

 
 

RANGE STATEMENT   
 

Context may include: 

 
• mail room 

• reception area 

• accounting  department 

Events and documentation may include: 

 
• mail opening procedure 

• policy and procedures manual 

 

Receipts may include but not limited to: 

 
• cheques 

• cash 

• bankers orders 

• postal or money order 

• cash journal entry 

• direct debits 

• credit cards (direct, mail and telephone) 

• direct drawing 

• payroll deduction 

Receipt system may include but not limited to: 

 
• investment 

• loans 

• cash receipts 

• debiting 

• assets 

• commissions 

• receipting system may take account of 
optimising  legislative  requirements 

 

Policy means a policy statement. 

Procedures' means operating procedures. 

Company policy and procedures may include: 

 
• operations manuals 

• internal control guidelines 

• computer system documentation 

Data and allocation discrepancies may include but 

not limited to: 

 
• key stroke error 

• incorrect account allocation 

• numeracy error 

 

Industry and legislative requirements may cover: 
 

• accounting standards 

• relevant insurance act 

• consumer credit legislation 

• Privacy Act 

• Taxation Act 

• Cash Transaction Act 

• Industry Code of Practice 

• Securities and Companies code 

• Trade Practices Act 

• Stamp Duties Act 

• OHS Acts and guidelines 
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Systems: 

 
• systems may be manual or computer based 

 

 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 

performance over the Range of Variables and contexts applicable to the work environment. 

This unit may be assessed on its own or it may be assessed with other units that cover related skills and 

knowledge. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of company organisational policies and procedures for preparing, matching and 

processing  receipts 

• knowledge of industry and legislative requirements for processing receipts 

• ability to receive, identify and record receipts 

• ability to match receipts to relevant documentation 

• ability to enter data into organisational systems 

• ability to file documentation 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 

Knowledge of: 

 
• company policy and procedures 

• knowledge or awareness of relevant 

acts and regulations 

• legal systems and procedures 

• industry codes of practice 

• computer  systems 

• procedure writing 

Skills 

The ability to: 

 
• operate computerised spreadsheet and 

database 

• analyse and interpret data 

• demonstrate evaluative and general 

analytical skills 

• demonstrate negotiation and interpersonal 

skills 

• numeracy and mathematical skills 
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(4) Resource  Implications 

 
• access to a relevant workplace or closely simulated office environment 

• the use of a range of office equipment, technology and consumables including standard 
commercial computer hardware, software, telephones, facsimiles, and other relevant office 

equipment 
 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 

methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 

procedures, oral and/or written questioning on underpinning knowledge and skills and other 

methods as required. 
 

 
(6) Context of Assessment 

 
Assessment of performance requirements in this unit should be undertaken within the Financial 

Services Industry context and should cover aspects of personal/financial responsibility and 

accountability. 

 
Competency is demonstrated by performance of all stated criteria, including the Range Statement 

applicable to the workplace environment. 

 
Aspects of competency, including the attainment of relevant knowledge and skills, may be 

assessed in a relevant workplace, a closely simulated work environment, or other appropriate 

means that clearly meet industry competency requirements. 
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CRITICAL EMPLOYABILITYSKILLS 
 

 
Three levels of performance denote level of competency required to perform a task.  These levels do not 

relate to the GCTVET Qualifications Framework.  They relate to the seven areas of generic competency 

that underpin effective workplace practices. 
 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established 

processes 

• Makes judgement of 

quality using given 

criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 1  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCRD0012A: Process applications for credit 
 
 

Competency Descriptor: This unit covers the processing of applications for credit in accordance with 

organizational and legislative requirements. 
 

 

Competency Field: Credit/Lending Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Satisfy initial enquiry 1.1 Customer enquiry on the type, range and availability of 
credit is satisfied. 

 
1.2 Information is provided in ways, which show courtesy and 

respect for the customer and recognise the special needs of 
the customer. 

 
1.3 Basic requirements, amount, term and interest rate are 

ascertained. 

 
1.4 Deposit requirements are determined in accordance with 

credit policy. 

 
1.5 Credit details are provided to customer after calculation. 

 
1.6 Requirements of Consumer Credit Code and industry codes 

of practice are met. 
 

2 Check and verify application 
details 

2.1 Information required to support loan application is gathered 
in accordance with credit policy. 

 
2.2 Information is recorded using correct organisation's policies 

and procedures. 

 
2.3 Information provided by applicant and obtained from other 

sources is verified for accuracy and compliance with 
relevant legislative and organisational requirements. 

 
2.4 Completed information is conveyed to approving officer for 

credit assessment. 
 

3 Maintain application files 3.1 Filing system is kept up to date and maintained according to 
legislative requirements and timeframes and company policy 
and procedures. 

 
3.2 File and document movements are monitored and recorded. 
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4 Complete necessary 

documentation 
4.1 Documentation is produced accurately, clearly and 

concisely, in accordance with industry, company and 
legislative requirements and timeframes. 

 

RANGE STATEMENTS   
 

Initial enquiry: 

 
• can be made by customer using a range of 

telecommunication media, such as telephone, 
computer 

Special needs of the customer may include but 
not limited to: 

 
• the language needs of the customer 

• any special needs related to age 

• disability 

• cultural background 
 
 

Credit policy includes but not limited to to: 
 

• security requirements 

• income 

• satisfactory credit history 

• Consumer Credit Code 

• compliance 

Information can be obtained via: 

 
• face-to-face interview (lender's office, 

applicant's home, worksite, off-site) 

• teleconference 

• telephone 

• internet 

• facsimile 

• mail 
 
 

Security may include but not limited to: 
 

• real property mortgage 

• goods mortgage 

• third party security (co-borrower or guarantor) 

• application may be for an unsecured or secured 
loan 

Organisation's policies and procedures may 
include but not limited to information in regard to: 

 
• administrative and clerical systems 

• coding systems 

• product/account and service range 

• size, type and location of branch 

• range of responsibility 

• types of equipment used 

• lender may or may not require Mortgage 
Indemnity Insurance 
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Credit assessment may be made by: 
 

• the interviewer 

• designated loan approval staff 

• through a central lending unit 

Documentation may include: 

• security documents 

• disclosure and associated documents 

• approval of offer documents 

• loan schedule 

Relevant legislation may include: 
 

• Codes of practice 

• Consumer Protection Act 

• Privacy Act 

• Fair Trading Competition 

• Prudential requirements 

• Financial Institutions (FI) Code 

• Electronic Funds Transfer (EFT) Code of 
Conduct 

• Financial Transaction Reports Act 

• Cheques and Payment Orders Act 
 
 

EVIDENCE GUIDE   

Competency in this unit is demonstrated by performance of all stated criteria according to the Range of 
Variables applicable to the workplace. This unit may be assessed independently. 

 
(1) Critical Aspects and Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• thorough checking to ensure that application details are accurate 

• basic knowledge of relevant legislation 

• sound communication skills 

• sound understanding and implementation of credit policy in accordance with Consumer 
Credit Code 

• ability to use relevant data entry, office equipment and software 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• policies and procedures in regard to customer service and techniques 

• relevant legislation and statutory requirements 

• relevant industry codes of practice including the Consumer Credit Code (CCC) 

• questioning/listening techniques 

• security checking procedures 

• products available, features of products and requirements for application 

• relevant knowledge of company policy 
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Skill 
The ability to: 

 
• demonstrate written communication skills necessary to complete company 

documentation 

• apply time management skills 

• demonstrate interpersonal skills including telephone, interview and communication skills 

• demonstrate assessment skills 

• demonstrate basic numeracy skills to calculate term of loan, repayments and interest 

• communicate effectively with external personnel in order to clarify information 

• demonstrate data entry skills 

• explain, use and maintain filing systems and their codes 
 

 
(4) Resource Implications 

 
The learner and trainer should have access to relevant documentation and other physical 
resources normally used in the workplace. These include: 

 
• availability of qualified assessors and assessment guidelines 

• system which facilitates recording of trainees' profiles and progress 

• facilities for workplace or simulated environment assessment 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
Assessment of performance requirements in the unit should be undertaken in an industry context. 
Aspects of competency, including attainment of relevant knowledge and skills may be assessed  
in a simulated work environment. 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 1  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0342A: Process journal entries 
 

Competency Descriptor: This unit describes the functions involved in processing financial 

journal entries. 
 
 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Check and verify supporting 
documentation 

1.1 Supporting documentation is examined to establish 
accuracy and completeness. 

 
1.2 Supporting documentation is examined to ensure 

authorisation by appropriate level. 
 

2. Prepare and authorise journal 2.1 Prepared journal is accurate, complete and within company 
timelines. 

 
2.2  Journal is referred to appropriate person to be authorised in 

accordance with company policy and procedure. 

 
3. Enter data into system 3.1 Data is entered into system accurately and in accordance 

with company input standards. 

 
3.2 Transaction is correctly allocated to system and account. 

 
3.3 Related systems are updated to maintain integrity of 

relationships between financial systems. 

 
3.4 Data entry is undertaken in accordance with relevant health 

and safety procedures. 

 
4. Check journal processing report 4.1 Where appropriate, processing report is examined for 

accuracy and reconciled in accordance with relevant 
company policy and procedure, accounting principles and 
practices. 

 
4.2  Entries requiring alteration are identified and adjusting 

entries processed accurately in accordance with company 
policy and procedures. 

 
5. File documentation 5.1 Documentation is filed promptly and in accordance with 

company policy and procedures. 

 
5.2 Filed documentation is easily accessible and traceable. 
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RANGE STATEMENT   
 

Supporting documentation may include information 
that supports the transaction such as: 

 
• suspense reports 

• reconciliation 

Accurate and complete may mean: 
 
• meaningful notation 

• effective date specified 

• correct allocation 

• balanced transaction 
 
 

Input standards may include: 
 
• speed requirements 

Company policy and procedures may include: 

 
• operations manuals 

• internal control guidelines 

• computer system documentation 
 
 

Journal processing report may also be referred to 
as: 

 
• verification report 

• transaction report 

• batch processing list 

• batch report 

Company policy and procedures may include: 
 
• operations manuals 

• internal control guidelines 

• computer system documentation 

 
 

Industry and legislative requirement may cover: 
 
• International Accounting Standards 

• Relevant Insurance Act 

• Consumer Credit legislation 

• Privacy Act 

• Taxation Act 

• Industry Code of Practice 

• Securities and Companies Code 

• Trade Practices Act 

• Stamp Duties Act 

• Occupational Health and Safety (OHS) Acts and guidelines 
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EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of organisational policies and procedures for processing journal entries 

• knowledge of industry and legislative requirements for processing journal entries 

• ability to check and verify supporting documentation 

• ability to prepare journals 

• knowledge of organization structure 

• ability to enter data into organisational accounting systems 

• ability to check journal processing reports 

• ability to file documentation 

• ability to make adjusting entries 

• knowledge of occupational health and safety regarding data entry 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• company policy and procedures 

• knowledge or awareness of relevant 
acts and regulations 

• legal systems and procedures 

• industry codes of practice 

• computer systems 

• procedure writing 

Skills 
The ability to: 

 
• use computerised spreadsheet and 

database 

• interpret and analyse data 

• demonstrate evaluative and general 
analytical skills 

• demonstrate interpersonal skills 

 
 

(4) Resource Implications 
 

• access to a relevant workplace or closely simulated office environment 

• the use of a range of office equipment, technology and consumables, including standard 
commercial computer hardware, software, telephones, facsimiles, and other relevant office 
equipment. 
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(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence must be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
Assessment of performance requirements in this unit should be undertaken within the Financial 
Services Industry context and should cover aspects of personal/financial responsibility and 
accountability. 
Aspects of competency, including the attainment of relevant knowledge and skills, may be 
assessed in a relevant workplace, a closely simulated work environment, or other appropriate 
means that clearly meet industry competency requirements. 

 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 3  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0332A: Process payment documentation 
 

Competency Descriptor: This unit describes the functions involved in processing financial 

payment documents. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1 Enter data to system 1.1 Data is entered into systems without error and within time 
requirements as specified in relevant company policy and 
procedures. 

 
1.2 Data is allocated to correct systems and accounts. 

 
1.3 Related systems are updated. 

 
1.4 Data entry is undertaken in accordance with relevant health 

and safety requirements. 

 
1.5 System controls are maintained to ensure the integrity and 

security of client/payee database. 

 
2 Create payment facility 2.1 Payment facility is processed accurately in accordance with 

company policy and procedures. 

 
2.2  Documentation is maintained in a secure manner to protect 

the privacy and interests of all parties. 
 

3 Verify payments against 
documentation 

3.1 Authorisation for payment is confirmed. 
 

 
3.2 Information on payment facility matches approved 

documentation. 

 
3.3 Discrepancies are identified and followed up promptly. 

 

4 Effect payment 4.1 Payments are made within agreed credit arrangements in 
accordance with company policy and procedures. 

 
4.2 Related systems are updated promptly to ensure that the 

integrity of accounting systems is maintained. 

 
4.3 Primary documentation associated with payment is 

cancelled, or noted, to ensure multiple payments are not 
made. 

 
4.4 Payment instruments are signed in accordance with 

relevant authority levels. 
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5 File documentation 5.1 Documentation is filed promptly in accordance with 
company policy and procedures. 

 
5.2 Location of filed documentation is traceable. 

 

RANGE STATEMENT   
 

'Policy' means a policy statement. 

'Procedures' means operating procedures. 

Company policy and procedures may include but 
not limited to: 

 
• operations manuals 

• internal control guidelines 

• computer system documentation 

Related systems may include: 

• assets system 

• commissions and fees 

• receivables 

• reinsurance 

• holding/suspense accounts 

• tax related 

• claims 

Systems controls: 

 
• protect against the corruption of payee name, 

address and/or bank account details 
 

Industry and legislative requirements may cover: 

 
• International Accounting Standards 

• relevant Insurance Act 

• industry codes of practice 

• Consumer Credit legislation 

• Privacy Act 

• Taxation Act 

• Securities and Investments Commission (SIC) 
Code 

• Trade Practices Act 

• Stamp Duties Act 

• Occupational Health and Safety (OH&S) acts 
and guidelines 

 
Approval documents may include but not limited to: 

 
• batch records 

• periodic approvals 

• authorisation slips 

• signature verifications 
 
 

Credit terms means: 

 
• agreed trading arrangements with goods and service providers within standard industry terms (7 

days, 30 days) 
 

Authority levels are: 
 
• delegations of authorisation levels may be for selected areas and/or defined monetary amounts 
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Payment documentation/facilities may include but not limited to: 

 
• invoices 

• confirmation of receipt 

• stop payments 

• payment requests 

• delivery dockets 

• cheque cancellations 

• batch records 

• periodic approvals 

• authorisation slips 

• signature verifications 
 

Payment systems may relate to documentation generated for: 

 
• cheque payments 

• direct banking debits 

• periodical payments 
 
 

 EVIDENCE GUIDE   
 

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 

 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of industry and legislative requirements for processing payment documentation 

• knowledge of organisational policies and procedures for processing payment documentation 

• ability to enter data in organisational systems 

• ability to create payment facilities 

• ability to verify payments against documentation 

• ability make payments 

• ability to file necessary documentation 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• company policy and procedures 

• knowledge or awareness of relevant 
acts and regulations 

• legal systems and procedures 

• industry codes of practice 

• computer systems 

• procedure writing 

Skills 
The ability to: 

 
• operate computerised spreadsheet and 

database 

• analyse and interpret data 

• demonstrate evaluative and general 
analytical skills 

• demonstrate negotiation and interpersonal 
skills 

 
 

(4) Resource Implications 
 

• access to a relevant workplace or closely simulated office environment 

• the use of a range of office equipment, technology and consumables, including standard 
commercial computer hardware, software, telephones, facsimiles, and other relevant office 
equipment. 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 

Assessment of performance requirements in this unit should be undertaken within the financial 
services industry context and should cover aspects of personal/financial responsibility and 
accountability. Competency is demonstrated by performance of all stated criteria, including the 
Range of Variables applicable to the workplace environment. 
Aspects of competency, including the attainment of relevant knowledge and skills, may be 
assessed in a relevant workplace, a closely simulated work environment, or other appropriate 
means that clearly meet industry competency requirements. 
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CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0443A: Produce job costing information 
 

Competency Descriptor: This unit covers the competency to calculate and record the costs of 

products and services, cost centres and cost units. 
 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Gather and record operating and 
cost data 

1.1 Data is extracted from established systems. 
 

 
1.2 Data is systematically coded, classified and checked for 

accuracy and reliability in accordance with organisational 
policies and procedures. 

 

2. Produce cost reports 2.1 Costs are assigned to specified products, services, centres 
and units. 

 
2.2 Data are reconciled to ensure calculations are accurate and 

comply with organisational procedures. 

 
2.3 Cost information advice is sought from all sections of the 

organization when formulating budgets. 

 
2.4 Structure and format of budgets and reports are clear and 

conform to management information requirements. 

 
2.5 Variances against budget are identified and investigated. 

 
2.6 Reports are error free, comprehensive and comply with 

management requirements and organizational practices. 

 

RANGE STATEMENT   

Budgets may include but not limited to: 
 
• materials usage 

• labour usage 

• manufacturing overhead 

• costing budgets 
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Costs assignments may include but not limited to: 
 
• direct and indirect costs 

• labour, materials and overheads 

• manufacturing costs 

• service costs 

• fixed and variable costs 

• semi fixed and semi variable costs 

Data may include but not limited to: 

• inventory, materials and finished product 
records 

• consumables records 

• records of purchases and associated costs 

• labour utilisation records 

• materials used 

• payroll records 

• manufacturing and general overhead costs 

• service charge out rates 

Reports may include but not limited to: 
 
• variance analysis reports 

• job and service profitability reports 

• performance reports 
 

Report formats may include but not limited to: 
 
• job cost records 

• service cost analysis 

 

 

EVIDENCE GUIDE   

The Evidence Guide is a guideline, which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Accounting sector. This requires evidence of consistent 
achievement of the workplace outcomes covered by the unit. 

 
Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. 

 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 

 
(1) Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of organisational operating procedures 

• knowledge of standard accounting principles and practices 

• ability to gather and record operating and costs data 

• ability to produce cost reports 

• accurate calculation and recording of costs of products, services, centres and units 

• clear compilation of budgets and reports consistent with management information 
requirements 

• use of variance analysis to determine the effectiveness of the cost assignment process 
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(2) Pre-requisite Relationship of Units 
 

• Nil 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• principles of costing 

• organisational operating procedures 

• common routines for recording and storing data 

• principles of internal control (including statutory reporting) 

• methods of data protection including back ups and security 

• principles and practices of budgetary control (e.g. double entry bookkeeping and accrual 
accounting) 

• financial legislation (e.g. taxable transactions, reporting requirements) 

• ethical considerations for the handling of financial reconstruction (e.g. conflict of interests, 
confidentiality, disclosure requirements) 

 
Skills 
The ability to: 

 
• demonstrate interpersonal skills and communication skills (e.g. liaising, listening, consulting) 

• demonstrate information technology use for the set up and analysis of spreadsheets 

• demonstrate estimating, forecasting and analysis skills 

• read and interpret financial statements and reports 

• demonstrate writing skills for reports and recommendations 

• demonstrate numeracy for financial calculations and analysis 

• record, gather and classify financial information 
 

(4) Resource Implications 
 

• access to suitable resources to demonstrate competence 

• assessment instruments, including personal planner and assessment record book 

• access to registered provider of assessment services 
 

(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 
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(6) Context of Assessment 
 

Assessment of performance requirements in this unit should be undertaken within the financial 
services industry context and should cover aspects of personal/financial responsibility and 
accountability. 

 
Aspects of competency, including the attainment of relevant knowledge and skills, may be 
assessed in a relevant workplace, a closely simulated work environment, or other appropriate 
means that clearly meet industry competency requirements. 

 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCUS0661A: Provide quality customer service 
 

Competency Descriptor: This unit applies to short-term contact with customers. It applies to 

identifying and satisfying customer needs and expectations in a 

positive and professional manner 
 

 

Competency Field: Financial Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Receive an inbound inquiry 1.1 The customer is acknowledged using standard phrases 
within policy and procedures. 

 
1.2 The nature of the customer inquiry is identified. 

 
1.3 An attentive and helpful manner used in dealing with 

customers. 

 
1.4 Call terminated using standard phrases within policy and 

procedures. 

 
2. Make an outbound contact 2.1 An introduction is made using standard phrases within 

policy and procedures. 

 
2.2 The customer's availability to continue with contact 

assessed. 

 
2.3 Call terminated using standard phrases within policy and 

procedures. 
 

3. Establish a relationship with the 
customer 

3.1 Customer identity confirmed and details with customer 
recorded if appropriate. 

 
3.2 A rapport is established using active listening and empathy 

techniques. 
 

4. Determine customer 
requirements 

4.1 Customer requirements are identified using active listening 
and empathy techniques. 

 
4.2 One or more courses of action are explained to the 

customer. 

 
4.3 Agreement on course of action is obtained. 
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5. Refer and transfer a customer to 
another agent 

5.1 The customer is referred to other agent as appropriate. 
 

 
5.2 The customer and other agent are notified of all details 

relevant to the referral within policy and procedures. 

 
5.3 The transfer is executed efficiently. 

 

6. Respond to customer request 6.1 Respond to requests promptly and accurately within policy 
and procedures. 

 
6.2 Requests are discussed in an articulate, easy to 

understand manner without the use of jargon or acronyms. 

 
6.3 Options to satisfy the customer request are identified and 

recommended within policy and procedures. 

 
6.4 Company products and services promoted to meet 

customer request within policy and procedures. 
 

 
6.5 Commitment to meeting the customer request discussed 

and agreed. 
 

 
6.6 Additional or more detailed information are accessed to 

meet the customer's request if necessary. 

 
6.7 Further assistance is offered to the customer before 

closing. 

 
6.8 Standard phrases are used to close the call within policy 

and procedures. 

 
6.9 Legislation, codes, regulations and standards are 

observed throughout the transaction. 
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RANGE STATEMENT   

The following statements cover a wide range of circumstances. Assessment of candidates should be 
within the range that applies to the candidate's particular role or workplace. 

 

Customers include but not limited to: 
 
• user 

• purchaser or beneficiary of a service, 
product or process 

• internal or external 

Active listening involves but not limited to: 
 
• giving your full attention to the persons who are 

speaking 

• responding in a way that lets them know you 
have listened 

• understood their message as they have 
intended 

 
 

Empathy involves but not limited to: 
 
• the ability to recognise people's feelings 

• respect the other person's position 

Inquiry includes: 
 
• question or request for information from a 

customer that can be resolved by provision of 
information 

 
 

Inquiries include but not limited to: 
 
• requests for advice or assistance from 

internal or external customers, workplace 
colleagues and team leaders, managers, 
other staff members and members of the 
general public 

• questions about products and services 

• interactions with customers in a billing, 
provisioning, faults, selling, telemarketing, 
general inquiry or complaints context 

Team includes but not limited to: 
 
• the whole organization 

• any group/sub-unit within the centre 

 
 

Commitment includes but not limited to: 
 
• building rapport 

• keeping promises 

• keeping the customer informed 

• doing it right the first time 

• owning the customer's request 

• responding to the customer's request with 
operational efficiency 

• working with timelines 

Relevant legislation, regulations and standards 
include but not limited to: 

 
• declaration of secrecy 

• trade practices act 

• Equal Employment Opportunities (EEO) and 
anti discrimination legislation 

• telecommunications act 

• enterprise standards and policy 

• Occupational Health and Safety (OHS) 
legislation 

• freedom of information act 
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EVIDENCE GUIDE   

Competencies should be demonstrated by the ability to provide quality customer service in accordance 
with the performance criteria and the range listed within the range of variables statement. 

 
(1) Critical Aspects of Evidence 

 
Assessment candidates should produce evidence of the following: 

 
• knowledge of enterprise products and service 

• knowledge of and adherence to enterprise standards, policies and procedures 

• use of appropriate phrases in dealing with customers 

• clear and concise communication with the customer including use of active listening and 
empathy techniques 

• referral of inquiry in a prompt and efficient manner 

• various options are provided to the customer when more than one option can satisfy 
customer need 

• commitments are made with customer in accordance with enterprise policy 
• projection of a professional image in representing the company 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• empathy 

• teamwork 

• enterprise policies, procedures and 
guidelines 

• enterprise culture and values 

• enterprise business goals and 
standards 

• enterprise protocols associated with 
customer service 

• operational environment: (customer 
base, company products and services) 

• operational systems 

Skills 
The ability to: 

 
• use computer keyboard 

• articulate enterprise products and services 

• carry out questioning and active listening 
techniques to clarify information 

• apply customer service skills to satisfy 
customer requirements 

• offer effective rebuttals 
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(4) Resource Implications 
 

The following resources should be made available: 
 

• an operational customer contact centre or a simulated contact centre with similar features 

• customer contact technologies 

• information technology 

 
(5) Method of Assessment 

 
Competency should be assessed while work is undertaken under limited or no supervision and 
include observation of real or simulated processes and procedures and questions related to 
underpinning knowledge. 

 
(6) Context of Assessment 

 

Assessment should include practical demonstration either in the workplace or through a 
simulation. This should be supported by a range of methods to assess underpinning knowledge. 

 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0352B: Reconcile and monitor accounts receivable 
 

 

Competency Descriptor: This unit describes the functions involved in reconciling and 

monitoring a financial accounts receivable system. 
 

 

Competency Field: Accounting 
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Review accounts receivable 
process 

1.1 Receipts entered into Accounts Receivable system are 
checked for accuracy, consistency and thoroughness. 

 
1.2 Incorrect entries are identified and accurately corrected 

according to type and source of receipt and company 
policies and procedures. 

 
1.3 Discrepancies between monies owed and monies paid are 

identified and investigated according to company policy and 
established processes. 

 
1.4 Receipts entered into Accounts Receivable system are 

amended according to established procedures. 

 
1.5 Debtor’s ledger is regularly reviewed in accordance with 

company policy and guidelines to identify outstanding 
monies. 

 

2. Review compliance with terms 
and conditions 

2.1 Clients in default of trading terms are correctly identified 
according to company operating procedures. 

 
2.2 Clients in default are contacted promptly and courteously to 

make satisfactory arrangements to pay monies  
outstanding. 

 
2.3 Monies owing that constitute breaches of company credit 

policy are actioned in accordance with company policy. 
 

3. Recovery action plan 3.1 Previous activities and communication with clients are 
thoroughly reviewed to establish adequacy of follow-up 
procedures, whether all usual company recovery avenues 
have been exhausted. 
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3.2 Plans to pursue debt recovery or to initiate legal action are 
developed in accordance with company policy and 
guidelines. 

 
3.3 Measures to collect are completed within company 

guidelines and timelines. 
 

4. Prepare reports and file 
documentation 

4.1 Reports are prepared which document accounts receivable 
debt recovery type, cause and recovery plan. 

 
4.2 Reports are distributed to supervisors, managers and other 

relevant parties. 

 
4.3 Documentation is filed promptly in accordance with 

company policy and procedures. 
 

 
 

RANGE STATEMENT   

In order to achieve consistency of performance, evidence should be collected over a set period of time, 
which is sufficient to include dealings with an appropriate range and variety of situations. 

 
 

Receipts may include but not limited to: 
 
• cheques (personal, bank) 

• credit cards (direct, mail, telephone) 

• postal order 

• bankers orders 

• cash 

• direct debits 

• direct drawing 

• cash journal entry 

Systems includes: 
 

• Accounts receivable systems may be manual 
or computerised. 

 
Discrepancies in monies paid may occur as a result 
of but not limited to: 

 
• part payments 

• under payments 

• deduction of Brokers/Agents commissions 

• key stroke errors 

• over payments 

• termination of policies 

• incorrect account allocation 

• system errors 
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Company policy, procedures and guidelines may 
include but not limited to: 

 
• overall company goals and objectives 

• internal control guidelines 

• trading terms and credit limits 

• suspension of credit facilities 

• operations manuals 

• computer system documentation 

• legal obligations 

Reports may be periodic or on demand, manual or 
computer generated, and may include but not 
limited to: 

 
• consumer statements 

• statistical/financial or management reports 

• user reports 

• legislative requirements 

 
 

Clients may include but not limited to: 
 
• policy holders 

• agents 

• customers 

• solicitors 

• brokers 

• intermediaries 

• accountants 

Recovery action and measures to collect monies 
may include but not limited to: 

 
• liaison with clients 

• letters of notice 

• advice to supervisors/managers/legal officers 

• return of goods 

• legal action 

• dunning letters 

• letters of demand without prejudice 

• third party intervention 

• recovers of monies 

• summons 

• write offs 
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 EVIDENCE GUIDE   
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge. Evidence is most relevant when provided through an integrated activity, which combines the 
elements of competency for the unit, or a cluster of units of competency. 

 

 
(1.)       Critical Aspects of Evidence 

 
To achieve competency in this unit, a person must be able to demonstrate: 

 
• knowledge of company policies and procedures for monitoring accounts receivable 

• knowledge of industry compliance requirements 

• knowledge of relevant legislation 

• ability to review accounts receivable process 

• ability to identify bad and doubtful debts 

• ability to review compliance with terms and conditions 

• ability to plan recovery actions 

• ability to prepare reports and file documentation 

• sound knowledge of company policy, procedures and guidelines relating to financial 
management and credit control 

• an awareness of relevant Acts and Regulations, industry codes of practice, legal systems and 
procedures 

 

 
(2.)       Pre-requisite Relationship of Units 

 
• Nil 

 

 
(3.)       Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• company policy, guidelines and 

procedures 

• information technology and 
communication systems 

• industry compliance requirements 

• industry codes of practice 

• knowledge or awareness of legal 
systems and procedures and 
relevant Acts or Regulations 

Skills 
The ability to: 

 
• demonstrate computing, skills including spread 

sheets and databases 

• demonstrate literacy and numeracy skills 

• demonstrate analytical skills 

• pay attention to detail 

• demonstrate interpersonal and customer 
relations skills 

• demonstrate proper telephone techniques 

• demonstrate letter writing skills 

• demonstrate report writing skills 

• demonstrate record keeping skills 
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(4.) Resource Implications 
 

• access to a relevant workplace or closely simulated office environment 

• a range of office equipment, technology and consumables 

• standard commercial computer hardware, software, telephones, facsimiles, and other 
relevant office equipment 

 

 
(5.) Method of Assessment 

 
Assessment of this unit of competence will usually include: 

 
• observation of processes and procedures 

• oral and/or written questioning on underpinning knowledge and skills and other methods as 
required 

• workplace documents 

• third party report 
 

 
(6) Context of Assessment 

 
Aspects of competency, including the attainment of relevant knowledge and skills, may be 
assessed in a relevant workplace, a closely simulated work environment, or other appropriate 
means that clearly meet industry competency requirements. 
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CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established • Manages process • Establishes principles and procedures 

 processes • Selects the criteria for • Evaluates and reshapes process 
• Makes judgement of the evaluation • Establishes criteria for evaluation 

quality using given process 
criteria 

 
Collect, analyse and organise information Level 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 3  
Solve problems Level 3  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0362B Record and account for cash transactions 
 
 

FSFACC0362B: Record and account for cash transactions 
 

Competency Descriptor: 
 

The candidate is required to record and bank monies received, make and 

records payments, maintain petty cash records, account for cash and bank 

transactions. 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Record and bank monies 
received 

1.1 Monies are banked in accordance with organisation’s 
policies regulations, procedures and timescales. 

 
1.2 Incoming monies are checked against relevant 

supporting documentation. 

 
1.3 Cash is correctly counted and correct change given 

where applicable. 

 
1.4 Monies received are correctly and legibly recorded. 

 
1.5 Written receipts are correctly issued where required. 

 
1.6 Totals and balances correctly calculated. 

 
1.7 Bank deposit documents are correctly prepared and 

reconciled to relevant records. 

 
1.8 Documentation is correctly filed. 

 
1.9 Cash handling, security and confidentiality procedures 

are followed. 

 
1.10 Discrepancies, unusual features or queries are identified 

and either resolved or referred to the appropriate person. 
 

2. Make and record payment 2.1 Payments made are recorded in accordance with the 
organisation’s policies, regulations, procedures and 
timescales. 

 

2.2 Payments are properly authorised. 

 
2.3 Cheques are prepared correctly and are signed by 

designated person(s) prior to dispatch. 

2.4 Standing orders and other inter-bank transfers are 
correctly documented. 
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 2.5 Remittance advices are correctly prepared and 
dispatched with payments. 

2.6 Totals and balances are correctly calculated and checked 
against documentation. 

2.7 Available trade and cash discounts and credit terms are 
identified and applied. 

2.8 Documentation is correctly filed. 

2.9 Safety and security procedures for the handling of cash 
and cheques are followed. 

2.10 Discrepancies, unusual features or queries are identified 
and either resolved or referred to the appropriate person. 

3. Maintain petty cash records 3.1 Transactions are accurately recorded and analysed to 
the correct expenditure heads. 

  3.2 Cash withdrawals from the main cash account are 
accurately recorded. 

  3.3 Claims are properly authorised, are within prescribed 
limits and are supported by adequate documents. 

  3.4 Totals and balance are correctly calculated. 

  3.5 The balance of cash in hand is reconciled with the petty 
cash records at appropriate intervals. 

  3.6 Documentation is correctly filed. 

  3.7 Analysis totals of petty cash expenditure are transferred 
to the correct ledger accounts. 

  3.8 Cash handling, security and confidentiality procedures 
are followed. 

  3.9 Any discrepancies, unusual features or queries are 
identified and either resolved or referred to the 
appropriate person. 

 
 
 
 
 
 
 
 

 
Standards and Assessment Development Unit, GCTVET FSF13 Page 2 of 7 



Copyright 2013 National Council on Technical & Vocational Education & Training (GCTVET) 

All rights reserved.  No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

 

 

FSFACC0362B Record and account for cash transactions 
 

 
 
 

4. Account for cash and bank 
transaction 

4.1 Entries in the cashbook are accurately transferred to 
correct ledger accounts. 

 
4.2 Bank reconciliation statements are accurately prepared 

and are presented within specified timescales. 

 
4.3 Recorded transactions are supported by properly 

authorised primary documentation. 

 
4.4 Details for the relevant primary documentation are 

recorded in the cashbook and analysed accurately. 

 
4.5 Totals and balances are correctly calculated. 

 
4.6 Security and confidentiality procedures are followed. 

 
4.7 The organisation’s policies, regulations, procedures and 

timescales are observed. 

 
4.8 Any discrepancies, unusual features or queries are 

identified and either resolved or referred to the 
appropriate person. 

 

 
 

RANGE STATEMENTS   
 
 

Payments include but not limited to: 
 

• cash 

• cheques 

• inter-bank transfers 

• foreign currency 

The documentation against which payments are 
made: 

 
• original invoices and authorized internal 

payment requests or claims 

 
 

Primary recording of monies received include but 
not limited to: 

 
• remittance lists 

• cash book 

• cash registers or other methods with a similar 
purposes 

• receipt books 

Monies received include but not limited to: 
 

• cash 

• cheques 

• inter-bank transfers 

• credit/debit card transactions 

• foreign currency 

• bank drafts 
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Ideally, the handling of petty cash transactions are 
recorded using an impress system 

 
The analysis of petty cash transactions will cover: 

 
• items of petty cash expenditure appropriate to 

the organization, include GCT charges 

Primary documentation include but not limited to: 
 
• pay advice slips 

• deposit slips 

• remittance lists 

• credit transfer and outstanding order schedules 

 
 

Cash book analysis include but not limited to: 
 

• cash and bank entries 

• cash discounts 

• GCT 

• debtors and creditors total account entries 

Transfers to ledger accounts include: 

 
• individual receipts and payments and totals for 

control accounts 

 
 

Discrepancies and unusual features or queries 
include but not limited to: 

 
• wrongly completed cheques 

• out-of-date validation cards 

• credit limits exceeded 

• disagreement with supporting documentation 

• statements not reconciled with invoices and 
credit notes 

• calculations errors 

• payments not properly authorized 

• Insufficient supporting evidence 

• differences arising from preparation of bank 
reconciliation process 

• claims exceeding prescribed limit 

• uncertainty in coding 

• credit card procedures 

Accounting principles and theory include but not 
limited to: 

 
• functions of a ledger account system 

• main types of ledger account 

• interrelationship of accounts – double entry 
system nature and function of primary records 

• distinction between capital expenditure and 
income 

• distinction between revenue expenditure and 
income 

• principles of internal check 

• understanding that accounting system of an 
organization is affected by organizational 
structure 

• administrative system/procedures and the 
nature of its business transactions 
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EVIDENCE GUIDE   
 

 
(1.) Critical Aspects and Evidence 

 
• functioning of point-of-sale equipment 

• functions of a ledger account system 

• main types of ledger account 

• function of primary records 

• interrelationship of accounts – double entry system, nature and function of primary records 

• distinction between capital expenditure and income 
distinction between revenue expenditure and income 

• principles of internal check 

• understanding that accounting system of an organization are affected by organizational 
structure 

• administrative system/procedures and the nature of its business transactions 

• methods of handling/storing monies 

• security 

• accounting principles and theory 

• imprest methods and control features 

• credit cards procedures 

• relationship of petty cash records to main cash book and ledger system 

• function of the cash book and its relationship to ledger accounts 

• distinction between capital and revenue 
 

 
(2.) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 
 

Knowledge  
Knowledge of: 

 
Business environment: 

 
• types of business transactions and 

documents involved 

• general principles of GCT 

• trade and cash discounts 

• general bank services and operation 
characteristics of forms of payment 

• function and form of banking 
documentation 

• evidence of payment 

• accounting principles and theory 

• function of a ledger account system 
and main types of accounts 

• interrelationship of accounts, including 
double entry 

• functions and forms of aged analysis 
reports 

• use of transfer journal 

• accounting techniques: 

• calculation facility including use of 
equipment provided 

• methods of posting from primary 
records to ledger accounts and of 
coding data 

• operation of manual and computerised 
accounting systems 

Skill 
The ability to: 

 
• demonstrate literacy skills to identify financial 

information; to read and understand the 
organisation's accounting procedures 

• demonstrate communication skills to clarify 
information and refer errors or discrepancies to 
appropriate people 

• demonstrate numeracy skills to reconcile 
figures 

• demonstrate analytical skills to read and 
interpret financial data 

• demonstrate problem solving skills for a 
defined range of problems 

• operate computerised spreadsheet and 
database 

• work to set timelines 

• check accuracy of information (words and 
numbers) 

• pay attention to detail 

 
 
 

(4.) Resource Implications 
 

Access to appropriate documentation and resources normally used in the workplace, which may 
include: 

 
• workplace reference materials such procedural manuals and company policy 

• calculator 

• access to a relevant workplace or closely simulated office environment 

• a range of office equipment, technology and consumables; including standard commercial 
computer hardware, software, telephones, facsimiles, and other relevant office equipment 
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(5) Method of Assessment 
 

Assessment of this unit of competence will usually include: 

• observation of processes and procedures: 

• workplace performance 

• role-play 

• projects/assignments 

• written tests (verbal usage and verbal comprehension) 

• portfolio of work documents 

• third party reports 

• other methods as required 
 

 
(6.) Context of Assessment 

 
Assessment of performance requirements in the unit must be undertaken in an industry context. 
Aspects of competency, including attainment of relevant knowledge and skills, may be assessed 
through practical demonstration in the workplace or in an industry approved simulated work 
environment. 

 

 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given criteria 

• Manages process 

• Selects the criteria for the 
evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0372A: Record and account for credit transactions 
 

Competency Descriptor: This unit is designed for those working in accounting with 

responsibilities for recording and accounting for credit 

transactions. 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Process documents relating to 
goods and services supplied on 
credit 

1.1 Invoices and credit/debit notes are correctly authorised, 
coded and despatched to customers. 

 

 
1.2 The calculations on invoices and credit/debit notes, 

including discounts and GCT are correct. 

 
1.3 Invoices and credit/debit notes are correctly entered as 

primarily accounting records according to organisation 
policies and procedures. 

 
1.4 The analysis and totalling of the primary record is 

completed accurately. 

 
1.5 Documentation is correctly filed. 

 
1.6 The organisation’s procedures and timescales are 

observed 

 
1.7 Discrepancies, unusual features or queries are identified 

and either resolved or referred to the appropriate person. 
 

2. Process document relating to 
goods and services received on 
credit. 

2.1 Supplier’s invoices and credit/debit notes are correctly 
checked against ordering documentation and evidence that 
goods/services have been received. 

 
2.2 Supplier’s invoice and credit/debit notes are correctly 

coded. 

 
2.3 Calculations on supplier’s invoice and credit/debit notes are 

correct. 

 
2.4 Documents are correctly entered as primary accounting 

records according to organisation policy and procedures. 

 
2.5 Documents are correctly filed. 
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2.6 The organisations procedures and timescales are 
observed. 

 
2.7 Discrepancies, unusual features or queries are identified 

and either resolved or referred to the appropriate person. 
 

3. Account for goods and services 
supplied on credit 

3.1 Entries in the primary records are correctly transferred to 
the correct ledger and sub-ledger accounts. 

 
3.2 Adjustments involving debtor’s accounts are properly 

authorised and documented and are correctly transferred to 
the correct ledger accounts. 

 
3.3 The control account in the general ledger is reconciled with 

the total of balances in the sales (debtor’s) ledger. 
 

3.4 The aged trial balance is prepared on a timely basis and 
made available for control purposes. 

3.5 Where required, statements of account are sent to debtors 
promptly. 

 
3.6 The organisation’s procedures and timescales are 

observed. 

 
3.7 Discrepancies, unusual features or queries are identified 

and either resolved or referred to the appropriate person. 

 
3.8 Communications with debtor’s regarding accounts are 

handled promptly, courteously and effectively. 
 

4. Account for goods and services 
received on credit 

4.1 Entries in the primary records are correctly transferred to 
the correct ledger and sub-ledger accounts. 

 
4.2 Adjustments involving creditor’s accounts are properly 

authorised and documented and are correctly transferred to 
the correct ledger accounts. 

 
4.3 The control account in the general ledger is reconciled with 

the total of balances in the purchases (creditors) ledger. 

 
4.4 The organisation’s procedures and timescales are 

observed. 

 
4.5 Discrepancies, unusual features or queries are identified 

and either resolved or referred to the appropriate person. 

 
4.6 Communication with creditor regarding accounting, are 

handled promptly, courteously and effectively. 
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RANGE STATEMENT   
 

Goods and services include but not limited to: 
 

• goods and services supplied on credit 
other than those supplied under leasing 
and hire purchase contracts 

• goods and services received on credit 
other than those supplied under leasing 
and hire purchase contracts 

 
Calculations to be checked include but not limited 
to: 

 
• pricing 

• price extensions 

• discounts and GCT calculations 
 

Discrepancies, unusual features or queries include 
but not limited to: 

 
• incorrect calculations 

• GCT charges or discounts 

• incorrect coding 

• non-delivery of goods charges 

• duplicated invoices 

• incorrect GCT charges or discounts 
those arising from: 

• reconciliation of the control account 

• from the age analysis 

• from the receipt of statements 

• from preparation of statements 

Documentation against which invoices and credit 
notes are checked include but not limited to: 

 
• copy purchase orders or returns notes 

• delivery notes or goods received notes 

• other documents which serve similar purpose 

Primary records include but not limited to: 

• analysed sales and returns day books 

• analysed purchases and return day books 

• other listings which serve the same purpose 

Adjustments are those: 

• to correct errors within the accounting system 

• suppliers adjustments 

 
 

EVIDENCE GUIDE   

(1) Critical Aspects and Evidence 
 

They should demonstrate knowledge and understanding of a range of items including: 
 

• trade and cash discounts 

• general principles of GCT 

• double entry principles 

• operation of manual and computerized accounting systems 

• methods of posting from primary records to ledger accounts 

• use of transfer journal 
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(2) Pre-requisite Relationship of Units 

 
• Nil 

 
(3) Underpinning Knowledge and Skills 

 
Knowledge 
Knowledge of: 

 
• Business environment: 

- trade and cash discounts 
- types of business transactions and documents involved 
- basic law of contract 
- general principles of GCT 
- accounting techniques 

• Calculations facility including: 
- use of equipment provided 
- methods of posting from primary records to ledger accounts and of coding data 
- operation of manual and computerized accounting systems 
- procedures for writing off bad debts 
- function and form of age analysis reports 
- use of transfer journal 

• Accounting principles and theory: 
- functions of a ledger account system and main types of account 
- Inter-relationship of accounts - double entry principles 
- nature and function of primary records 
- distinction between capital income and expenditure 
- distinction between revenue income and expenditure 
- principles of internal checks 

 
Skills 
The ability to: 

 
• demonstrate literacy skills to identify financial information; to read and understand the 

organisation's accounting procedures 

• demonstrate communication skills to clarify information and refer errors or discrepancies to 
appropriate people 

• demonstrate numeracy skills to reconcile figures; prepare cash analysis sheets 

• demonstrate analytical skills to read and interpret financial data 

• demonstrate problem solving skills for a defined range of problems 

• operate computerised spreadsheet and database 

• work to set timelines 

• check accuracy of information (words and numbers) 

• pay attention to detail 
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(4) Resource Implications 
 

• access to a relevant workplace or closely simulated office environment 

• a range of office equipment, technology and consumables 

• standard commercial computer hardware, software, telephones, facsimiles, and other relevant 
office equipment 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, workplace documents, oral and/or written questioning on underpinning knowledge 
and skills and other methods as required. 

 
(6) Context of Assessment 

 
Competency should be assessed in the workplace or simulated workplace environment in 
accordance with work practices and safety procedures. 

 

 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established 

processes 

• Makes judgement of 
quality using given criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 2  
Use mathematical ideas and techniques Level 2  
Solve problems Level 2  
Use technology Level 2  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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ITICOR0271B Send and retrieve information via the Internet 
 

 

Competency Descriptor: This unit deals with the skills and knowledge required to complete 

basic web search tasks and send and retrieve e-mails with 

attachments. This unit applies to individuals working in the 

information and communication industry. 
 

Competency Field: Information Technology 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Access the internet 1.1 Appropriate browser is opened and assigned a Home 
Page/Start Page through setting basic preferences. 

 
1.2 The display/view modes are appropriately adjusted to suit 

personal requirements according to operational guidelines. 

 
1.3 Toolbar is appropriately modified to meet user and 

browsing needs. 
 

2. Identify and use local 
resources 

2.1 Installed Internet software applications are correctly 
identified and started up using the correct procedures. 

 
2.2 Appropriate Internet software is used off line or online 

following the correct operating procedures. 

 
2.3 Access is gained to desired site and files are downloaded. 

 
2.4 Downloaded files are scanned for viruses using installed 

software according to established guidelines. 

 
2.5 Guidelines and regulation are adhered to in the retrieval of 

information and files. 
 

3. Identify and use remote 
resources 

3.1 Files and documents using the Internet search engines are 
accessed using the correct procedures. 

 
3.2 The Internet is browsed to find related sites via links 

according to procedures. 

 
3.3 Sending, downloading, reading and responding to e-mails 

follow organizational and operational procedures. 

 
3.4 Files attached to incoming e-mails are correctly retrieved 

and appropriately sent as attached files. 
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4. Search internet 4.1 Search engines are opened using the correct methods and 
search requirements are clearly defined. 

  4.2 Usage of a range of search parameters (key words, logical 
operators) is demonstrated. 

  4.3 Search results are saved and presented as a report 
according to the information required and operational 
guidelines. 

  4.4 Bookmarks are created for required web page and saved in 
associated bookmark folder using correct procedures. 

  4.5 Page set-up options are appropriately modified and the  
web page or the required information is printed according to 
approved guidelines and procedures. 

  4.6 Established procedures are followed in shutting down and 
exiting browser. 

5. Send and organise messages 5.1 Mail inbox is opened for a specific user and a new mail 
message created. 

  5.2 Each field (address to, subject, etc) is completed and text is 
added to message according to organizational guidelines 
on e-mail usage and e-mail content. 

  5.3 Auto signature is added and files are attached in the 
required format. 

  5.4 Priority of message is determined, message is spell- 
checked, copied and text deleted and then sent. 

  5.5 Received messages are replied to and forwarded as 
appropriate. 

  5.6 Attachment is opened and saved to relevant directory/folder 
and a new folder is created if necessary. 

  5.7 Messages are searched for and are marked or deleted as 
necessary. 

  5.8 Messages are sorted (saved in folders/directories, 
archived, highlighted, etc) and unwanted messages are 
deleted. 
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6. Create an address book 6.1 Mail addresses are added to address book and 
unnecessary addresses are deleted. 

 
6.2 Address book is updated with incoming mail addresses. 

 
6.3 An address list is created and mail sent out according to 

the list. 

 
6.4 Different folders are created for different categories of 

addresses. 
 

7. Conduct an advanced search 
using search tools 

7.1 Boolean search techniques are used as required in 
conformance with procedures and guidelines. 

 
7.2 Multiple or meta search tools are used with a range of key 

words according to the correct procedures. 

 
7.3 Advanced search features, provided in most search tools, 

are used when appropriate in line with the correct 
procedures. 

 
7.4 Search engines particular to field of knowledge are utilised 

following the correct procedures. 

 
7.5 Related virtual community sites, clearinghouses, 

newsgroups, gofers are accessed according to guidelines 
and procedures. 

 
7.6 Search with domain names is conducted following the 

correct procedures. 
 

8. Evaluate information located 8.1 Accuracy of the information is determined by cross- 
referencing with a number of sites, and through 
consideration of identifier information contained on the site. 

 
8.2 Checking of the date that the page was last updated and/or 

the properties of the site to determine currency of 
information followed procedures and guidelines. 

 
8.3 Site authority and information reliability is determined, 

including copyright statements, privacy statements and 
organizational information. 
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RANGE STATEMENT   

This unit applies to the activities associated with the essential operations linked to conducting basic web 
search tasks and sending and receiving e-mails with attachments and applies to individuals in the 
information and communication industry. 

 

Equipment including: 
 
• personal computer 

• network system 

• printer 

• attached peripherals 

Policies and regulations may include issues related 
to but not limited to: 

 
• encryption and privacy 

• intellectual property rights 

• pornography 
 

May include presentation applications contained in: 
 
• Microsoft Office 

• Lotus Suite 

• Claris Works 

• other similar applications 

Disks may include but not limited to: 
 
• diskettes 

• zip disks 

• compact disks 

• hard disk 
 

Document may include but are not limited to: 
 
• established files 

• new document 

Operating Systems: 
 
• Command line 

• Graphical User Interface 
 

Search types may include: 
 
• custom searches 

• simple searches 

• directory searches 

• current new searches 

• web content searches (chat rooms, bulletin 
boards) 

Hardware may include IT equipment of all types: 
 
• work stations, PCs 

• networks 

• remote sites 

• servers 

 

E-business encompasses how organizations: 
 
• structure themselves 

• capture information 

• manage their workers 

• relate and partner with other organizations and 
groups to achieve effective functioning, efficient 
operations and cultural shifts 

Conduct secondary checks, where appropriate. A 
variety of techniques can be used including: 

 
• checking the phone book 

• ringing the organisation 

• checking registration information such as 
business names with appropriate authorities 
and professional bodies 

 

Software may include but are not limited to: 
 
• Microsoft Internet Explorer 

• Netscape 

• Lycos 

• Google 

• Yahoo 

Anti-virus software may include: 
 
• Norton 

• McAfee 
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Search tools may include: 
 
• Snap 

• Quest finder 

• Ask Jeeves 

• Google 

• Metacrawler 

• Alt Vista, Excite 

• infoseek, Findlink 

• Northern Light 

• AOL Netfind 

• Hotbot 

• LookSmart 

• Yahoo 

• Netscape 

• Lycos 

• Open Text 

• WebCrawler 

• Go To Dot Com 

• Beaucoup 

• Meta Search 

• Search.com 

• Go2Network 

• Savvy Search 

• Profusion 

• Dogpile 

• Metagopher 

E-commerce models include any kind of business- 
related transaction conducted with the assistance 
of electronic tools across and within organisations 
or with individual customers. May include: 

 
• Brochure Site 

• Customer Service Site 

• Real Time Site 

• Quote Aggregator 

• Insurance Mall 

• Direct Channel 

• Virtual Carrier 

• Quote Mall 

• Agent Mall 

• Consumer Auction 

• Carrier Auctio 

• Time Limited Information 

• Investor Relations 

• Technical Support 

• Pre Sales Support and Corporate Awareness 

• Proprietary Standard Promotion. 
 

E-commerce models are changing all the time and 
the above are just an example of possible models. 
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Means of checking site authority include: 
 
• checking the domain name, high confidence 

can generally be attributed to sites from the 
.gov and .edu sites where levels of public and 
private scrutiny are known 

• known researchers, authors or sites are used 

• the likelihood of the information being available 
is assessed, for example a site purporting to 
contain highly confidential military technology 
specifications should be treated with 
caution 

• identify the purpose and reputation of the site 
being accessed: many sites identify affiliations 
with organizations that indicate site credibility; 
e.g., this is the home page of the xxx institute, 
a collaborative joint research venture between 
the Commonwealth Government, xxx 
Corporation, and the University of ABC 

• links to other sites are checked to determine 
credibility: credible sites may have reciprocal 
links with sites that establish its bona fides; 
e.g., a research institute should have reciprocal 
links to parent universities and individuals 
respected in the field 

• authors are identified on documents: this can 
be very helpful, especially if valid biographical 
information is presented 

• the intent of the information 

Knowledge economy involves all individuals 
participating on-line for: 

 
• professional or personal research and learning 

• communicating with friends or associates 

• the pursuit of leisure activities 
 
• The knowledge economy is broader than on- 

line participation and includes knowledge 
workers and organizations and recognises the 
value of life long learning and the need to 
capture knowledge within organizations to 
ensure effective functioning. 

 
 

 EVIDENCE GUIDE   
 

Competency is to be demonstrated by the ability to browse the internet, search for information, send and 
receive e-mails and organise the mail browser applications in accordance with the performance criteria 
and the range listed within the range of variable statements. 

 
(1) Critical Aspects of Evidence 

 
It is essential that competence is observed in the following aspects: 

 
• customise settings 

• accessing the internet 

• assessing capability of the system to complete certain tasks 

• communicate effectively via the internet 

• observe protocols and security procedures 

• demonstrate the ability to use relevant software applications 

• create bookmarks and address book 

• safe and effective operational use of all equipment 
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Critical Aspects of Evidence (Cont’d) 

 
• demonstrate compliance with Occupational Health and Safety regulations applicable to 

workplace operations 

• indicate compliance with organizational policies and procedures 

• apply organizational quality procedures and processes 

• perform all tasks in accordance with standard operating procedures 

• perform tasks to specification 

• use software tools effectively 

• demonstrate the ability to navigate desktop environment 

• interpret job specifications 

• interactively communicate with others to ensure safe and effective workplace 

• identification of install internet software 

• initiate use of software 

• access and browse internet 

• download and virus-scan files 

• retrieve and send e-mails 

• retrieve and send attachments 
 

 
(2) Pre-requisite Relationship of Units 

 
Pre-requisites for this unit are: 

 
• ITICOR0231A Operate a personal computer 

 

 
(3) Underpinning Knowledge and Skills 

 

Knowledge 
Knowledge of: 

 
• how to initiate and conclude an Internet 

connection 

• appropriate uses of different Internet 
protocols and data types (WWW, 
email, etc) 

• privacy and security measures related 
to online tasks 

• information sources 

• make-up and structure of web 
addresses 

• basic technical terminology in relation 
to reading help files and prompts 

• log-in procedures relating to accessing 
a PC 

• modem speed, traffic loads in relation 
to times of accessing the internet 

Skills 

The ability to: 
 

• access the Internet and retrieve data 
using WWW and e-mail 

• send a simple email 

• extract and virus-scan downloaded 
files 

• perform a simple search and save the 
text of a web page to disk 

• extract and virus-scan downloaded 
files 

• find and use information relevant to the 
task from a variety of information 
sources 

• read and write at a level where basic 
workplace documents are understood 
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Underpinning Knowledge and Skills (Cont’d) 
 

Knowledge 
Knowledge of: 

 
• evaluating and assessing the authority 

of information 

• organizational guidelines on internet 
and email usage, web etiquette 

• security, viruses, privacy legislation, 
copyright and intellectual property 

• different types of search engines 

• different cultures 

• the different types of messages that 
occur 

• types of software 

• usage of browser 

• usage of the Web 

• usage of research techniques 

Skills 

The ability to: 
 

• communicate clearly and precisely 

• interpret user manuals and help 
functions 

• exhibit cultural understanding 

 
 

(4) Resource Implications 
 

The following resources should be provided: 
 

• work environment (simulated or actual enterprise) 

• personal computer/network 

• internet access 

• printer 

• server 

• remote web sites 

• browser software 

• search tools 
 

To demonstrate this unit of competence the candidate will require access to documents 
detailing: 

 
• organizational style guide/ policy 

• organizational policies on internet and e-mail usage 
 

 
(5) Method of Assessment 

 
Competency shall be assessed while work is undertaken under direct supervision with regular 
checks, but may include some autonomy when working as part of a team. 

 
Competencies in this unit may be determined concurrently. Assessment must be in accordance 
with the performance criteria. 
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(6) Context of Assessment 
 

This unit may be assessed on or off the job. Assessment should include practical demonstration 
either in the workplace or through a simulation. A range of methods to assess underpinning 
knowledge should support this. 

 
Questions related to the performance criteria and directed to the candidate, peers and business 
client will assist in assessing competence. 

 

 
 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level -  
Use mathematical ideas and techniques Level -  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFFIN0083A: Solve workplace problems 
 

Competency Descriptor: This unit covers the skills and knowledge needed to solve workplace 

problems, using a structured approach. 
 
 
 

Competency Field: Financial Service 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Identify the problem 1.1 Variations from the standard expected in any workplace 
activity, product or service are identified. 

 
1.2 The extent, cause and nature of the problem are defined 

based on observation and investigation. 

 
1.3 The problem is clearly stated and all necessary information 

concerning the problem and the variation from the expected 
standard is provided. 

 

2. Determine the fundamental 
cause of the problem 

2.1 Possible causes of the problem are identified based on 
information, experience and the use of problem solving 
tools and analytical techniques. 

 
2.2 A statement describing the cause of the problem is 

developed. 
 

3. Determine corrective action 3.1  A range of possible options for resolution of the 
problem is generated. 

 
3.2  The solution, which best meets the organisation's 

requirements is selected and possible corrective actions 
proposed. 

 

4. Implement the solution to the 
problem 

4.1 Corrective action is implemented to resolve the problem 
and prevent future similar problems occurring or to 
minimize possible deviations. 

 
4.2 All details of the problem solving process including 

description of the problem, the cause and the corrective 
action taken are documented. 
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RANGE STATEMENTS   

Activity, product or service may include: 
 
• the full range of financial services products and activities (e.g. insurance products and claims, retail 

banking services, financial planning, credit management and so on). 
 

Extent, cause and nature may include but not limited 
to: 

 
• service standards not adequately met 

• claims disallowed 

• employee error 

• customer lack of understanding of the product 

• documents or records of a transaction 
misplaced/lost by the company or the customer 

Necessary information may include but not limited 
to: 

 
• personal details of the person with the 

problem 

• dates, time, place, and other details of the 
problem 

• organisation policy relating to that class of 
problem 

 
 

Problem solving tools and analytical techniques may include but not limited to: 
 
• organisation policy and procedures 

• industry dispute settlement procedures 

• step by step problem solving approach 

• using deadlock breaking techniques, such as resting the position, clarifying the positions, deferring 
the decision, preparing a compromise 

 

EVIDENCE GUIDE   

Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 

 
(1) Critical Aspects and Evidence 

 
• the ability to analyse problems, identify the cause, propose a range of solutions and 

corrective actions, and select and implement the most effective one 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• thorough knowledge of the individual's 

work environment 

• thorough knowledge of products and 
services and the expected processes, 
standards and outcomes of such 

• a structured approach to problem solving 

• organisational policy and procedure 

• specific products and services standards 

Skill 
The ability to: 

 
• collection and analysis skills 

• skills in evaluating the advantages 
and disadvantages of a number of 
approaches and outcomes 

• problem solving skills 

• observation skills 

 
 

(4) Resource Implications 
 

Assessment of this unit of competence requires access to information about workplace problems 
and the usual information sources available in a workplace. 

 
(5) Method of Assessment 

 
For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
• This unit should be assessed in the workplace, in a simulated environment or a combination 

of these. 
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CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out 

established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 2  
Communicate ideas and information Level 2  
Plan and organise activities Level 2  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 3  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Standards and Assessment Development Unit, GCTVET FSF05 Page 4 of 4 



Copyright 2005 National Council on Technical & Vocational Education & Training (GCTVET) 
All rights reserved. No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

FSFCOR0041A: Use technology in the workplace 

 

 

 
 

FSFCOR0041A: Use technology in the workplace 
 

Competency Descriptor:  
This unit covers the competency to effectively and efficiently use 

technology and equipment in the workplace. 

 

Competency Field: Financial Services 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Utilise office technology 1.1 Appropriate office technology is identified and used to 
achieve outcomes in a cost-effective manner. 

  1.2 Computer systems are accessed as appropriate to process 
and analyse data. 

  1.3 Keyboard skills are used effectively to maximise computer 
usage. 

  1.4 Work is planned to maximise effectiveness of technology 
and to minimise waste. 

  1.5 Used office technology consumables are identified and 
replaced. 

  1.6 Where required, equipment usage is recorded accurately. 

2. Maintain office technology 2.1 Use of technology in the workplace complies with 
manufacturers operating guidelines and is carried out in 
accordance with relevant Health and Safety procedures. 

  2.2 Routine maintenance is carried out and/or arranged in 
order to ensure that equipment is properly maintained in 
accordance with manufacturer’s instructions or company 
guidelines. 

  2.3 Equipment faults are accurately identified and prompt 
action is taken to address the fault, through either routine 
repair in accordance with manufacturer's instructions, or 
through reporting of the fault to nominated personnel or 
sections 

  2.4 Equipment and data is secured as required by legislation, 
industry or organisation's policies and procedures. 

  2.5 Appropriate start up and shutdown techniques are applied. 
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3. Utilise office technology 3.1 Requirements of task are identified. 

  3.2 Appropriate software is utilised to produce required 
outcome. 

  3.3 Files and records are identified, opened, generated or 
amended according to requirements. 

  3.4 Documents are stored appropriately and applications are 
exited without damage to or loss of data. 

  3.5 Appropriate technical support is sought as necessary. 

 

RANGE STATEMENT   

 

Appropriate office technology/equipment may 
include but is not limited to: 

 
• computer 

• modems 

• scanners 

• photocopiers 

• facsimile machines 

• printers 

• telephones 

• franking machines 

• folding machines 

• televisions 

• videos 

Processing and analysing data may include: 
 
• entering new data or files 

• copying 

• updating/modifying or processing 

• storing, retrieving, or transferring data within 
files or directories 

• removing or deleting inactive or "dead" files 
and data 

 
 

Manufacturer's operating guidelines/instructions 
may include: 

 
• written instruction manuals for specific 

equipment 

• general instruction manuals 

• verbal advice received from manufacturer 
on appropriate operation of equipment 

OH&S procedures may include: 
 
• appropriate legislation and regulations 

• industry or company guidelines and 

• operational procedures 

• Industrial Court rulings 
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Routine maintenance/repairs may include: 
 
• regular checking of equipment 

• "in-house" servicing of equipment according 
to manufacturers operating guidelines 

• periodic servicing by qualified or manufacturer 
approved technician 

• "in-house" repairs to rectify readily identified 
problems which can be legitimately fixed by 
company personnel 

• repairs that should be carried out by a 
qualified or manufacturer approved 
technician 

• other repairs carried out by a qualified 
technician after expiration of the warranty 
period 

Nominated personnel or section may include: 
 
• any staff member who has been delegated to 

receive information on equipment faults and 
service 

• any external person nominated by the 
company, or the manufacturer, as being the 
authorised service or repair person 

• the immediate supervisor of the person 
reporting the fault 

• a section of the company that has specific 
delegation to receive and act upon information 
regarding equipment faults 

• an external section of the manufacturer or 
authorised repair company that receives and 
acts upon information regarding faults and 
repairs 

 
 

Relevant legislation may include: 
 
• Consumer Affairs Act 

• Consumer Credit Code 

• Privacy Act 

• Secrecy Laws 

• Financial Industry Code 

• Electronic Funds Transfer Code of Conduct 

• Financial Transaction Reports Act 

• Cheques and Payment Orders Act 

Industry/organisation's policies and procedures 
may relate to: 

 
• privacy and security of documents 

• safe storage procedures 

• clerical administration systems 

• ease of access 

• maintenance of equipment and software 

 
 

Securing of equipment and data should 
comply with: 

 
• any relevant industry and company policy 

industry codes of practice 

• any relevant legislation including Privacy Act 
and Consumer Credit Code 

• relevant confidentiality requirements 

Appropriate software may include: 
 
• any generic software in common use, including 

the Internet 

• specific software relevant to the Financial 
Services Industry as a whole or to specific 
sectors 
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Storage of documents may include: 
 
• storage in directories and sub-directories 

• storage on CD ROMs, hard and floppy disk 

• drives or back up systems 

• appropriate storage / filing of hard copies of 
computer generated documents 

• appropriate storage / filing of hard copies of 
incoming and outgoing facsimiles 

• appropriate storage / filing of incoming and 
outgoing correspondence 

Appropriate technical help may include: 
 
• on screen help 

• manuals and handbooks 

• computer help-desk personnel 

• managers and supervisors 

• designated technology assistance staff 

• external staff employed by, or recommended 
by the manufacturer of the equipment or the 
software supplier to assist with difficulties 

 
 

 

EVIDENCE GUIDE   

 
The Evidence Guide is a guideline which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services Industry sector. This requires evidence of 
consistent achievement of the workplace outcomes covered by the unit. An employee working at this level 
should be able to demonstrate the following underpinning knowledge and skills. 

 
(1) Critical Aspects of Evidence 

 
• awareness of range of types of office technology 

• ability to appropriately and efficiently use technology 

• basic computer literacy, including the Internet 

• knowledge of basic repair and maintenance procedures 

• knowledge of relevant OH&S procedures 

• knowledge of appropriate legislation, codes of practice, company guidelines and procedures 
 

 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
knowledge of: 

 
• available technology and its uses 

• best practice use of technology 

• operating instructions 

• industry and/or company security 
practices and the reasons for such 
practices 

• appropriate software 

• basic computer applications, including 
the Internet 

• basic communication techniques 

• company policy in regard to information 
technology, equipment repairs and 
maintenance 

• data storage and retrieval techniques 

• appropriate equipment start up and 
shutdown techniques 

Skills 
The ability to: 

 
• interpersonal and communication skills 

• time management skills 

• office equipment operation skills 

• basic computer literacy 

• identification and use of appropriate 
software, including the Internet 

• referral skills 

 
 

(4) Resource Implications 
 

• availability of qualified assessors 

• systems which facilitate recording of trainees' profiles and progress 

• facilities for workplace or simulated environment assessment 
 

(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance. 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
(6) Context of Assessment 

 
Assessment of performance requirements in the unit must be undertaken in an industry context. 
Aspects of competency, including attainment of relevant knowledge and skills may be assessed 
in a simulated work environment. Competency is demonstrated by performance of all stated 
criteria according to the Range of Variables applicable to the workplace. 
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CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1. Level 2. Level 3. 
• Carries out established 

processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCOR0011B: Work within a financial services context 
 

Competency Descriptor: This unit covers the competency to apply industry and company 

procedures, guidelines, policies and standards in a daily work 

context within the Financial Services Industry. 
 

 

Competency Field: Financial Services 
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 
 

1. Work within financial services 
industry guidelines, procedures 
and legislation 

1.1 Work carried out is consistent with existing industry and 
organisational guidelines and procedures relating to the 
Financial Services sector. 

 
1.2 All work complied with relevant legislation and codes of 

practice. 

 
1.3 Appropriate assistance to clarify work practices and 

relevant information is sought whenever necessary. 
 

2. Work within company policy, 
guidelines and procedures 

2.1 Work carried out is consistent with specific company 
policies, guidelines and procedures. 

 
2.2 Performance reflected the philosophy of the company and 

its objectives. 

 
2.3 Performance met company's quality standards. 

 

3. Work to international, industry 
and company standards 

3.1 The individual's responsibility in delivering quality service 
is consistently met. 

 
3.2 Appropriate dress and hygiene codes and business 

etiquette are followed at all times. 

 
3.3 All work is performed within accepted codes of conduct. 

 

4. Apply principles of professional 
practice to work in the financial 
services industry 

4.1 Ethical guidelines are used to guide an ethical workplace 
practice and decisions. 

 

 
4.2 Relevant documents and reports are read and any 

implications discussed with the appropriate persons. 
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 4.3 Documents and numerical calculations are organized, 
checked, analysed and evaluated to meet the 
stakeholders’ requirements. 

4.4 Information is presented in a format appropriate for the 
audience. 

5. Plan work to be completed 5.1 Tasks to be done and relevant conditions are clarified and 
activities prioritized. 

  5.2 Work planned is developed for either working alone or with 
others. 

  5.3 Work is planned for a given period, managing resources 
and time. 

  5.4 Changes in technology and work organization are adapted 
to. 

 
 

RANGE STATEMENT   

Performance criteria must be demonstrated, allowing for the differences between enterprises and 
workplaces. In addition the following variables may be present for this unit. 

 

Type of work undertaken include but not limited to: 
 
• basic customer service 

• secretarial and/or reception duties 

• information officer 

Relevant guidelines and procedures include but not 
limited to: 

 
• industry and company codes of conduct 

• customer service statements and codes of 
practice 

• industry and company policy statements 

• industry and company mission statements 
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Relevant legislation and guidelines may include but 
not limited to: 

 
• Industry Codes of Practice/Regulatory bodies 

• OH&S guidelines 

• Fair Trading Competition 

• Taxation Act 

• Banking Act 

• Finance Codes 

• Electronic Funds Transfer Code of Conduct 

• Financial Transaction Reports Regulations 

• Companies Act 

• Financial Services Commission 

• Bank of Grenada Act 

• International Accounting Standards 

• Proceeds of Crime Act 

• workplace issues 

• sexual harassment 

• gender issues 

• consumer credit code 

• Privacy Act 

• legislation covering competition, prudential 
regulation 

• Consumer Legislation Act 

• Labour Relations and Industrial Disputes Act 

Appropriate assistance may be sought from: 
 
• managers and/or supervisors 

• staff from other areas 

• colleagues within own unit 

• documented information 
 

Philosophy of the industry/company may be 
reflected in but not limited to: 

 
• customer service statements 

• business plans 

• mission statements 

• vision statement 

• policy statements 

 

Service delivery may be but not limited to: 
 
• internal 

• external 

• by facsimile or other electronic means 

Appropriate dress and hygiene may include but not 
limited to: 

 
• uniform 

• dress in accordance with company dress codes 

• hygiene in accordance with company 
standards 

 

Business etiquette may be but not limited to: 

 
• specifically written stated policies and 

procedures 

• received as verbal advice from supervisors 

• acquired through training 

Company property may include but not limited to: 
 
• motor vehicles 

• office machinery 

• office equipment/and supplies 

• office furniture 

• telephones and other communication devices 
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Company's quality standards include but not 
limited: 

• honesty 

• efficiency 

• accuracy 

Accepted codes of conduct including those related 
to: 

• maintaining confidentiality 

• use of company property 

• customer care 

• ethical behaviours 

• conflict of interests 

• non-discriminatory practices 

• compliance with reasonable direction 
 
 
 

Stakeholders included: 
 

 

• industry 

• customers 

• organisation 

Main sectors may include but not limited to: 
 
• accounting 

• insurance 

• retail financial services 

• lending services 

• banking 

• financial planning 

• credit management 

• credit and lending services 

• mercantile management 

• finance and mortgage broking 

• conveyancing 

• risk management 

• loss adjusting 

• worker compensation 

• financial markets 
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Calculations may include but not limited to: 
 
• insurance premiums 

• GCT 

• bank balances, reconciliations 

• interest 

• income expected 

• payments 
 

 
Format appropriate for the audience may include: 

 
• in person 

• by telephone, facsimile or other electronic 
means 

• written document 

• application form 

Philosophy and ethical standards may include: 
 
• maintaining confidentiality 

• use of company property, resources and 
authority 

• duty of care 

• non-discriminatory practices 

• conflict of interest 

• full disclosure of remuneration/fees and other 
conflicts of interest which may influence the 
adviser's recommendation 

• good faith 

• mission statements 

• induction program 

• guidance from supervisor 

• acceptance of gifts 

 
 

 

EVIDENCE GUIDE   

The Evidence Guide is a guideline, which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services sector. This requires evidence of consistent 
achievement of the workplace outcomes covered by the unit. An employee working at this level should be 
able to demonstrate the following underpinning knowledge and skills. 

 

 
(1) Critical Aspects of Evidence 

 
• demonstrated communication skills (written, oral, nonverbal, listening) 

• thorough knowledge of industry/company protocol in dealing with customers 

• thorough knowledge and application of industry/company dress and hygiene standards 

• knowledge of relevant legislation and codes of practice 

• demonstrated ability to use company property appropriately 

• demonstrated understanding of principles of ethical behaviour, confidentiality, duty of care, 
non-discriminatory practices and their application in the workplace 

• demonstrated ability to perform work within a quality customer service environment 

• ability to analyse, evaluate and organise relevant information 

• ability to prioritized work taking into account any constraints and available resources 

• ability to identify and evaluate professional development opportunities to identify and evaluate 
professional development opportunities 
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(2) Pre-requisite Relationship of Units 
 

• Nil 
 

 
(3) Underpinning Knowledge and Skills 

 
 

Knowledge 
Knowledge of: 

 
• industry and company policies and 

procedures in regard to customer 
service and administration 

• relevant legislation and statutory 
requirements 

• relevant industry codes of practice 
including Fair Competition Act, 
Privacy Act, Credit Act 

• basic communication techniques 
such as questioning, listening and 
giving feedback over the phone, 
face to face, one to one, or in a 
small group 

• basic telephone techniques 

• industry/company security practices 
and knowledge of the reasons for 
such practices 

• internal administration systems 
which may include: 

• administrative support filing 

• secretarial duties 

• reception duties 

• car fleet monitoring 

• stock control 

• operation and maintenance of 
equipment which may include: 

• computers, modems, printers 

• machines 

• franking machines 

• industrial staplers 

• folding machines 

• calculators photocopiers and 
facsimile 

Skills 
The ability to: 

 
• prepare written documentation 

• use interpersonal and communication skills 
(including listening and questioning) 

• apply telephone skills 

• use appropriate software 

• manage time 

• demonstrate basic communication skills in 
terms of literacy skills, written documentation, 
telephone skills, listening and questioning 

• demonstrate basic interpersonal skills 

• demonstrate administrative skills such as 
managing information, appropriate filing, 
documentation and coordinator of tasks and 
time management 

• demonstrate basic numeracy skills including 
use of appropriate software, databases and 
computer and keyboards skills 

• demonstrate referral skills 
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(4) Resource Implications 
 

Learner and trainer should have: 
 

• relevant documentation and other physical resources normally used in the workplace 

• access to appropriate technology and software 
 

 
(5) Method of Assessment 

 
Competency should be assessed under direct supervision, checking at various stages of the 
process and the completion of activity against the performance criteria. 

 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 

 
(6) Context of Assessment 

 
Competency should be assessed in the workplace or simulated workplace environment in 
accordance with workplace practice and safety procedures. 

 

 
 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualifications Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
Levels of Competency 

Level 1 Level 2 Level 3 
• Carries out established • Manages process • Establishes principles and 

 processes • Selects the criteria for  procedures 
• Makes judgement of the evaluation process • Evaluates and reshapes process 

quality using given • Establishes criteria for evaluation 
criteria 

 
Collect, analyse and organise information Level 1  
Communicate ideas and information Level 1  
Plan and organise activities Level 1  
Work with others and in team Level 1  
Use mathematical ideas and techniques Level 1  
Solve problems Level 1  
Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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                                    FSFCUS0191B 
 
 

FSFCUS0191B: 
 
 

Competency Descriptor: 

Deliver a professional service to customers 
 
 

Deliver a professional service to customers 
 
 
 
 
This unit describes the knowledge and skills needed for understanding, 

clarifying and meeting customer's needs and expectations and those 

functions associated with the provision of a quality and professional 

service to customers. 
 

 

Competency Field: 

 

 

Customer Service 
 

ELEMENT OF COMPETENCY 

 

PERFORMANCE CRITERIA 

 
1. 

 
Project a positive organisational 
image 

 
1.1 

 
Communication with customers is courteous, helpful and 
appropriate to the relationship and the purpose of the 
interaction. 

 
1.2 

 
Presentation is at all times consistent with the organisation's 
standards and philosophy. 

 
2. 

 
Identify customer needs and 

 
2.1 

 
Customer's needs and expectations are clarified. 

expectations 

 
2.2 

 
Special requirements of customers are identified and 
considered when providing service. 

 
3. 

 
Provide customer service 

 
3.1 

 
Information based on knowledge of products and/or services 
is provided to satisfy customer's needs. 

 
3.2 

 
 

3.3 
 
 

3.4 

 
Information, if not immediately available, is sourced and/or 
customer referred to appropriate personnel. 

 
Confirmation is sought from customer that needs and, where 
practical, expectations have been met. 

 
Customer service feedback is recorded and provided to 
appropriate personnel to assist in evaluating whether 
customer service needs have been met. 

 
4. 

 
Maintain customer 

 
4.1 

 
Customer related business is discussed only in the context 

confidentiality  
 
4.2 

of the workplace. 

 
Customer information is not released except as indicated in 
organisation policies, procedures and relevant legislation. 
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RANGE STATEMENTS 

 
The Range Statement relates to the unit of competency as a whole. It allows for different work 
environments and situations that will affect performance. The following variables may be present with 
training and assessment depending on the work situations, needs of the candidate, accessibility of the 
item, and local industry and regional contexts. 

 
Organisational standards and philosophy in regard 

 
Communication may include: 

to personal and office presentation may include but 
not limited to: 

 
• personal grooming 

• appropriate professional dress that is in 
accordance with organisation's dress codes 

• clean and neat office space 

• ready access to stationery, forms, products and 
service information 

 
•

•

•

•

•

•

 
face-to-face contact 

telephone contact 

email contact and/or other electronic means 

in writing 

non-verbal 

verbal 

 
Organisation's standards and philosophy may be 
found in: 

 
Special requirements of customers may include but 
not limited to: 

 
•

•

•

•

•

 
mission statements 

annual reports 

in-house publications 

induction program/manual 

customer charter 

 
•

 
•

•

 
the needs of people from different cultural 
backgrounds and/or ages 

those with a disability 

those with specific financial needs or 
considerations 

 
Appropriate personnel may include but not limited 

 
Customer service feedback may include: 

to: 
 

•

•

•

 
 
managers or supervisors 

senior staff 

dispute resolution officer 

 
•

 
verbal, written or quantitative information from 
customers used to measure customer 
satisfaction levels 

 
Organisational policies, procedures and relevant 

 
Customer confidentiality may include: 

legislation may include: 
 

• consumer 

• Consumer Credit Code 

• Privacy Act 

• Secrecy Laws 

• codes of practice 

• competition 

• Prudential 

• Financial Institutions (FI Code) 

• Electronic Funds Transfer (EFT) Code of 

• Conduct 

• Financial Transaction Reports Act 

• Cheques and Payment Orders Act 

• Bills of Exchange Act 

 
•

 
•

 
any requirements under legislation such as 
Consumer Credit Code, Privacy Act 

standards described by the organisation's 
policies and procedu
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EVIDENCE GUIDE 

 
Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. This unit may 
be assessed independently. 

 
(1) 

 
Critical Aspects and Evidence 
 
To achieve competency in this unit, a person must be able to demonstrate: 

 
•

 
•

 
application of a range of communication skills and knowledge of products, services and 
legislation to interact with customers and provide good service 

consideration of, and adaptation to, any special needs of customers, including cultural, 
language, race, religion, ethic origin, socio-economic status and demographic needs 

 
 

(2) 

 
 
Pre-requisite Relationship of Units 

 
•

 
Nil 

 
 

(3) 

 
 
Underpinning Knowledge and Skills 

 
Knowledge 
Knowledge of: 

 
Skill 
The ability to: 

 
•

•

•

•

 
•

•

 
the call centre industry 

customer relations 

customer service 

organisational product and service 
knowledge 

complaint documentation requirements 

relevant industry legislation 

 
•
 
 
 

 
•

 
•

•

•

•

•

 
apply basic communication skills 
such as basic questioning, listening, 
speaking and writing skills and the 
ability to interpret and demonstrate 
appropriate non-verbal skills 

apply basic interpersonal/relationship 
building skills 

demonstrate sales techniques 

demonstrate time management skills 

demonstrate recording skills 

demonstrate problem solving skills 

demonstrate organisational skills 

such as prioritising, appropriate 
documentation, and maintaining 
records 

 
(4) 

 
Resource Implications 
 
Assessment of this unit of competence requires access to: 

 
•

•

 
qualified assessors and assessment guidelines 

system which facilitates recording of trainee's profiles and progress 
 
 
 
 



   

 

Collect, analyse and organise information Level 2  

Communicate ideas and information Level 2  

Plan and organise activities Level 2  

Work with others and in team Level 1  

Use mathematical ideas and techniques Level 1  

Solve problems Level 1  

Use technology Level 1  

 

Levels of Competency 

Level 1. Level 2. Level 3. 

• Carries out established 
processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 
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(5) 

 
 
 
Method of Assessment 

 
•

 
•

 
For valid and reliable assessment of this unit, evidence should be gathered through a range 
of methods to indicate consistent performance. 

Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
 

(6) 

 
 
Context of Assessment 

 
•

 
This unit may be assessed in a simulated work environment. Assessment of performance 
requirements in the unit should be undertaken in an industry context. 

 
 

 
CRITICAL EMPLOYABILITY SKILLS 

 
Three levels of performance denote level of competency required to perform a task. These levels do not 
relate to the GCTVET Qualification Framework. They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFRFS0102A   Maintain main bank account  

 

Competency Descriptor:   
    

 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Perform analysis of 
transactions 

1.1 Cash receipts are reconciled to daily amounts recorded in 
statements, in accordance with organisation's policies and 
procedures. 

  1.2 Presented cheques, other credit and other debits are 
identified and actioned according to the organisation's 
policies and procedures. 

  1.3 General ledger entries are charged appropriately. 

  1.4 Errors and discrepancies are rectified in a timely manner. 

  1.5 All entries on daily bank statements are actioned and 
followed-up as appropriate. 

2. Analyse corporate cheques 
outstanding 

2.1 Exceptions reports are generated and exceptions are 
identified, investigated and actioned in a timely manner. 

  2.2 Stale cheques are identified and acted upon in a timely 
manner. 

3. Complete reconciliations 3.1 Reconciliation is completed in an accurate and timely 
manner in accordance with organisation's policies, 
procedures and practice and relevant legislation. 

  3.2 Imbalances are identified and rectified in a timely manner. 

  3.3 Appropriate liaison with customers and/or bank personnel 
is undertaken as necessary in accordance with legislative 
and compliance requirements. 

 

This unit describes those functions associated with analysis of transactions and 

the preparation of reconciliation reports. 
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RANGE STATEMENT 
 
The following variables may be present with training and assessment depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts.  
 
Other credits and other debits are: 
 

• any transactions, either direct or indirect in 
nature, other than presented cheques which 
need to be recorded 

General ledger entries include:  
 

• the recording of fees, taxes and direct debits 

 
Exceptions refer to:  
 

• any corporate cheque falling outside normal 

parameters 

Stale cheques refer to: 
 

• cheques which have passed the statutory time 
limit for presentation 

 
Relevant legislation and compliance requirements 
may include:  
 

• Consumer  

• Consumer Credit Code  

• Privacy Act  

• Secrecy Laws  

• Competition  

• Consumer Affairs Commission (CAC)  

• Prudential  

• Financial Services Reform Act (FSRA)  

• Financial Institutions (FI) Code  

• Electronic Funds Transfer (EFT) Code of 
Conduct  

• Financial Transaction reports Act  

• Cheques and Payment Orders Act  

• Corporate Law  

• Commercial Tenancies Act  

• Land Tax Assessment Act  

• Prescribed Payments Act  

• Payroll Tax Assessment Act  

• Stamp Duties Act  

• Taxation Assessment Act  

• Bills of Exchange Act 

Organisation's policies, procedures and practices 
may include:  
 

• established policies and procedures relating to 
preparation of reconciliation reports 
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EVIDENCE GUIDE 
 
Assessment of performance requirements in the unit should be undertaken in an industry context. 
Competency is demonstrated by performance of all stated criteria according to the Range of Variables 
applicable to the workplace.  
 
This unit may be assessed independently. 
 
(1) Critical Aspects of Evidence 
 

To achieve competency in this unit, a person must be able to demonstrate: 
 

• thorough checking of transaction details and reconciliation reports  

• sound knowledge of relevant legislation  

• effective communication skills in dealing with customers and external organisations  

• thorough understanding of bank account reconciliation process  

• ability to use relevant data entry and office equipment 
 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 

• knowledge of teller and banking 

processes  

• knowledge of information systems 

including spreadsheets  

• knowledge of relevant legislation  

• knowledge of range and type of 

government and non-government 

charges affecting bank account  

• introductory knowledge of the 

finance industry, accounting 

principles, business communication, 

business law and business 

accounting  

• knowledge of working environment  

• knowledge of information 

technology 

Skills 
The ability to: 

 

• demonstrate organising and planning 

skills  

• demonstrate reporting skills  

• demonstrate numerical skills  

• demonstrate researching, observing 

and analysing skills  

• demonstrate written and verbal 

communication skills  

• demonstrate problem solving skills 
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(4) Resource Implications  
 

• access to company policies and practises  

• relevant IT systems  

• the databases of the financial services company 

 
 
(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance.  
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
 
(6) Context of Assessment 

 

This unit may be assessed in the workplace or in a simulated environment. 

 
 

CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the GCTVET Qualifications Framework.  They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

     Levels of Competency 

Level 1. Level 2. Level 3. 

• Carries out 
established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 

Collect, analyse and organise information Level 2  

Communicate ideas and information Level 1  

Plan and organise activities Level 1  

Work with others and in team Level 2  

Use mathematical ideas and techniques Level 2  

Solve problems Level 2  

Use technology Level 1  

 

 Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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ITIDAT0332A:   Operate accounting applications 

Competency Descriptor:    

    

 

 

 

 

Competency Field:    Information Technology 

 

 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1 Software is customised, and 
enterprise data created 

1.1 Software is loaded, registered and configured according to 
operating instructions and enterprise requirements as 
needed. 

  1.2 Chart of accounts is established according to operating 
instructions and enterprise requirements. 

  1.3 Data on customers and sales is created according to 
operating instructions and enterprise requirements. 

  1.4 Data on suppliers and purchases is created according to 
operating instructions and enterprise requirements. 

  1.5 Payroll details are created according to operating 
instructions and enterprise requirements. 

  1.6 Inventory details are created according to operating 
instructions and enterprise requirements. 

  1.7 Tax codes are established according to operating 
instructions and enterprise requirements. 

2 Transactions are recorded and 
tracked as required 

2.1 Invoices are generated and tracked according to operating 
instructions and enterprise requirements. 

  2.2 Customer payments and deposits are recorded and tracked 
according to operating instructions and enterprise 
requirements. 

  2.3 Purchases are recorded and tracked according to operating 
instructions and enterprise requirements. 

This unit deals with the skills and knowledge required to operate 

common accounting software packages in order to maintain enterprise 

financial records and applies to individuals operating in the information 

and communication industry. 
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  2.4 Wages, allowances and superannuation is paid according 
to operating instructions and enterprise requirements. 

  2.5 Enterprise data, forms and templates are updated 
according to operating instructions and enterprise 
requirements. 

  2.6 Backups are made according to operating instructions and 
enterprise requirements. 

3 Reports are generated as 
required 

3.1 Accounts are reconciled according to operating 
instructions and enterprise requirements. 

  3.2 Reports are generated according to operating instructions 
and enterprise requirements. 

 

 

RANGE STATEMENT 
 
This unit applies to the activities associated with the essential operations linked to operating accounting 
applications and applies to individuals in the information and communication technology industry. 
 
Enterprise equipment and data may vary according 
to: 
 

• size 

• type and complexity of business 

• number of employees 

• sources of income 

• the nature of sales 

• tax obligations 

• support provided by accounting professionals 
 

Hardware may include but are not limited to: 
 

• personal computers 

• networked systems 

 
Software may include but are not limited to: 
 

• commercial software applications 

•  organisational specific software 

• word processing 
 

Documents may include but are not limited to: 
 

• established files 

• new documents 
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Keyboarding speed will vary according to: 
 

• organisational requirements 

• job roles within an organisation. 
The keyboard technique will be in line with OHS 
requirements for safe use of keyboards. 

Reports will vary according to enterprise 
requirements and the extent of support provided by 
accounting professionals, but might include: 
 

• Profit and Loss Statements 

• Balance Sheets 

• Charts of Accounts Summary 

• Business Activity Statements  
 

 
Mode of payment may include: 
 

• cheques 

• cash 

• credit cards 

• credit notes 
 
 
 

EVIDENCE GUIDE  
 

Competency is to be demonstrated by the ability to operate accounting applications in order to create and 

maintain enterprise financial records that meet business and legislative requirements in accordance with 
the performance criteria and the range listed within the range of variable statements. 
 
 
(1) Critical Aspects of Evidence 
 

It is essential that competence is observed in the following aspects: 
 

• demonstrate compliance with Occupational Health and Safety regulations applicable to 
workplace operations 

• indicate compliance with organisational policies and procedures 

• apply organisational quality procedures and processes  
 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 

 

• the features and functions of common accounting software such as MYOB, Quicken and 
Phoenix  

• a sound understanding of basic accounting principals such as assets, liabilities, equity, 
income, cost of sales, expenses, debtors and creditors 

• a sound understanding of basic accounting devices including accounts, sales journals, 
purchases, invoices, transaction journals, general ledger and chequebook register  

• the features and functions of common accounting reports including Profit and Loss, Balance 
Sheet, Chart of Accounts Summary and Business Activity Statements 

• a sound understanding of current legislative requirements relating to enterprise requirements 
including  income tax rates and GCT 

 
Skills 
The ability to: 

 

• operate a PC and relevant peripherals 

• use mathematical ideas and techniques related to recording and analysing basic financial 
data 

 
 
(4) Resource Implications  
 

To demonstrate competence in this unit the candidate will need access to: 

• current commercial accounting applications and a PC with appropriate specifications to run 
the software. 

 
 

(5) Method of Assessment 
 
Competence in this unit may be assessed using formative assessment to ensure consistency of 
performance in a range of contexts.  
 
Assessment of this unit of competence could include review of documents developed by the 
candidate. Questions related to the performance criteria and directed to the candidate, peers and  
business client will assist in assessing competence. Observation of skills will assist in the 
collection of evidence. 
 
Simulated activities must closely reflect the workplace. 
 
Peers and supervisors must be available to give information on the extent and the quality of 
contribution made. 
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(6) Context of Assessment  

 

This unit may be assessed on or off the job. Assessment should include practical demonstration 
either in the workplace or through a simulation. A range of methods to assess underpinning 
knowledge should support this. 

 
 

CRITICAL EMPLOYABILITY SKILLS 
 
Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the GCTVET Qualification Framework.  They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 
     Levels of Competency 

     Level 1.       Level 2.     Level 3.  

• Carries out established 
processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 
Collect, analyse and organise information Level 2  

Communicate ideas and information Level 2  

Plan and organise activities Level 2  

Work with others and in team Level 2  

Use mathematical ideas and techniques Level 2  

Solve problems Level 2  

Use technology Level 2  

 
Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFACC0392B:   Process and record Payroll transactions 

Competency Descriptor:   
    

 

 

Competency Field: Accounting 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1 Record payroll data 1.1 Authorization for pay, deductions and charges is obtained 
from designated persons.  

  1.2 Payroll data is checked and discrepancies clarified with 
designated person/s. 

2 Prepare payroll 2.1 Employee pay period details, deductions and allowances 
are entered in payroll system in accordance with source 
data. 

  2.2 Payment due to individual employees is calculated to 
reflect standard pay and variations in accordance with 
employee source data. 

  2.3 Payroll is prepared within designated timelines in 
accordance with organisational policy and procedures. 

  2.4 Total wages for pay period are reconciled, and irregularities 
checked and corrected, or referred to designated person/s 
for resolution. 

  2.5 Arrangements for payment are made in accordance with 
organisational and individual requirements. 

  2.6 Payroll records are produced, checked and stored in 
accordance with organisational policy and security 
procedures.  

  2.7 Authorisation of payroll and individual pay advice is 
obtained in accordance with organisational requirements. 

  2.8 Security procedures for processing and storing payroll and 
maintaining payroll records are followed. 

  2.9 Proper backup for the files are maintained. 

This unit covers processing of payroll from provided data in manual or 

computerised payroll systems. 
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3 Handle payroll enquiries 3.1 Payroll enquiries are responded to in accordance with 
organisational and legislative requirements. 

  3.2 Information is provided in accordance with organisational 
and legislative requirements. 

  3.3 Enquiries outside area of responsibility/knowledge are 
referred to designated person/s for resolution. 

  3.4 Additional information or follow-up action is completed 
within designated timelines in accordance with 
organisational policy and procedures. 

4 Provide information 4.1 Personnel data are maintained, updated and supplied to 
authorised person/department.  

  4.2 All payroll records required for statutory and auditing 
purposes are kept accurate and up-to-date.  

  4.3 Statistical information is forwarded in accordance with 
statutory requirements.  

  4.4 Internal reports are forwarded to relevant parties as 
required or requested.  

  4.5 Group certificates are produced, reconciled and distributed 
within required timeframes. 

5 Maintain records 5.1 Details are recorded clearly accurately and legibly. 

  5.2 Records are secured, accessible and kept up-to-date. 
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RANGE STATEMENT 
 

In order to achieve consistency of performance, evidence should be collected over a set period of time, 
which is sufficient to include dealings with an appropriate range and variety of situations. 
 

Legislation, codes and national standards relevant to the workplace which may include but not limited 
to: 

 
• award and enterprise agreements and relevant industrial instruments  

• relevant legislation that affects business operation, such as Occupational Health and Safety and 
environmental issues, equal opportunity, industrial relations, anti-discrimination and pay and 
benefits 

• relevant industry codes of practice 
 

 
 
Designated person/s may include but not limited to: 
 

• those who have the authority to approve payroll decisions  

• immediate supervisor 
 
Pay period details may include but not limited to: 
 

• salary  

• wage  

• casual wage  

• contract  

• piecework  

• commission  

• bonus 

Deductions and allowances may include but not 
limited to:  
 

• statutory deductions  

• superannuation contributions  

• health insurance  

• union dues  

• travel allowance  

• car allowance  

• meal allowance 

• voluntary contributions 

• personal deductions 
 

 
Payroll system may include:  
 

• manual or computerised 

Source documents may include but not limited to: 
 

• employee records/history  

• employee earnings and payroll register  

• employee timesheets 
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Variations may include but not limited to:  
 

• rates of pay  

• overtime  

• holiday loading  

• paid leave  

• unpaid leave  

• long service leave  

• taxation  

• sick leave 
 

Payroll preparation may include but not limited 

to: 

 

• calculation of gross pay  

• taxation and other deductions  

• net pay  

• preparing cheques  

• electronic funds transfer  

• cash analysis  

• preparing pay advice slips 

 
Enquiries may include but not limited to:  
 

• face-to-face  

• email  

• fax  

• telephone 
 

 

Payroll records may include but not limited to:  
 

• pay advice slips  

• employee personal data 

• cash analysis sheets  

• end of month reports  

• electronic funds transfer  

• taxation reports  

• end of year reports  

• group certificates summary report  

• dates of pay increases 
 
 
Legislative requirements may include but not limited to: 
 

• confidentiality and security of records  

• PAYE tax 

• Minimum Wage Act 

• Income Tax Act 

• Factories Act 

• Holiday With Pay Act 

• Maternity Leave Act 

• NIS 

• NHT 

• Education Tax 
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EVIDENCE GUIDE 
 
 
(1) Critical Aspects of Evidence 
 

• integrated demonstration of all elements of competency and their performance criteria  
• knowledge and application of legislative requirements  

• accurate data input  

• knowledge of organisational guidelines relating to security and confidentiality of 

information 
 
 

(2) Pre-requisite Relationship of Units 
 
 FSFCOR0041A – Use technology in the workplace 
 
(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 

• relevant legislation from 

all levels of government 

that affects business 

operation, especially in 

regard to Occupational 

Health and safety and 

environmental issues, 

equal opportunity, 

industrial relations and 

anti-discrimination  

• organisational policy and 

procedures  

• structure of authority in 

organisation  

• types of payroll systems  

• specific legislative 

requirements 

Skills 
The ability to: 

 

• demonstrate literacy skills to read and 
understands the organisation's financial 
policies and procedures and legislative 
procedures, write cheque or salary 
authorisations; prepare pay advice 
slips; maintain records  

• demonstrate numeracy skills for 
calculating gross and net pay, 
comparing differing rates of pay over a 
given time span of the same nature, 
preparing cash analysis sheets, 
reconciling figures  

• demonstrate communication skills 
including questioning, clarifying, 
reporting  

• demonstrate problem solving skills for 
reconciling figures and resolving 
employee enquiries within scope of 
own responsibility  

• apply time management to meet 
designated timelines  

• relate to people from a range of social, 
cultural and ethnic backgrounds and 
physical and mental abilities 

• operate a personal computer 
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(4) Resource Implications 
 

Access to appropriate documentation and resources normally used in the workplace, which may 
include:  

 
• workplace reference materials such procedural manuals and company policy  

• calculator  

• computer equipment and relevant software  

• payroll data from preceding pay periods 
 
 
(5) Method of Assessment 
 

Evidence gathering methods may include:  

 
• demonstration 

• simulation  

• questioning  

• workplace performance  
• role-play  

• projects/assignments  

• written tests (verbal usage and verbal comprehension)  

• portfolio of work documents  

• third party reports 
 

 

(6) Context of Assessment 
 

Competency is demonstrated by performance of all stated criteria, including paying 

particular attention to the critical aspects and the knowledge and skills elaborated in the 

Evidence Guide, and within the scope as defined by the Range Statement.  

 

Assessment of performance requirements in this unit should be undertaken in an actual 

workplace or simulated environment.  

 

Assessment should reinforce the integration of the key competencies and the business 

services common competencies for the particular NVQ level. Refer to the key Competency 

Levels at the end of the unit. 
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CRITICAL EMPLOYABILITY SKILLS 

Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the GCTVET Qualifications Framework.  They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

     Levels of Competency 

Level 1. Level 2. Level 3. 

• Carries out 
established processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 

Collect, analyse and organise information Level 2  

Communicate ideas and information Level 2  

Plan and organise activities Level 2  

Work with others and in team Level 1  

Use mathematical ideas and techniques Level 2  

Solve problems Level 2  

Use technology Level 1  

 

 Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
 



 

 

 FSFRFS0052A Process customer accounts 

 

 

Standards and Assessment Development Unit, GCTVET FSF05 Page 1 of 6 

Copyright  2005 National Council on Technical & Vocational Education & Training (GCTVET) 

All rights reserved.  No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

FSFRFS0052A:   Process customer accounts  

 

Competency Descriptor: 
       

 

 

Competency Field:  Retail Finance  
 
 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Identify customer account 
needs 

1.1 Requests for information on the range, options and features 
of account services available are addressed in a timely, 
accurate and comprehensive manner, or referred if 
necessary to other authorised personnel.  

  1.2 Information is provided to customers to assist in the 
selection of an appropriate product, which outlines product 
features, matches products to customer needs, describe the 
cost of operation and the conditions of the accounts. 

  1.3 Customers are assisted when completing relevant 
documentation for selected services/products. 

2. Open customer account 2.1 Potential account holders are interviewed to gather 
information required for the opening of accounts. 

  2.2 Customer is identified for security purposes according to 
organizational procedures. 

  2.3 Information provided is assessed for accuracy and 
sufficiency according to the standard company procedures. 

  2.4 Documentation that has been completed is verified for 
accuracy and deposits are accepted, ensuring that receipts 
and certificates are issued. 

  2.5 New applications and transactions are processed in 
accordance with company's policies and procedures to 
ensure the timely and accurate completion of the task. 

  2.6 The interests of the customer are considered when providing 
information on the most cost effective way to use the 
account. 

This unit describes the knowledge and skills necessary to identify 

customer needs and process customer accounts. 
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  2.7 Information is provided to customers about the processes for 
activating the account, including the timeframe and 
mechanisms for receiving transaction cards or deposit 
books. 

3. Transfer or close customer 
account 

3.1 The account holder seeking to transfer or close an account 
is interviewed to gather the required information.  

  3.2 Information provided is assessed for accuracy and 
sufficiency according to the standard company procedures. 

  3.3 Documentation that has been completed is verified for 
accuracy. 

  3.4 Applications for transfer or closure are processed in 
accordance with company's policies and procedures to 
ensure the timely and accurate completion of the task. 

  3.5 Information about the finalisation of the process is provided 
in accordance with company policies and procedures. 

4. Administer the process 4.1 Standard company processes and protocols are used to 
verify customer identity when collecting processed 
documentation and cards from a branch.  

  4.2 Customer queries or complaints about the operation of the 
service are followed up with appropriate personnel 
according to standard procedures. 

  4.3 Reports are provided on account activity in line with 
standard policies and procedures. 

  4.4 Exception reports are responded to, using standard 
operating policies and procedures. 

 



 

 

 FSFRFS0052A Process customer accounts 

 

 

Standards and Assessment Development Unit, GCTVET FSF05 Page 3 of 6 

Copyright  2005 National Council on Technical & Vocational Education & Training (GCTVET) 

All rights reserved.  No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

 
 

RANGE STATEMENTS 
 
 
Information provided to customers may include 
descriptions of:  
 

• savings accounts  

• retirement accounts  

• investment accounts  

• accounts geared to the needs of particular 
groups (e.g. customer deeming accounts, youth 
accounts) 

Authorised personnel may include but not limited 
to: 
 

• employees  

• supervisors/managers  

• dispute resolution officer  

 
The accuracy and sufficiency of information provided 
includes ensuring: 
 

• authenticity of signatures  

• completeness of documentation  

• checks against or links to existing customer 
account information  

• provision of sufficient documentary evidence 
(points) to meet the requirements for establishing 
a new account 

Information required for opening accounts may 
include but not limited to:  
 

• primary account holder's name, address, 
contact details  

• other signatories to the account  

• purpose for which the account will be used  

• required links to other accounts held  

• amount of initial deposit 

 
Organisational procedures for customer identification 
may include but not limited to:  
 

• conducting the 100 point check of personal 
identification  

• identifying and matching client with existing 
accounts held within own financial institution 

Transaction processing may be manual and/or 
electronic and may include:  

• accurate data entry of transactions into 
relevant database  

• accurate completion of customer application 
forms and transaction receipts 

 
 
Customer account details may include but not limited 
to: 
 

• investment, retirement savings  

• transfers from other accounts  

• visas and other plastic cards  

• insurance  

• electronic bill payment  

• periodical payments  

• electronic payments  

• payroll, member chequeing, direct debit  

• fees charged 

 

Required information to transfer or close an 
account may include: 
 

• reasons for transfer or closure of accounts  

• details of possible complaints relating to the 
account  

• account details to enable transfer of 
remaining funds 
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EVIDENCE GUIDE 
 
Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment.  
This unit may be assessed on its own or it may be assessed with other units that cover related skills and 
knowledge.  
 
Evidence is most relevant when provided through an integrated activity, which combines the elements of 
competency for the unit, or a cluster of units of competency. 
 
 
(1) Critical Aspects and Evidence 
 

• thorough checking of customer account details  

• basic knowledge of relevant legislation  

• sound communication skills in dealing with customers  

• sound understanding of customer complaint/dispute resolution policies and procedures  

• understanding and implementation of customer account processing in accordance with 
industry codes of practice and company policy  

• ability to use relevant data entry and office equipment  

• sound knowledge of range of products/fees 
  
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 

• policies and procedures in regard to customer account service and techniques  

• relevant industry codes of practice , including Consumer Credit Code, Financial Institutions 
(FI) Code and Electronic Funds Transfer (EFT) Code of Conduct  

• relevant legislation and statutory requirements, including Privacy Act, Secrecy Laws, 
Financial Transaction Reports Act and Cheques and Payment Orders Act  

• security checking procedures  

• introductory knowledge of the finance industry, business communication  

• knowledge of products available  

• features of each account (e.g. savings, cheque, loan)  

• appropriate documentation 
 

The operation and maintenance of equipment which may include: 
 

• keyboard skills 

• security equipment  

• terminals  

• numerical displays boards  

• calculators  

• scanners 
 

 
Skill 
The ability to demonstrate: 
 

•  literacy in regard to written documentation  

•  time management skills 

•  customer service skills 

•  numeracy in regard to calculating premiums, repayment rate  

•  negotiation and conflict resolution skills 

•  questioning/listening techniques 
 
(4) Resource Implications 
 

• access to company policies and practises  

• relevant IT systems and the databases of the particular to organization 
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(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance.  
 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
 
(6) Context of Assessment 
 

This unit may be assessed in the workplace or in a simulated environment. 
 
 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the GCTVET Qualification Framework.  They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

     Levels of Competency 

Level 1. Level 2. Level 3. 

• Carries out established 
processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes process 

• Establishes criteria for evaluation 

 

Collect, analyse and organise information Level 2  

Communicate ideas and information Level 2  

Plan and organise activities Level 2  

Work with others and in team Level 2  

Use mathematical ideas and techniques Level 2  

Solve problems Level 2  

Use technology Level 2  

 
 Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSFCOR0051B:   Work with others 

Competency Descriptor:   
    

 

 

 

Competency Field:               Business Services 
 

 

ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Interact with others to achieve 
workplace outcomes 

1.1 Individual responsibilities within the workgroup are 
identified and met. 

  1.2 Individual performance is periodically checked against 
group objectives and adjusted as required. 

  1.3 Areas of responsibility that affect other group members 
are identified and met. 

2. Contribute to group decision 
making processes 

2.1 Sensitivity to other workers individual differences is 
continually demonstrated in the daily work environment. 

  2.2 Effective communication with other group members is 
maintained. 

  2.3 A team commitment to help achieve workplace objectives 
is made whenever necessary. 

3. Overcome workplace problems 3.1 Harmonious working relationships are maintained with 
other group members and issues that may lead to, or 
involve conflict are appropriately referred or resolved in a 
timely manner. 

  
3.2 Difficulties encountered in meeting deadlines are 

promptly reported to the appropriate person. 

  
3.3 Assistance is sought where necessary to meet specific 

demands and deadlines. 

4. Manage self 4.1 Individual work activities are regularly planned in 
consultation with supervisor, in order to achieve 
workplace objectives within specified timeframes. 

  4.2 Individual work is prioritised and reviewed as necessary. 

  4.3 Individual work plans are aligned to group objectives. 

This unit covers the ability to work with others to achieve 

workplace outcomes. 
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  4.4 Self-improvement and training opportunities are identified 
and appropriate personnel are informed. 

  4.5 Resources required to achieve workplace outcomes are 
identified. 

5. Support and adapt to change in 
the workplace environment 

5.1 Possible changes to workplace systems and practices, 
which could improve efficiency and effectiveness, are 
identified and suggested to appropriate personnel. 

  5.2 Workplace practices are modified as necessary in 
response to approved changes in the workplace. 

  5.3 Ability to adapt to change is demonstrated in carrying out 
workplace activities, when applicable. 

 

 

RANGE STATEMENT 
 
Competent performance of the performance criteria must be demonstrated in the context of this unit 
allowing for the differences between organisations and workplaces. In addition the following variables 
may be present for this unit 
 
 
Group objectives may include but are not limited 
to: 
 

• written or verbally specified objectives that 
identify expected workplace outcomes and 
achievements  

• industry targets  

• company targets  

• specific workgroup objectives 
 

Workgroup may include: 
 

• office specific groups of employees assigned to 
complete designated tasks or to work together  

• the company as a whole  

• individual branches  

• individual work sections 

 
Individual differences may include but are not 
limited to: 
 

• culture 

• language 

• race 

• religion 

• ethnic origin 

• socio-economic status 

• age  

• sex 

• physical capacity 

Individual work plans may include: 
 

• basic knowledge of communication principles  

• basic knowledge of conflict resolution principles  

• knowledge of time management principles  

• basic knowledge of principles of effective 
teamwork 

• basic understanding of reasons for 
organisational change 
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Resources may include:  
 

• personnel  

• equipment  

• budget  

• time 
 

Workplace objectives may include:  
 

• those objectives written or verbally specified 
that identify expected outcomes and 
performance within a designated workplace 

 
 

EVIDENCE GUIDE 
 
Competence in this unit must be assessed over a period of time in order to ensure consistency of 
performance over the Range of Variables and contexts applicable to the work environment. 

 

 

(1) Critical Aspects of Evidence 
 

• the ability to work with others to achieve the outcomes required by the organization  

• ability to carry out work within the limits of the resources available and to the quality 
standards required by the organization 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 

 

• communication principles  

• conflict resolution principles  

• time management principles  

• principles of effective teamwork  

• reasons for organisational change 

Skills 
The ability to: 
 

• demonstrate interpersonal and communication 
skills  

• demonstrate teamwork participation skills  

• demonstrate time management skills  

• demonstrate planning skills  

• demonstrate referral skills  

• demonstrate basic conflict resolution skills  

• demonstrate resource management skills 
 

 
 
(4) Resource Implications  
 

Assessment of this unit of competence requires access to the resources required for a team 
activity to meet a specific outcome. 

 



 

 FSFCOR0051B Work with others 

 

 

Standards and Assessment Development Unit, GCTVET FSF11 Page 4 of 4 

Copyright  2011 National Council on Technical & Vocational Education & Training (GCTVET) 

All rights reserved.  No part of this document may be reproduced in any form or by any means without the prior permission of the 
publishers. 

 
(5) Method of Assessment 
 

For valid and reliable assessment of this unit, evidence should be gathered through a range of 
methods to indicate consistent performance.  
 
Assessment of this unit of competence will usually include observation of processes and 
procedures, oral and/or written questioning on underpinning knowledge and skills and other 
methods as required. 

 
 
(6) Context of Assessment 
 

This unit may be assessed in the workplace or in a simulated work environment. 
 
 

 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the GCTVET Qualifications Framework.  They relate to the seven areas of generic competency 
that underpin effective workplace practices. 

 

     Levels of Competency 

     Level 1.       Level 2.     Level 3.  

• Carries out established 
processes 

• Makes judgement of 
quality using given 
criteria 

• Manages process 

• Selects the criteria for 
the evaluation process 

• Establishes principles and 
procedures 

• Evaluates and reshapes 
process 

• Establishes criteria for 
evaluation 

 

Collect, analyse and organise information Level 1  

Communicate ideas and information Level 1  

Plan and organise activities Level 1  

Work with others and in team Level 1  

Use mathematical ideas and techniques Level 1  

Solve problems Level 1  

Use technology Level 1  

 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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