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Competency Standards for Caribbean Vocational Qualifications (CVQ) 
 
 
CCITC10107 Call/Contact Centre Operations Level 1 
 

 
To be awarded this Caribbean Vocational Qualification (CVQ) all core competency standards must be 
achieved.  Electives achieved with the qualification will be awarded unit statement of competency. 
 
The nominal training hours are a guide for planning the delivery of Training Programmes. 
 
 

Unit Code Unit Title Mandatory 
/Elective 

Hours 

ITCCOR0011B Communicate effectively in a customer contact centre Mandatory 10 
ITCCOR0021B Follow occupational health and safety (OH&S) policy and 

procedures  
Mandatory 10 

ITCCOR0031B Work effectively in a contact centre environment Mandatory 10 
ITCCOR0041B Contribute to productive relationship with customers Mandatory 10 
FSFCUS0191A Deliver a professional service to customers Mandatory 15 
ITCCOR0051B Conduct outbound contact operations Mandatory           20
ITCCOR0071B Process sales Mandatory 20 
ITCCOR0081B Sell products and services Mandatory 40 
ITCCOR0091B Provide quality customer service Mandatory 20 
ITCCOR0101B Conduct data collection Mandatory 20 
ITCCOR0111B Conduct a telemarketing campaign Mandatory 30 
ITCCOR0121B Fulfil customer requests Mandatory 20 
ITCCOR0131B Use telecommunication technology in receiving/

making calls  
Mandatory 30 

ITIDAT0171A Operate a spreadsheet application (basic) Mandatory          30
ITIDBO0251A Operate a database application (basic) Mandatory           30
ITICOR0211B Use an enterprise information system Mandatory 20 
ITICOR0221B Use basic computer technology to process enterprise and 

customer data  
Mandatory 20 

ITICOR0231A Operate a personal computer  Mandatory 40 
ITICOR0241A Operate a word processing application (basic) Mandatory          30
ITICOR0271A Send and retrieve information via the Internet  Mandatory           30 
 BSBSBM0012A Craft personal entrepreneurial strategy  Elective 50 
ITCCCO0321B Set up customer account Elective 20 
ITIMED0261A Operate a presentation package (basic) Elective             20 
ITCCCO0142B Manage customer relationship Elective 20 
ITIDBO1392A Operate a database application (advance)                          Elective              20
ITCCCO0252B Respond to inbound customer contact  Elective 20 
ITCCCO0262B Process general inquiries and provide assistance to 

customers 
Elective 20 

ITCCCO0232A  Process low risk credit applications                                               Elective   20 
BSBSLS0032A Sell/cross sell products and services                                             Elective              20 
ITCCOR0152B Organize work priorities and development                                    Elective   20 
ITCCCO0242B Use specific enterprise systems to satisfy customer 

requirements 
Elective 20 

ITCCCO0342A Debt collection                                                                    Elective      40 
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Legend to Unit Code 
 
Example:  ITCCCO0272A   
   
    IT C CCO 027 2 A 
 
 
  Industry     Version Control 
         
  Sector      National Qualification Level 
 
  Sub-sector     Competency Number 
 
 
Key: Man – Mandatory; CCO Call Contact Operations; BAD – Business Administration;  
 DBO – Data Base Operation; DAT – Data Operation; MED –Multimedia SBM – Small Business 
 Management; BSB –  Business Services (Business); ITI Information Technology  (Information); 
 ITC – Information Technology (Communication) 
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ITCCOR0011B:   Communicate effectively in a customer contact centre  

 
Competency Descriptor:     
 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA  

1. Analyse communication 
channels 

1.1 Workplace communication requirements are identified and 
followed. 

  1.2 The communications pathways available to individuals in a 
customer contact centre are identified. 

  1.3 The elements of communication in each pathway are 
identified. 

  1.4 The barriers to communication in a customer contact centre 
are recognised. 

  1.5 Strategies are adopted to reduce barriers to communication 
in accordance with enterprise guidelines. 

2. Listen to clients 2.1 Full attention is paid to the speaker and the speaker is 
allowed to complete speaking before there is a response. 

  2.2 Interest is shown by focussing on the conversation, and 
occasionally, signals of active listening such as smiles and 
nods are sent. 

  2.3 Body language indicated alertness and active participation 
in the conversation, fidgeting is limited or avoided 
altogether and the conversation is listened to in its entirety. 

  2.4 The different speech sounds used in standard English 
Language pronunciations are recognised and the content of 
the speaker’s speech is accurately interpreted.  

  2.5 Effective questioning and active listening skills are used to 
clarify ambiguities and gather information. 

3. Communicate orally 3.1 Information communicated is clearly articulated, follows the 
accepted standards of English pronunciations and is 
relevant to the listener’s gender, age, occupational/social 
background, and interest/needs, etc. 

This unit deals with the skills and knowledge required to handle 
communication between and within different cultural contexts that 
may involve the skill of accent neutralization as well as other 
communication competencies.
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  3.2 The tone of voice is used which reflects the colour, mood, 
variation, undertones and inflections intended by the words 
and statements. 

  3.3 Comfortable and confident body language is displayed, 
voice sound is relaxed, not tense and is appropriate to 
situation or content. 

  3.4 All information is delivered concisely, intelligibly and 
enthusiastically and the tone of voice conveys sincerity and 
gains the trust of the listener. 

  3.5 Articulation, enunciation, diction, pronunciation facilitates 
clear and audible speech. 

  3.6 Questions are listened to carefully and answers are given 
as precisely as possible. 

4. Modify accent to 
communicate with clients 

4.1 Accents, the speech patterns and the meaning of words of 
the different cultures are recognised and are reflected in 
the communication process. 

  4.2 Consonant clusters and vowel sounds are emphasized 
accurately and are clearly articulated. 

  4.3 Clear diction is displayed when articulating syllables, word 
endings, whole words and multisyllablic words and speech 
are free of grammatical errors. 

  4.4 Intonations, rhythm, pace, pauses in speech are used to 
enhance communication with individuals of other cultural 
background where necessary. 

  4.5 Appropriate vocal techniques are employed to neutralize 
own accent and enhance the transmission of information in 
accordance with enterprise requirements. 

5. Address non-verbal 
communication cues 

5.1 Appropriate non-verbal behaviour is recognised and used 
in accordance with enterprise guidelines. 

  5.2 Basic non-verbal communication cues of customers and 
co-workers are identified and are responded to in the 
appropriate manner. 

  5.3 Non-verbal cues appropriate to workplace situations are 
demonstrated in accordance with enterprise guidelines. 

  5.4 Non-verbal cues inappropriate for the workplace are 
recognised and are dealt with in the appropriate manner. 

  5.5 Messages are modified to suit non-verbal cues. 
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6. Read documentation/script 6.1 Materials obtained are thoroughly reviewed, evaluated and 
the ability to decode the printed word into meaningful 
concept is demonstrated. 

  6.2 Mastery of the use of content of material, context clues, 
stress, pitch and pauses to determine pronunciation and to 
convey meaning is demonstrated. 

  6.3 The ability to identify printed symbols, interpret the intended 
meaning and relate the sound of the spoken word to its 
symbolic representation is accurately demonstrated. 

  6.4 The ability to determine the accuracy and quality of written 
material is demonstrated. 

  6.5 Fluent reading is demonstrated through the ability to apply 
all conventions of pronunciation, diction and enunciation. 

7. Communicate in writing 7.1 Written communication which is grammatical and correctly 
spelt is recognised and produced. 

  7.2 Written communication is produced in business letter 
format following the correct procedures. 

  7.3 Written communication is read and responded to in 
accordance with enterprise guidelines and procedures. 

8. Communicate electronically 8.1 Typing is performed proficiently in accordance with 
Occupational Health and Safety requirements and 
enterprise guidelines. 

  8.2 Protocols for email messages are identified. 

  8.3 E-mail messages are retrieved, read and produced 
following the correct procedures. 

  8.4 E-mail messages are stored, deleted and forwarded in 
accordance with enterprise guidelines. 

 
 
RANGE STATEMENT                         
This unit applies to activities associated with essential operations linked to communicating effectively in a 
customer contact centre. 
 
Standard business letter format includes but not 
limited to: 
 
• use of salutations 
• addresses 
• dates 
• suitable language 

Non-verbal communication cues may include: 
 
• postures 
• hand movements 
• facial expressions 
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Communication pathways may include but not 
limited: 
 
• one way and interpersonal 
• verbal and non-verbal 
• written 
• email and other electronic methods 
• journals 
• peer networks 
• supervisors and subordinates 
• employee to customer 

Elements of communication may include but not 
limited to: 
 
• message 
• sender 
• transmission medium 
• recipient 
• response 
• noise 
• context 

 

 
Protocols for e-mail messages include but not 
limited to: 
 
• correct addressing 
• inclusion of a subject 
• correct use of upper and lower case 
• acceptable short hand 
• salutations 
• attachments 

Vocal techniques may include but not limited to: 
 
• adjusting pitch 
• adjusting speed and volume of speech 
• projection of voice 
• tonal quality of voice 

 

 

EVIDENCE GUIDE                   
 
Competencies should be demonstrated by the ability to communicate effectively in accordance with the 
performance criteria and the range listed within the range of variable statements.  

Barriers to communication may include but not 
limited to: 
 
• noise 
• time 
• message quality 
• conflict 
• language 

Active listening may include but not limited to: 
 
• providing feedback 
• questioning 
• checking 
• restating 

Typing proficiently include: 
 
• production at the standard appropriate to the 

needs of the enterprise. In the absence of an 
enterprise standard the standard should be 
thirty (30) words per minute at 95% accuracy 
while talking to customers 

Accent neutralization may include but not limited to: 
 
• enunciation of speech 

• softening pronunciations 
• emphasizing vowels 
• spacing words in speech 
• softening tone of voice 
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(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 
• application of communication skills in the workplace both verbally or in writing 
• demonstration of active listening and voice modulation 
• accent neutralization  
• demonstration of non-verbal communication techniques 
• demonstration or verified samples of grammatical and correctly spelt written communication  
• management of email communication processes 

 
 
(2) Pre-requisite Relationship of Units 
 

The pre-requisite for this unit is: 
 
• Nil 
 
 

(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• voice technique 
• enterprise policies, procedures and 

guidelines for communications 
• email functions and protocols 
• basic business writing 
• accent neutralization 
• enunciation of speech 
• rules of pronunciation 
• accents of other cultures 

Skills 
       The ability to: 
 

• communicate effectively orally and written 
• listen attentively 
• relate to people on and off-the-job 
• type proficiently 

 
 
(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 direct supervision of application 
to tasks and questions related to underpinning knowledge. 
 
Assessment must be in accordance with the performance criteria. 
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(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 NCTVET 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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ITCCOR0021B:   Follow occupational health and safety (OH&S)   
    policy and procedures  

 
Competency Descriptor:   
    
 
 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Follow workplace procedures 
for hazard identification and 
risk control 

1.1 Hazards in the work area are recognised and reported to 
designated personnel according to workplace procedures. 

  1.2 Workplace procedures and work instructions for controlling 
risks are followed accurately. 

  1.3 Workplace procedures for dealing with accidents, fires and 
emergencies are followed whenever necessary within 
scope of responsibilities and competencies. 

2. Contribute to the 
management of occupational 
health and safety 

2.1 Occupational health and safety issues are raised with 
designated personnel in accordance with workplace 
procedures and relevant occupational health and safety 
legislation. 

  2.2 Participative arrangements for occupational health and 
safety management in the workplace are contributed to 
within organisational procedures and scope of 
responsibilities and competencies. 

 

This unit applies to occupational health and safety competencies for 
employees without supervisory responsibility. This includes school-based 
workers, entry-level workers, trainees and apprentices. This competency 
complements, and is applicable in combination with other industry or 
enterprise-specific competencies. 
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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 and function or workplace. 
 
Designated personnel include but not limited to: 
 
• supervisors 
• managers 
• team leaders 
• management occupational health and safety 

personnel 
• other persons authorised or nominated by the 

enterprise or industry to: 
• perform specified work 
• approve specified work 
• inspect specified work 
• direct specified work 

Participative arrangements include but not limited 
to: 
 
• formal and informal meetings which include 

occupational health and safety 
• occupational health and safety committees 
• other committees, for example, consultative, 

planning and purchasing 
• health and safety representatives 
• suggestions, requests, reports and concerns 

put forward by employees to management 

 
Workplace procedures may be formally documented or communicated verbally and may include but not 
limited to procedures which are: 
 
• general to the management of the enterprise, 

such as job procedures and work instructions 
• specific to occupational health and safety, such 

as: 
• specific hazards 
• emergency response 
• consultation and participation 
• occupational health and safety issue 
• resolution 
• identifying hazards, for example, 

inspections 

• assessing risks 
• controlling risks 
• use of personal protective equipment 

reporting occupational health and safety issues 

 

 

Occupational health and safety requirements 
include but not limited to: 
 
• occupational health and safety regulations and 

codes of practice including regulations and 
codes of practice relating to hazards present in 
the  workplace or industry 

• general duty of care under occupational health 
and safety  regulations and codes of practice 

• provisions relating to roles and responsibilities 
of health and safety representatives and/or 
occupational health and safety committees 

• provisions relating to occupational health and 
safety issue resolution 

Hazard identification and risk control include but 
not limited to: 
 
• checking equipment or the work area before 

work commences and during work 
• workplace inspections 
• housekeeping 
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EVIDENCE GUIDE            
Competency is to be demonstrated by following health and safety policy and procedures in accordance 
with the performance criteria and the range listed within the range of variable statements. 
 
(1) Critical Aspects of Evidence  
 

Assessment candidates should produce evidence of the following: 
 
• demonstrated ability to recognise and report hazards to designated personnel 
• demonstrated ability to accurately follow workplace procedures relevant to controlling risks in 

the workplace 
• demonstrated ability to communicate 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills   
 

Knowledge 
Knowledge of: 

 
• rights and responsibilities of the workplace parties under occupational health and safety acts, 

regulations and codes of practice 
• the ways in which occupational health and safety is managed in the workplace, and activities 

required under occupational health and safety legislation, for example: 
• policies 
• procedures 
• plant and equipment maintenance 
• hazard identification 
• risk assessment and control 
• occupational health and safety instruction 
• training and provision of occupational health and safety information 
• hazards that exist in the workplace 
• the preferred order of ways to control risks (known as the hierarchy of control) 
• procedures relevant to the work being undertaken, including procedures for: 
• recognising and reporting on hazards, for example, work area inspections 
• work operations to control risks, for example, permit to work systems and isolation 

procedures 
• responding to accidents, fires and emergencies 
• raising occupational health and safety issues 
• employee participation in occupational health and safety management, for example, 

consultative or occupational health and safety committees and joint employer/employee 
inspections 

• the meaning of occupational health and safety symbols found on signs and labels in the 
workplace 

• designated personnel responsible for occupational health and safety 
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Underpinning Knowledge and Skills (Cont’d) 
 
Skills 
The ability to: 

 
• read and write at a level where basic workplace documents are understood and presented 
• employ questioning and active listening to confirm information 
• display plain English literacy and communication skills in relation to dealing with clients and 

team members 
• employ problem solving skills for a  defined range of predictable problems 
• follow health and safety procedures in the telecommunication industry 
• identify and document major causes of accidents relevant to the work environment 
• deal appropriately with security risks and emergencies 
• disseminate information on safety and policies 
• access information on OH&S requirements and guidelines 

 
 
(4) Resource Implications  
 

Assessment of this unit requires access to: 
 

• an operational customer contact centre or a simulated contact centre with similar features  
• customer contact technologies  
• information technology 
• relevant occupational health and safety acts, regulations and codes of practice 
• enterprise occupational health and safety policies and procedures 
• personal protective equipment 
• relevant work areas for identification of hazards and control measures 
 
Information and/or documents including but not limited to: 
 
• details of the established organisational occupational health and safety system 
• relevant policies, procedures and programs 
• information about the rights and responsibilities of the workplace parties under occupational 

health and safety acts, regulations and codes of practice 
• information on hazards and risks relevant to the workplace 

 
(5) Method of Assessment  
 

Competence in this unit needs to be assessed using formative assessment to ensure consistency 
of performance in a range of contexts. 
 
This competency can be assessed in the workplace or in a simulated environment. Assessment 
of this unit of competence will usually include observation of real or simulated work processes 
and procedures, quality projects and questioning on underpinning knowledge and skills. 
 
Competency is to be assessed through practical demonstration of Occupational Health and 
Safety as relevant to the work environment. Peers and supervisors may be questioned for 
obtaining information on the extent and quality of the contribution made. 
 
Simulated activities must closely reflect the workplace and may need to take place over a period 
of time. 
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(6) Context of Assessment  

 
Work is carried out under direct supervision.  
 
An individual demonstrating these competencies would be able to: 
 
• demonstrate knowledge by recall in a narrow range of areas 
• demonstrate basic practical skills, such as the use of relevant safety equipment 
• perform a sequence of routine tasks given clear direction 
• receive and pass on messages/information 
 

This competency can 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 NCTVET 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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ITCCOR0031B:   Work effectively in a contact centre environment  

 
Competency Descriptor:   
    
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE  CRITERIA  

1. Relate individual operations 
to contact centre operations 
and infrastructure 

1.1 Specific contact centre operations are identified and related 
to the industry wide context. 

  1.2 The role and function of the contact centre is identified in 
relation to the enterprise. 

  1.3 Personal contact centre role and operations are identified. 

  1.4 Personal operations are related to whole of contact centre 
objectives. 

  1.5 The major components of the contact centre infrastructure 
are identified. 

  1.6 Personal operations are related to contact centre 
infrastructure. 

2. Manage personal operations 2.1 Workstation resources are recognised and used effectively 
and efficiently. 

  2.2 Contact centre organisational structure is identified and 
operated within its reporting protocols. 

  2.3 Personal performance requirements are identified. 

  2.4 Strategies are adopted to achieve performance 
requirements. 

  2.5 Performance management processes are recognised and 
participated in. 

 
3. Maintain a professional 

approach to employment 
3.1 Past and present roles and functions are comprehensively 

documented. 

  3.2 Realistic short and long-term career objectives are 
identified. 

  3.3 Personal capabilities are related to career objectives. 

This unit applies to the individual contact centre staff member's 
assimilation into the operations of a customer contact centre. 
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  3.4 Current position is related to career objectives in a positive 
manner. 

  3.5 Strategies for projecting a professional image in current 
role are identified. 

  3.6 The promotion of the enterprise and its staff to customers 
and clients is contributed to. 

4. Participate in a workplace 
team 

4.1 Team members’ roles and functions and team structure are 
accurately identified. 

  4.2 Team members are interacted with cooperatively. 

  4.3 The achievement of team objectives is recognised, 
acknowledged and contributed to. 

  4.4 The formation of team objectives are contributed to. 

  4.5 Conflict within team is recognised and responded to 
positively. 

  4.6 Feedback is provided to enhance team performance. 

5. Manage personal stamina 5.1 Sources of stress and fatigue in contact centre role are 
identified. 

  5.2 Work routine and procedural strategies are adopted to 
minimise stress and fatigue. 

  5.3 Personal performance is monitored against performance 
requirements. 

  5.4 Stamina management strategies are adapted to maximise 
performance. 

  5.5 Assistance is sought from team members and management 
in managing stamina. 

 
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. 
 
Specific contact centre operations may include: 
 
• sales 
• marketing 
• service provision 
• customer support 
• information services 
• multiples of these 

Stamina management may include: 
 
• breaks 
• hydration 
• meals 
• recognising fatigue 
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Contact centre infrastructure may include: 
 
• staff facilities 
• computer networks and software systems 
• lines in/out 
• local exchanges 
• automatic call distribution system 
• interactive voice recognition systems 
• call management systems 
• service level and call data reporting systems 
• operator facilities 
• internet services 
• other centre specific systems and infrastructure 

Work station resources include: 
 
• desk and chair 
• telephone 
• headset 
• computer terminal 
• software 
• manuals 
• writing resources 
• personal resources 
• mouse 
• keyboard 
• monitor 

 
Key performance indicators may include: 
 
• targets 
• call rates 
• call turnover 
• sales targets 
• customer survey results 
• (SPH) sales per hour 

Management of the environment may include: 
 
• ergonomics 
• noise 
• climate 
• structuring of telephones appropriately 
• side talks 

 
Management of work may include: 
 
• sequencing tasks 
• minimising re-working 

 

 

EVIDENCE GUIDE  
Competency should be demonstrated by working effectively in a customer contact centre in accordance 
with the performance criteria and the range listed within the range of variables statements 
 
(1) Critical Aspects of Evidence   
 

Assessment candidates should produce evidence of the following: 
 
• demonstration and explanation of individual role in relation to contact centre 
• explanation of performance requirements 
• presentation of career portfolio or similar information 
• demonstration of professional performance in contact centre role 
• explanation of contact centre team structure and team operations 
• demonstration of stamina management strategies 

 
(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills         
 

Knowledge 
Knowledge of: 

 
• overview of customer contact 

operations 
• enterprise policies, procedures and 

guidelines 
• enterprise mission, business goals and 

standards 
• specific work role and relationships 
• operational environment: (customer 

base, company products and services) 
• operational systems 

Skills 
The ability to: 
 
• work effectively in a team 
 

 
 
(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 and information technology 

 
 
(5) Method of Assessment  
 

Competency should be assessed while work is undertaken under direct supervision of application 
to task 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. 
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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 NCTVET 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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ITCCOR0041B:   Contribute to productive relationship with   
    customers  

 
Competency Descriptor:   
    
 
 
 
Competency Field: Communication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Respond to the service needs 
of customers 

1.1 Customers are dealt with in a polite and helpful manner. 

  1.2 Stressful situations are appropriately handled. 

  1.3 Queries are responded to in a manner that provides 
satisfaction to the customer. 

  1.4 Procedures applied in dealing with customers’ needs result 
in desired outcome. 

  1.5 Sensitive information is communicated with discretion. 

2. Identify Customers’ needs 2.1 Contact is promptly established with the customer. 

  2.2 Customer is given appropriate opportunity to relate his/her 
needs. 

  2.3 Questions are structured and sequenced to solicit the 
appropriate information. 

  2.4 Customer’s responses are documented in a manner that 
will permit action to be taken. 

  2.5 Response to customer provides assurance that efforts are 
taken to address needs. 

  2.6 Customers’ needs are correctly anticipated and identified. 

  2.7 Information from customer is relayed to the relevant 
person. 

3. Satisfy the needs of 
customers and the 
organization 

3.1 Needs of customer have been correctly identified. 

  3.2 Views on the needs of the customer are cross-checked with 
co-workers. 

This unit it applies to identifying and satisfying customer needs 
and expectations in a positive and professional manner. It 
encompasses the full scope of contact centre customer contact. 
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  3.3 Options for addressing the customer’s needs are correctly 
identified. 

  3.4 Verification of options that best fit the customer’s needs is 
correctly done. 

  3.5 Guidance given allowed the customer to select the 
appropriate option. 

  3.6 Guidance given is mutually satisfactory to customer and 
organisation. 

  3.7 Procedures applied in dealing with customers’ needs 
resulted in desired outcome. 

  3.8 Solution is effectively implemented. 

4. Use customer feedback to 
improve service reliability 

4.1 Customer’s feedback is correctly noted. 

  4.2 Feedback from customer is verified and reviewed with 
relevant staff. 

  4.3 Review of customers’ observations/complaints follows 
established procedures. 

  4.4 Possible staff breaches of operating guidelines are 
identified. 

  4.5 Action taken satisfactorily redresses any offence given to 
customer. 

  4.6 Feedback from customers is categorized in such a way as 
to permit analysis and decision-making by management. 

  4.7 Documentation of customer feedback and action taken is 
instructive to management. 

5. Work with others to improve 
service reliability 

5.1 Assigned responsibilities are satisfactorily performed. 

  5.2 Meaningful suggestions are freely given to relieve difficult 
situations. 

  5.3 Suggestions followed the correct procedures and 
communication channels. 

  5.4 Information is passed on promptly and accurately within 
acceptable timescale. 
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  5.5 Potential hindrances to service delivery are identified 
and communicated to appropriate persons. 

  5.6 Assistance is readily given to others. 

 

 

RANGE STATEMENT                                  
This unit applies to all customer contact staff in the communication sector. 
 
Needs include the need for: 
 
• redress 
• acceptance of recommendations made 
• reassurance 
• having one’s complaint taken on board 
• response from the institution  
• action from the institution 

Situations include but not limited to: 
 
• telephone 
• fax 
• internet 
• intranet 
• direct face to face meeting 

 
Feedback from customers includes but not limited 
to: 
 
• criticisms and recommendations 
• manual of routine procedures 
• policy guidelines 
• operating guidelines 

Customers’ needs include information on: 
 
• company products and/or services 
• enquiry 
• dissatisfaction 

 
Customers include but not limited to: 
 
• existing 
• potential 

Service reliability includes but not limited to: 
 
• delivery of orders 
• access to required service 

 

EVIDENCE GUIDE                   
Competency should be demonstrated by the ability to contribute to the satisfaction of customers’ and 
organization’s needs 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: 

     
• understanding of enterprise mission, goals and plans 
• knowledge of enterprise products, standards, policies and practices 
• identification, dimensioning and satisfaction of customer needs 
• application of enterprise policies in satisfying customer needs 
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Critical Aspects of Evidence Cont’d. 

 
• clear and concise communication of needs expressed by customers 
• measurement of customer needs and satisfaction 
• obtaining feedback from customers 
• recognition and understanding of customer problems and resolution or timely referral of 

problem in a manner satisfactory to the customer 
• projection of a professional image in representing the company 
• evidence should include a demonstrated ability to contribute to productive relationship with 

customers to the enterprise standards 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• product/service 
• importance of politeness and courtesy 

in a service establishment  
• importance of keeping within level of 

authority 
• lines of communication in the 

organization along which observations 
and recommendations can be 
escalated 

• communication lines 
• methods of communication 
• products and services of the 

organization 
• own job responsibilities 
• relevance of service reliability to 

business viability and own job security 

Skills 
The ability to: 

 
• perform basic computer functions 
• create a win-win result out of areas of 

difference 
• deal with angry or upset customers 
• use fax machinery, internet facilities, 

intranet, e-mail facilities 
• win confidence from those with whom 

there is interaction 

 
 
(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 direct supervision of application 
to task and questions related to underpinning knowledge. 
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(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 NCTVET 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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FSFCUS0191A:   Deliver a professional service to customers  

 
Competency Descriptor: 
       
 
 
 
 
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 
expectations 

2.1 Customer's needs and expectations are clarified. 

  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 Information, if not immediately available, is sourced and/or 
customer referred to appropriate personnel. 

  3.3 Confirmation is sought from customer that needs and, where 
practical, expectations have been met. 

  3.4 Customer service feedback is recorded and provided to 
appropriate personnel to assist in evaluating whether 
customer service needs have been met. 

4. Maintain customer 
confidentiality 

4.1 Customer related business is discussed only in the context 
of the workplace. 

  4.2 Customer information is not released except as indicated in 
organisation policies, procedures and relevant legislation. 

 

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.  



 
 
 FSFCUS0191A Deliver a professional service to customers 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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 
 
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 
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 

Communication may include: 
 
• 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: 
 
• mission statements  
• annual reports  
• in-house publications  
• induction program/manual  
• customer charter 

Special requirements of customers may include but 
not limited to: 
 
• 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 
to: 
 
• managers or supervisors  
• senior staff  
• dispute resolution officer 

Customer service feedback may include: 
 
• verbal, written or quantitative information from 

customers used to measure customer 
satisfaction levels 

 
Organisational policies, procedures and relevant 
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 

Customer confidentiality may include: 
 
• any requirements under legislation such as 

Consumer Credit Code, Privacy Act  
• standards described by the organisation's 

policies and procedures  
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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: 
 
• the call centre industry  
• customer relations  
• customer service  
• organisational product and service 

knowledge  
• complaint documentation requirements  
• relevant industry legislation  

Skill 
The ability to: 
 
• 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 
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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 NCTVET 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 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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ITCCOR0051B:   Conduct outbound contact operations  

 
Competency Descriptor:   
    
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA  

1. Prepare for outbound contact 1.1 Contact details and relevant policy are identified. 

  1.2 Contact guides are obtained and reviewed or prepared in 
accordance with policy. 

  1.3 Contact details are clarified with relevant 
supervisor/manager where necessary. 

  1.4 The most effective method of communication is identified. 

2. Conduct outbound contact 2.1 The recipient is contacted by the most efficient method. 

  2.2 The contact is conducted and/or the contact guide is used 
efficiently in accordance with enterprise policy and 
procedures. 

  2.3 Details of the contact are recorded accurately in 
accordance with policy and procedures. 

  2.4 Enquiries by recipients are answered in accordance with 
policy. 

  2.5 Enquiries that cannot be satisfied immediately are 
escalated. 

  2.6 Recipient requests are actioned efficiently and in 
accordance with policy and procedures. 

3. Manage outbound contact 3.1 Contact records are collated and presented in accordance 
with policy and procedures. 

  3.2 Any difficulties not escalated are recorded and reported. 

  3.3 Follow-up information is supplied to recipient (if role 
permits). 

  3.4 Privacy and regulatory provisions are observed throughout 
contact. 

This unit applies to contact centre staff who make outbound 
contacts in relation to inquiries or sales of a particular product or 
service. 
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  3.5 Safe working methods are identified and used. 

 
 
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. 
 
Contact details include but not limited to: 
 
• a sales or marketing campaign with a well 

specified requirements including scripted 
contact guides 

• routine or ad hoc inquiries to obtain information 
as part of a service operation 

• follow up contacts to clients or customers as 
part of an on-going sale or service process 

Contact guides include but not limited to: 
 
• general guidelines  
• full scripted guides for the entirety of the 

contact 
• individual operators make their own contact 

guide in the form of preparatory notes on an ad 
hoc basis 

 
Policies for handling contacts include but not 
limited to: 
 
• greetings 
• recording methods 
• scripts 
• escalation triggers and paths 
• contact duration  
• permissible language amongst others 
• proper disposition of calls 
 
Policies may also include operating methods 
agreed between two parties. 

Privacy and regulatory provisions include: 
 
• privacy act/s 
• trade practices act 
• equal employment opportunities (EEO) and 

anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 

 
Methods of communication include but not limited 
to: 
 
• voice telephony 
• email 
• fax 
• web-based communication  
• two-way radio 

Escalation include: 
 

• passing a problematic inquiry or customer 
service operation to an appropriately skilled 
staff member for further processing 

 
Recipients of contact include but not limited to: 
 
• customers or clients 
• service or information providers 
• other enterprise employees 
• external agents such as goods suppliers or 

contractors 

Safe working methods include but not limited to: 
 
• industry occupational health and safety 

practice  
• avoid eating and drinking at desk  
• keep workstation drawers neat 
• keep sharp objects in closed containers    
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EVIDENCE GUIDE                   
Competency should be demonstrated by the ability to conduct outbound contact operations in accordance 
with the performance criteria and the range listed within the range of variables statements. 
 
(1) Critical Aspects of Evidence 

      
Assessment candidates should produce evidence of the following: 
 
• adequate preparation prior to making outbound contact 
• use of appropriate communication pathway 
• observation of policy throughout the outbound contact 
• satisfactory processing of inquiries 
• accurate recording of contact information 
• accurate application of prepared contact guide 
• successful handling or appropriate escalation of difficulties 

 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills            
 

Knowledge 
Knowledge of: 

 
• calling principles 
• voice technique 
• teamwork 
• enterprise policies, procedures and 

guidelines 
• operational environment: (customer 

base) 
• company products and services 

Skills 
The ability to: 

 
• apply customer service skills to satisfy 

customer requirements 
• demonstrate questioning and active 

listening skills to clarify information 
• relate well with people 

 
 
(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 direct supervision of application 
to task and questions related to underpinning knowledge. 
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(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 NCTVET 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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ITCCOR0071B:   Process sales  

 
Competency Descriptor:   
    
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Identify customer needs 1.1 Opening courtesy is accurately followed in accordance with 
enterprise policy and procedures. 

  1.2 Customer is clearly identified. 

  1.3 Customer needs are clearly identified. 

  1.4 Existing customer records are accessed. 

  1.5  Products or services are matched to customer needs. 

  1.6 Features and benefits of products or services are 
presented. 

  1.7 Customer is informed of product or service price. 

  1.8 Customer enquiry is referred to appropriate person/area in 
accordance with policy where customer needs cannot be 
satisfied. 

  1.9 Enterprise sales policy, procedures and principles are 
followed. 

2. Close sales 2.1 Agreement on products or services to be purchased is 
reached with the customer. 

  2.2 Payment arrangements are discussed and agreed with 
customer. 

  2.3 Customer is advised of payment methodology and address 
for payment where necessary. 

  2.4 

 

Payment methods details are recorded and verified where 
appropriate. 

  2.5 Credit card details are recorded and verified where 
appropriate. 

  2.6 Credit checks are arranged within policy and procedures. 

This unit applies to processing of sales inquiries from customers for 
limited/basic product/service. 
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  2.7 Delivery/installation arrangements are discussed and 
agreed on with the customer. 

  2.8 Delivery/installation arrangements are actioned. 

  2.9 Privacy requirements are met during the transaction. 

  2.10 Opportunities for further sales are identified and acted on in 
accordance with enterprise policy and procedures. 

3. Input sales records 3.1 Details of sales are fully recorded on enterprise systems. 

  3.2 Existing customer records are amended where appropriate. 

  3.3 Invoices are raised where required. 

  3.4 Delivery/installation details are recorded within policy and 
procedures. 

  3.5 Performance is assessed against agreed targets and 
analysed for future improvement. 

  3.6 Legislation, codes, regulations and standards observed 
throughout transaction. 

 
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. 
 
Policy includes but not limited to: 
 
• sales operations  
• customer handling 
• credit  
• payment and other aspects of sales 
• legislation and regulation covering sales 

activity 

Sales includes but not limited to: 
 
• product/service purchase/provision 
• upgrade of existing product/service  
• amendments to previous sale arrangements 

 
Customer records include but not limited to: 
 
• computerised system specific to the enterprise 
• paper/card related systems 

Referral procedures: 
 
• specific to enterprise 

 
Payment arrangements may include but not limited 
to: 
 
• credit card 
• cheque 
• money order 
• cash 
• payment on delivery 
• direct debit 

Credit card details include but not limited to: 
 
• card type 
• card holder details 
• card number 
• expiry date 
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Relevant legislation, codes, regulations and 
standards include but not limited to: 
 
• privacy act 
• trade practices act 
• EEO and anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 
• consumer credit code 

Delivery/installation arrangements include but not 
limited to: 
 
• delivery address 
• time of delivery 
• arrangements for when householder not in 

attendance 
• payment on delivery details 

 
Credit checks include but not limited to: 
 
• automated  
• sales person  
• specialist staff within the enterprise 

Invoices include but not limited to: 
 
• enterprise specific  
• electronically generated in response to 

appropriate commands entered into the system 
 

EVIDENCE GUIDE                   
 
Competency is to be demonstrated by the ability to process sales in accordance with the performance 
criteria and the range listed within the range of variables statements. 
 
(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 
• clear and precise understanding of customer needs 
• matching of product/service to customer need 
• prices relating to product/service offered are clearly explained and understood by the 

customer 
• application of appropriate credit check 
• arrangement of customer payment 
• agreement with customer as to payment and delivery arrangements 
• accurate recording of sales, payment and delivery arrangements 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 



 
 

ITCCOR0071B Process sales 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 
 
• sales principles 
• enterprise policies, procedures and 

guidelines 
• enterprise protocols associated with 

customer service 
• operational environment: (customer 

base, company products and services) 
• operational system 

Skills 
       The ability to: 

 
• identify and understand clearly and 

precisely, customer needs 
• listen attentively 
• relates well with people 
• present features and benefits of 

product/service to customers in a 
convincing way 

 
 
(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 direct supervision with regular 
checks, but may include some autonomy when working as part of a team. 
 
Competency may be assessed concurrently. 
 
Assessment must be in accordance with the performance criteria.  

 
 
(6) Context of Assessment     
     

Assessment should include practical demonstration either in the workplace or through simulation. 
This should be supported by a range of methods to assess underpinning knowledge. 
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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 NCTVET 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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ITCCOR0081B:   Sell products and services  

 
Competency Descriptor:   
    
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Establish customer needs 1.1 Opening courtesy accurately followed in accordance with 
enterprise policy and procedures. 

  1.2 Person called is correctly identified. 

  1.3 Customer is dealt with in a helpful and polite manner. 

  1.4 Stressful situations are appropriately handled. 

  1.5 Techniques are appropriately employed to put customer at 
ease. 

  1.6 Number of calls abandoned is within the established 
standard. 

  1.7 A sufficient number of pertinent questions are directed to 
the customer with a view to extracting the requisite 
information. 

  1.8 The customer’s responses are documented in the 
prescribed manner. 

  1.9 Verification is obtained from the customer that his needs 
are fully understood. 

  1.10 The conclusion of the dialogue with the customer indicates 
that the customer needs will be considered in the 
development/reviews of the product/service. 

  1.11 Information gleaned is accurately documented to permit 
management review. 

2. Promote the features and 
benefits of the products and 
services 

2.1 On every occasion of customer contact the features and 
benefits of the organization’s products/services are told to 
the customer. 

  2.2 Explanations given to customer re benefits of 
products/services are thorough. 

This unit applies to selling of a wide range of products and services 
to a wide cross section of customers.
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  2.3 Explanations re products/services are articulated in a 
manner that is pleasant and persuasive. 

  2.4 The dialogue with the customer is conducted in such a 
manner that the values and attitudes of the organization are 
projected to the customer. 

3. Exploit opportunities for  up-
selling and cross-selling 

3.1 Opportunity is taken to introduce additional products. 

  3.2 Questions/proposals are directed to the customer in a 
manner that encourages additional purchases. 

  3.3 Questions successfully solicit customer needs. 

4. Gain and confirm customer 
commitment 

4.1 Sales techniques encourage customer interest in 
organization’s product. 

  4.2 Commitment to purchase the organization’s product is 
successfully negotiated with the customer. 

  4.3 Verification of product purchased is confirmed with 
customer. 

  4.4 The communication with the customer is successfully 
brought to a conclusion. 

5. Evaluate sales technique 5.1 Sales methods are consistent with the organization’s 
recommended techniques. 

  5.2 New or unprecedented technique is documented. 

  5.3 Time taken to complete a sale is evaluated against 
company standards. 

6. Identify buying signals 6.1 Listening and observation skills are effectively employed. 

  6.2 Buying signals are correctly identified. 

  6.3 Effort to avoid over selling is successful. 

7. Overcome customers’ 
objections 

7.1 Implied objections are accurately identified and correctly 
addressed. 

  7.2 Expressed objections are keenly listened to and noted 
where appropriate. 

  7.3 Requisite information for satisfying the customer’s objection 
is correctly identified. 

  7.4 Customer is made to feel at ease. 
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  7.5 Number of calls abandoned is minimal (within the set 
standards). 

  7.6 Information given is disclosable and relevant to customer. 

  7.7 Organization’s business culture is successfully projected. 

  7.8 Disposition of call is accurate. 

8. Conclude terms of purchase 
with the customers 

8.1 Stock availability is checked and reported. 

  8.2 Payment mode agreed on is in accordance with company 
policy. 

  8.3 Information necessary to process sales is elicited and 
accurately recorded. 

  8.4 Arrangement for payment and delivery/collection of 
service/product is correctly arranged. 

  8.5 Information is passed on to relevant department/persons. 

  8.6 Closing courtesy accurately followed in accordance with 
enterprise policy and procedures. 

 
 
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. 
 
Disgruntled customers include but not limited to: 
 
• individuals who are unwilling to express their 

needs 
• customers who have ideas and/or 

recommendations that may contribute to the 
improvement of the organization’s 
products/services 

Sales includes but not limited to: 
 
• product/service purchase/provision 
• upgrade of existing product/service  
• amendments to previous sale arrangements 

 
Delivery/installation arrangements include but  
not limited to: 
 
• delivery address 
• time of delivery 
• arrangements for when householder not in 

attendance 
• payment on delivery details 

Purchase details include but not limited to: 
 
• price 
• packaging 
• size   
• methods of shipping 
• delivery time 
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Relevant legislation, codes, regulations and 
standards include: 
 
• privacy act 
• trade practices act 
• EEO and anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 
• consumer credit code 
• professional/organization ethics 
• company/industry standards 

Payment arrangements may include but not limited 
to: 
 
• cash 
• payment on delivery 
• direct debit 
• instalments 
• credit card 
• cheque/cheque card 
• money order 

 
Credit card details include but not limited to: 
 
• security checks/codes 
• card type 
• card holder details 
• card number 
• expiry date 

Credit checks include but not limited to: 
 
• automated  
• sales person  
• specialist staff within the enterprise 

 
Buying signals include but not limited to: 
 
• tone of voice 
• questioning 
• response 

Information details include: 
 
• that necessary to process each situation 

 

EVIDENCE GUIDE                   
 
Competency is to be demonstrated by the ability to sell products and services in accordance with the 
performance criteria and the range listed within the range of variables statements 
 
(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 
• clear and precise understanding of customer needs 
• matching of product/service to customer need 
• prices relating to product/service offered are clearly explained and understood by the 

customer 
• application of appropriate credit check 
• arrangement of customer payment 
• agreement with customer as to payment and delivery arrangements 
• accurate recording of sales, payment and delivery arrangements 

 
 
(2) Pre-requisite Relationship of Units 

 
• Nil 
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(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 
 
• how to get others to speak freely 
• techniques of selling 
• the full range of the company’s range 

of goods/services 
• awareness of those products/services 

being used by the customer 
• sales techniques used on the 

telephone 
• the company’s product(s)/service(s) 
• how to access the scripts of sales 

techniques 
• buying signals 
• questioning techniques 
• in-depth knowledge of the company’s 

product/service 
• interviewing techniques 
• how to access the DBMS 
 Procedures for processing: 
• credit card payments  
• cash payment 
• on-line payment methods 
 Arranging delivery by  
• mail 
• messenger 
• sale of products and services 

(approaches) 
• future pacing 

Skills 
The ability to: 

 
• sell 
• identify inefficacy of “old” methods and a 

willingness to try variations 
• listen 
• work well with the public  
• attend to detail 

 

 
 
(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 direct supervision with regular 
checks, but may include some autonomy when working as part of a team. 
 
Competency may be assessed concurrently. 
 
Assessment must be in accordance with the performance criteria. 
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(6) Context of Assessment         

 
Assessment should include practical demonstration either in the workplace or through 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 NCTVET 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 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 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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ITCCOR0091B:   Provide quality customer service  

 
Competency Descriptor:   
    
 
 
 
Competency Field: Telecommunication 
 
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 is used in dealing with 
customers. 

  1.4 Call is terminated using standard phrases within policy and 
procedures. 

2. Make an outbound contact 2.1 Introduction is made, using standard phrases within policy. 

  2.2 The customer's availability and willingness to continue with 
contact is assessed. 

  2.3 Call is terminated using standard phrases within policy and 
procedures. 

3. Establish a relationship with 
the customer 

3.1 Customer identity and details are confirmed with customer 
records 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. 

  4.2 One or more courses of action is explained to the 
customer. 

  4.3 Agreement is obtained on course of action. 

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. 

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. It encompasses the full 
scope of contact centre customer contact. 
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  5.3 The transfer is efficiently executed. 

6. Respond to customer request 6.1 Requests are responded to 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 
or language of the industry. 

  6.3 Options to satisfy the customer request are identified and 
recommended within policy and procedures. 

 

 

 6.4 Company products and services are promoted to meet the 
customer request within policy and procedures. 

 

 

 6.5 A commitment to meeting the customer request is 
discussed and agreed on. 

  6.6 Additional or more detailed information is 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 observed 
throughout transaction. 

 
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. 
 
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 

Customers include but not limited to: 
 
• user 
• purchaser or beneficiary of a service, product 

or process  
• internal or external  
• colleagues 

 
Enquiry includes: 
 
• question or request for information from a 

customer that can be resolved by provision of 
information 

Empathy involves but not limited to: 
 
• the ability to recognise people's feelings 
• respect the other person's position 
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Inquiries include but not limited to: 
 
• requests for advice or assistance from internal 

or external customers, workplace colleagues 
and group/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 

Relevant legislation, codes, regulations and 
standards include but not limited to: 
 
• declaration of secrecy 
• trade practices act 
• EEO and anti discrimination legislation 
• telecommunications act 
• enterprise standards and policy 
• OHS legislation 
• freedom of information 

 
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 

Team includes but not limited to: 
 
• the whole centre  
• any group/sub-unit within the centre 

 

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 
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(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: 

 
• manipulate computer keyboard 
• articulate enterprise products and services  
• employ questioning and active listening 

skills to clarify information  
• apply customer service skills to satisfy 

customer requirements and satisfaction 
• offer effective rebuttals 
• apply customer service skills to satisfy 

customer satisfaction 
 

 
 
(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. 
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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 NCTVET 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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ITCCOR0101B:   Conduct data collection  

 
Competency Descriptor:   
    
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Prepare for data collection 1.1 Survey questions and call guide are studied and clarified. 

  1.2 Operational boundaries and fulfilment processes are 
discussed and agreed. 

  1.3 Proposed technology is familiarised with and customised 
where appropriate. 

  1.4 Source of call targets is identified. 

  1.5 The calling strategy is familiarised with and adapted to if 
necessary. 

2. Conduct data collection for 
research/survey 

2.1 Calls are made in the most efficient manner possible. 

  2.2 The call guide and call principles are followed in 
accordance with operational boundaries. 

  2.3 Customer availability and willingness to participate in 
research is established. 

  2.4 Customer is informed of survey details, purpose and 
approximate time survey will take. 

  2.5 Customer responses are recorded accurately and 
dispositioned properly. 

  2.6 Customer queries are answered or referred to appropriate 
person. 

  2.7 Relevant legislation, codes, regulations and standards 
observed throughout contact. 

  2.8 Work is undertaken in a manner that is safe to self and to 
fellow workers. 

3. Record campaign results 3.1 Recorded outcomes are collated and presented in 
accordance with policy and procedure. 

This unit applies to collection of primary data for market research 
and opinion poll research activities by telephone or similar means.  
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  3.2 Difficulties encountered are recorded, reported and 
actioned in accordance with policy and procedures. 

  3.3 Performance is assessed and analysed against agreed 
targets. 

  3.4 Database is amended where applicable. 

 
 
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. 
 
Call guide includes but not limited to: 
 
• prepared by the enterprise  
• prepared by external organisations consulting 

to the enterprise 
• required sales per hour (SPH) 

Opinion polls include: 
 
• gather population opinion on any range of 

matters 
• brief relating to a particular matter  
• extensive covering a range of matters 

 
Records include but not limited to: 
 
• paper  
• prepared form  
• electronic computer 

Market research includes but not limited to: 
 
• product 
• service 

 
Database include but not limited to: 
 
• enterprise records 
• telephone directories 
• business directory 
• sales records 

Operational boundaries include: 
 
• the bounds within which the telemarketer 
 can operate freedom to deviate from the call    
 guide 
• limits of interchange with the customer 

 
Relevant legislation, regulations and standards 
include: 
 
• state laws and international regulations 
• privacy act 
• trade practices 
• EEO and anti discrimination legislation 
• telecommunications act 
• freedom of information 
• consumer protection 

Technology includes but not limited to: 
 
• telecommunications based (e.g. telephone, 

business system, PABX)  
• interactive medium and information based (e.g. 

computer) 
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EVIDENCE GUIDE            
Competency is to be demonstrated by the ability to effectively conduct data collection in accordance with 
the performance criteria and the range listed within the range of variable statements. 
 
(1) Critical Aspects of Evidence      
 

Competencies should be observed in the following areas: 
 
• meeting of agreed call/data collection targets 
• accurate application of prepared call guide 
• accurate recording of data 
• successful handling of difficulties incurred during campaign 
• accurate disposition of calls 
 
 

(2) Pre-requisite Relationship of Units 
 
• Nil 

 
 
(3) Underpinning Knowledge and Skills 
           

Knowledge 
Knowledge of: 

 
• calling principles 
• voice technique 
• enterprise policies, procedures and 

guidelines 
• operational systems 
• data collection techniques for market 

research approaches 

Skills 
The ability to: 

 
• deliver excellent customer service  
• listen attentively 
• relates well with people 

 
 
(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 direct supervision of application 
to task and questions related to underpinning knowledge. 
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(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 NCTVET 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 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 1  
 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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 ITCCOR0111B:   Conduct a telemarketing campaign  

 
Competency Descriptor:   
    
 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Identify telemarketing campaign 
requirements 

1.1 Campaign details are studied and questioned where details 
are unclear. 

  1.2 Prepared call guide is studied and fully understood. 

  1.3 Product/service to be sold is identified and all details related 
thereto are fully understood. 

  1.4 Training relating to product/service and processes is 
undertaken where necessary. 

  1.5 Operational boundaries are discussed and agreed. 

  1.6 Technology to be utilised is identified and most effective use 
determined. 

 1.7 Sales targets are identified and agreed on. 

  1.8 Fulfilment processes are discussed, understood and agreed. 

2. Conduct a campaign 2.1 Telephone calls are identified from data base. 

  2.2 Calls are made in the most efficient manner possible. 

  2.3 Call guide is followed in accordance with enterprise policies 
and procedures. 

  2.4 Call principles are followed in accordance with enterprise 
policy. 

  2.5 Customer queries are answered or referred to appropriate 
person in accordance with enterprise policy. 

  2.6  Opportunities for needs based selling are taken where 
appropriate. 

  2.7 Work is undertaken in a manner which is safe to self and to 
fellow workers. 

This unit applies to telemarketing involving sales using a set call guide 
from a database of contacts and may involve both inbound and 
outbound calling. It includes review of the campaign process and 
performance and the management of negative customer contacts. 
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3. Complete sales 3.1 Details of sale are recorded as per enterprise policy. 

  3.2 Payment arrangements are discussed and agreed with 
customer and actioned in accordance with enterprise policy. 

  3.2 Customers are advised as to payment methodology and 
address for payment where necessary. 

  3,3 Credit card details are recorded and verified with customer 
where appropriate. 

  3.4 Delivery arrangements where applicable, are discussed and 
agreed with the customer and recorded and actioned. 

  3.5 Privacy requirements are fully applied during the transaction. 

4. Record campaign results 4.1 Recorded outcomes are collated and presented in 
accordance with enterprise policy.  

  4.2 Difficulties encountered are recorded, reported and actioned 
in accordance with enterprise policy.  

  4.3 Performance is assessed against agreed targets and 
analyzed for future improvement.  

  4.4 Data base is amended where applicable. 

 
 
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. 
 
Requirements of the environment of the specific 
operational organization unit as specified in but not 
limited to:  

• business rules  
• accountabilities  
• stress management guidelines  
• ergonomic guidelines  
• authorsing delegations  
• service memoranda of understanding/service 

delivery agreements  
• performance measures  
• targets  
• agreed service delivery scope and charter 

Relevant legislation, regulations and standards 
include but not limited to: 
 
• privacy act 
• EEO and anti discrimination legislation 
• telecommunications act 
• freedom of information 
• consumer protection 
• appropriate international standards 
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The defined environment of the relationship, 
include but not limited to:  

• stakeholders  
• business context  
• technology  
• level of complexity of customers and products 

Data base include but not limited to: 
 
• enterprise records 
• telephone directories 
• business directory 
• sales records 

 
Call centres exist across a range of industries and 
industry sectors. Examples include:  

• telecommunications companies product sales 
and marketing, customer service and account 
inquiries, directory services, call assistance 

• computer software and hardware companies 
product sales and information, product and 
customer support  

• banking sector marketing services, customer 
funds  

• insurance companies customer service, 
product sales, new policy applications, 
renewals  

• retailers and suppliers marketing services and 
product, after sales support, dealer care, 
product sales and delivery  

• travel industry reservations, information, 
customer support, loyalty programs 

• market research companies  
• charity organizations financial support and 

product sales  
• mercantile agencies  
• credit reporting bureaus  
• government organizations, government service 

inquiries, government benefit issues 

The operational environment of a call centre 
operator will vary significantly from enterprise to 
enterprise and will be influenced by:  

• regulatory environment in which the enterprise 
and/or industry operates  

• enterprise policies, procedures, business 
practices and guidelines, including, but not 
limited to, those covering:  

• quality management  
• corporate conduct/ethics  
• people  
• health and safety  
• equal employment opportunity  
• escalated service difficulties  
• customer complaints  
• procedures and standards specified by process 

owners, customers, or suppliers  
 

 
Telemarketing campaigns include but not  
limited to: 
 
• fundraising 
• product sales 
• service 
• surveys 

Operational boundaries include but not limited to: 
 
• bounds within which the telemarketer can 

operate  
• freedom to deviate from the call guide 
• limits of interchange with the customer 

 
Credit card details include but not limited to: 
 
• card holder details 
• card number 
• expiry date 

Sales targets include but not limited to: 
 
• sales made 
• sales to calls ratio 
• sales per hour (SPH) 
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Records include but not limited to: 
 
• specific to the enterprise  
• paper 
• prepared form 
• electronic computer 

Technology include but not limited to: 
 
• telecommunications based (e.g. telephone, 

business system, PABX)  
• interactive medium and information based (e.g. 

computer) 
 
Perform normal operations after receiving a 
negative customer response: 
 
• within reasonable tolerances, customer contact 

operators will manage negative customer 
contacts so that normal levels of performance 
are maintained after a negative call 

Call guide include but not limited to: 
 
• prepared by the enterprise  
• prepared by external organisations consulting 

to the enterprise 

 
Payment arrangements include but not limited to: 
 
• credit card 
• cheque/cheque card 
• money order 
• cash 
• payment on delivery 

Negative customer responses include but not 
limited to: 
 
• declining further contact 
• criticising the product or organisation 
• crude or offensive language 
• personal insults or threats 

 
Limits of the organisation's tolerance include but 
not limited to: 
 
• terminating contacts from individuals using 

crude or offensive language 

 

 

EVIDENCE GUIDE                   

Candidates will provide evidence of their performance and underpinning skills and knowledge.  

Evidence of competency is best obtained by observing activities in an operational environment under 
normal working conditions or observations in a realistic simulated environment. Skills and knowledge 
evidence may be completion of training courses or on-the-job learning. 
 
(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 
• meeting of agreed call/sales ratios  
• achievement of sales targets  
• accurate application of pre prepared call guide  
• accurate recording of sales, payment and delivery arrangements  
• successful handling of difficulties incurred during campaign  
• projection of a professional image in representing the company  
• demonstration of all related occupational health and safety requirements and work practices  
• contributes in a positive manner to the overall improvement of team performance  
• applies principles of quality and continuous improvement in all operational activities 
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(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills          
 

Knowledge 
Knowledge of: 
 
• calling principles 
• voice technique  
• empathy 
• influencing 
• Marketing principles and practice 
• credit techniques 
• consumer protection 
• teamwork 
• specific work role and relationships 
• enterprise protocols associated with 

customer service 
• operational environment: customer 

base, company products and services 
• operational systems 
• quality and continuous improvement 

processes 
• occupational health and safety 

standards 

Skills 
The ability to: 

 
• demonstrate oral and written 

communication skills 
• demonstrate customer service skills 
• demonstrate listening skills 
• demonstrate innovative skills 
• demonstrate selling skills 

 

 
 
(4) Resource Implications              

 
• an operational customer contact centre or a simulated contact centre with similar features  
• telecommunications computer equipment to enable the performance criteria to be met 

 
 
(5) Method of Assessment         
 

Competency should be assessed while work is undertaken under direct supervision of application 
to task 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. 
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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 NCTVET 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 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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ITCCOR0121B:   Fulfil customer requests  

 
Competency Descriptor:   
    
 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Receive customer request 1.1 Customer or agent is acknowledged using standard 
phrases within policy and established procedures. 

  1.2 Customer request is identified using active listening and 
empathy as appropriate. 

  1.3 Options to satisfy the customer request are identified 
and recommended within policy and established 
procedures. 

  1.4 Features and benefits of products or services are 
explained. 

  1.5 A commitment to meeting the customer request is 
discussed and agreed on. 

2. Arrange fulfilment 2.1 Customer request details are recorded in appropriate 
systems. 

  2.2 Provision of the service and products to the customer is 
arranged for as agreed. 

3. Monitor and manage supply 
contingencies 

3.1 Regular checks are made on supply of products or 
services to customers. 

  3.2 The customer is informed of progress at appropriate 
intervals. 

  3.3 Clear explanation is provided to customers of delays or 
inability to meet commitments. 

  3.4  Customer satisfaction is monitored at each stage of the 
supply process. 

  3.5 Call is ended with expression of appreciation. 

  3.6 Legislation, codes, regulations and standards observed 
throughout transaction. 

This unit applies to identifying and fulfilling customer request and 
engaging in the fulfilment process. This unit may involve customer 
contact or contact with other agents during or subsequent to customer 
contact. 
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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. 
 
Active listening involves: 
 
• giving your full attention to the person(s) 

speaking 
• responding in a way that lets them know you 

have listened  
• understanding their messages as they have 

intended 

Customer may include but not limited to: 
 
• user  
• purchaser or beneficiary of a service, product 

or process  
• internal or external to the enterprise  
• colleagues 

 
Requests include but not limited to:  

• requests for advice or assistance from internal 
or external customers, workplace colleagues 
and group/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 

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 

 
Empathy involves: 
 
• the ability to recognise people's feelings 
• respect for other people's position 

Fulfilment includes but not limited to: 
 
• an agreed course of action designed to meet 

the customer's needs 
 
Features include: 
 
• attributes of the product or service that are part 

of the product itself 

Benefits include but not limited to: 
 
• outcomes of the use of the product or service 

 
Relevant legislation, codes, regulations and 
standards include but not limited to: 
 
• privacy act 
• trade practices act 
• EEO and anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 

 

 

EVIDENCE GUIDE                   
 
Competencies should be demonstrated by the ability to fulfil customer requests in accordance with the 
performance criteria and the range listed within the range of variables statement. 
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(1) Critical Aspects of Evidence    
 

Assessment candidates should produce evidence of the following: 
 
• knowledge of enterprise products, service, standards, policies and practices 
• 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 and procedures 
• projection of a professional image in representing the company 
• appropriate opening and closed courtesies 
 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• computer keyboard usage 
• 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: 

 
• articulate enterprise products and services  
• listen actively  
• relate to people of all levels 
• offer customer satisfaction 

 
(4) Resource Implications              
 

• an operational customer contact centre or a simulated contact centre with similar features 
• customer contact technologies  
• information technology  
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(5) Method of Assessment         
 

Evidence of competency is best obtained by observing and monitoring activities in an operational 
environment under normal working conditions. If this is not practicable, observations and 
monitoring in a realistic simulated environment may be substituted. 
 
Skills and knowledge evidence may be completion of training courses or on-the-job learning. This 
should be supported by a range of methods to assess underpinning knowledge. 
 
Assessment of competency must be in accordance with the performance criteria and the range 
listed within the range of variable statements. 

 
 
(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 NCTVET 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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ITCCOR0131B:   Use telecommunication technology in receiving /  
    making calls   

 
Competency Descriptor:   
    
                                                                                                           
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Operate and effectively use 
telecommunications 
technology in the operational 
environment 

1.1 Type of technology used is identified. 

  1.2 Operational manuals are obtained and applied. 

  1.3 Features of technology are identified and related to 
different usages. 

  1.4 Equipment is correctly operated to generate and receive 
communication messages. 

  1.5 Appropriate facilities and/or actions are used to receive, 
make, hold or transfer calls. 

2. Receive and respond to 
incoming calls 

2.1 Enterprise protocol is identified and used appropriately. 

  2.2 Appropriate facilities and/or actions are used to receive 
and respond to incoming calls. 

  2.3 Callers are identified correctly. 

  2.4 The purpose of the incoming call is correctly identified and 
verified with the caller prior to subsequent action. 

  2.5 Information disclosed in actioning the call is in keeping with 
enterprise policy and procedures. 

  2.6 Calls which require attention from another person are 
transferred promptly and successfully. 

  2.7 Messages are taken where appropriate in accordance with 
enterprise policy and procedures. 

  2.8 Messages are recorded using clear and concise language 
so that meaning is readily understood by the recipient. 

This unit establishes competency in the effective and efficient 
operation and use of telecommunications technology. 
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3. Make outgoing calls and 
transmit messages 

3.1 A clear objective for an outgoing call is established. 

  3.2 Prior to making a call, all relevant information is identified, 
located and obtained. 

  3.3 Required telephone number/s is obtained. 

  3.4 Contact is established using designated business protocol 
and procedures. 

  3.5 Purpose of the call is conveyed clearly and concisely to the 
recipient. 

  3.6 Purpose of the call is verified with the recipient to ensure 
clear understanding. 

  3.7 Messages are passed on clearly and concisely where 
required. 

  3.8 Understanding of a passed message is verified with the 
receiver. 

 
 
RANGE STATEMENT                         
A Call Centre is an organisational unit that acts as a focal point for communication between organisations 
and customers using live voice telephony and/or information technology to meet product and service 
purposes. 
 
Call centres exist across a range of industries and industry sectors including but not limited to: 
 
• government organisations government service 

inquiries, government benefit issues 
• telecommunications companies product sales  
• and marketing, customer service and account 

inquiries, directory services, call assistance 
• computer software and hardware companies 

product sales and information, product and 
customer support 

• banking sector marketing services, customer 
funds transfer, loan applications, customer 
service 

• insurance companies customer service, 
product sales, new policy applications, 
renewals 

• retailers and suppliers marketing services and 
product, after sales support, dealer care, 
product sales and delivery 

• travel industry reservations, information, 
customer support, loyalty programs 

• market research companies 
• charity organisations financial support and 

product sales 
• mercantile agencies 
• credit reporting bureaus 
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Requirements of the environment of the specific 
operational organisation unit as specified in but not 
limited to: 
 
• business rules 
• accountabilities 
• stress management guidelines 
• ergonomic guidelines 
• authorising delegations 
• service memoranda of understanding/service 

delivery agreements 
• performance measures 
• targets 
• agreed service delivery scope and charter 

Enterprise policies, procedures, business practices 
and guidelines, include but not limited to those 
covering: 
 
• quality management 
• corporate conduct/ethics 
• people 
• health and safety 
• (EEO) equal employment opportunity 
• escalated service difficulties 
• customer complaints 
• procedures and standards specified by process 

owners, customers, or suppliers 

 
The operational environment of a call centre 
operator will vary significantly from enterprise to 
enterprise and will be influenced by: 
 
• regulatory environment in which the enterprise 

and/or industry operates 

 

 
The defined environment of the relationship, 
include but not limited to: 
 
• stakeholders 
• business context 
• technology 
• level of complexity of customers and products 

Call Centre traffic may include but not limited to: 
 
• via voice (telephone)  
• by data (Fax, computer modem)  
• computer telephony integration (CTI) integrates 

computers and telephones 

 
Call Centre technology can be but not limited to: 
 
• specific to the company and/or call centre  
• usually designed to meet the application needs 

of the particular centre 

• Operational manuals are equipment specific 
and may be added to by enterprise instructions 
and procedures 

 
Incoming callers may first be greeted by but not 
limited to: 
 
• interactive voice recording  
• hold messages 
• live person on the phone 
• Incoming telephone traffic may be routed by 

automatic call distributors (ACD) 

Callers may include but not limited to: 
 
• customers  
• suppliers  
• enterprise staff 
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Relevant legislation, regulations and standards 
include but not limited to: 
 
 
• privacy act 
• telecommunications act 
• occupational health and safety legislation 
• industrial awards and agreements 
• freedom of information 

Telephone numbers may be obtained from but not 
limited to: 
 
• enterprise databases 
• telephone books 
• enterprise telephone directories 
• business directories 

 
Telephone systems may be but not limited to: 
 
• networking system  
• single line phones (usually extension of PABX) 
• business systems or unique PABX extension 

instruments  
(All such systems are unique to the supplier and all 
have different features, modes of operation These 
are usually fully documented in relevant instruction 
manuals) 

Telephone features may include but not limited to:  
 
• hands free 
• hold facilities 
• transfer facilities  
• ACD specific facilities 

 
Protocol for receiving and making telephone calls 
specifies the phrasing used to identify both the call 
and the caller and usually takes the form of a 
standard phrase. The content of the phrase or 
phrases is unique to the enterprise/call centre 

 

 

EVIDENCE GUIDE                   
 
Competency is to be demonstrated by the ability to successfully and efficiently use telecommunication 
equipment in making/receiving calls in accordance with the performance criteria and the range listed 
within the range of variables statement. 
 
(1) Critical Aspects of Evidence      
 

• makes and receives calls in accordance with enterprise guidelines and timelines 
• greets and screens customers effectively using specified procedures 
• makes effective use of available telecommunications technology and ergonomic practices to 

make and receive calls 
• correct commands, facilities and actions are used in processing telecommunications traffic 
• make outbound calls using appropriate protocols 
• verifies the outgoing message in a manner which ensures accuracy of understanding from 

the receiver 
• receives, records and transmits messages in a clear, concise and timely manner 
• accurately identifies source of calling data 
• skills and knowledge evidence may be completion of training courses or on-the-job learning 

 
(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• telephone manners 
• enterprise policies, procedures and 

guidelines 
• enterprise culture and values 
• enterprise mission, business goals and 

standards 
• enterprise calling protocol 
• operational environment: customer 

base, company products and services 
• operational systems and technology 
• stress management awareness 
• workplace ergonomics 
• overview of call centre operations 

Skills 
The ability to: 

 
• demonstrate basic oral and written 

communication skills 
• demonstrate basic customer service 

skills 
• demonstrate telephone, computer and 

fax operational skills 
• use computer keyboard 
• demonstrate voice technique 

 
 
(4) Resource Implications              

 
• a call centre or simulated call centre environment 
• telecommunications equipment to enable the performance criteria to be met 

 
 
(5) Method of Assessment 
 

Competency should be assessed while work is undertaken under direct supervision and include 
observation of real or simulated processes and procedures. 
Candidates will provide evidence of their performance and their underpinning skills and 
knowledge. 
 

 
(6) Context of Assessment         

 
Evidence of competency is best obtained by observing and monitoring activities in an operational 
environment under normal working conditions. If this is not practicable, observations in a realistic 
simulated environment may be substituted. 
Specific requirements for competency against a particular context, as defined in the range of 
variables, may vary between enterprises and for the particular learning strategy adopted. 
Skills and knowledge evidence may be completion of training courses or on-the-job learning. 
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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 NCTVET 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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ITIDAT0171A:   Operate a spreadsheet application (basic)  

 
Competency Descriptor:    
    
 
 
 
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. 

4. Print spreadsheets 4.1 Ability to preview spreadsheet in print preview mode is 
demonstrated. 

  4.2 Correct basic print options are selected. 

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. 
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  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 

 
 
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 
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(2) Pre-requisite Relationship of Units 
 

• 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 

 
 
(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 NCTVET 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. 



 
 
 ITIDBO0251A Operate a database application (basic) 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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. 

ITIDBO0251A:   Operate a database application (basic)  

 
Competency Descriptor:    
    
 
 
 
Competency Field:  Information Technology 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Use a database application 1.1 A database application is opened using the correct 
procedures. 

  1.2 An existing database with default layout is opened. 

  1.3 Record within an existing database is modify and saved in 
line with information requirements. 

  1.4 Database is saved onto the hard disk or a diskette. 

  1.5 The database is closed using the correct procedures. 

  1.6 Application help functions are used when required. 

  1.7 Viewing modes are changed to meet user and database 
requirements. 

  1.8 Modify toolbar display is modified to database and user 
requirements. 

2. Create a simple database 2.1 Simple design is correctly formulated for a two-table 
database incorporating basic design principles. 

  2.2 Tables with fields and attributes are created according to 
database usage requirements. 

  2.3 Data is entered accurately and tables are linked and 
navigated correctly. 

3.  
Updating a database 3.1 Data is modified in a table according to information 

requirements 

  3.2 Data is deleted from a table as required. 

  3.3 Appropriate records are added and deleted as required. 

  3.4 Correct closing down procedures are followed to ensure 
that data is not lost. 

This unit deals with the skills and knowledge required to operate 
database applications and perform basic operations. This unit 
applies to individuals working in the information and 
communication technology industry. 
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RANGE STATEMENT 
This unit applies to the activities associated with the essential operations linked to operating a database 
application and applies to individuals in the information technology industry. 
 
Hardware including: 
 
• personal computer 
• networked system 
• printer 
• attached peripherals 

Disk may include but not limited to: 
 
• diskette 
• zip disk 
• compact disk 
• hard disk 

 
Software may include but are not limited to: 
 
• DB2 
• Microsoft Access 
• Microsoft SQL Server 
• Informix 
• Sybase 

Document may include but are not limited to: 
 
• established files 
• new document 

 
 
EVIDENCE GUIDE 
 
Competency is to be demonstrated by the ability to design and develop a simple database using a 
standard database package 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 a database 
• develop tables with fields and attributes 
• modify tables layout and field attributes 
• modify data and records to meet information requirements 
• access and retrieve data 
• navigate through tables 
• exit database without loss of data 
 
 

(2) Pre-requisite Relationship of Units 
 

• ITICOR0231A           Operate a personal computer 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 
 
• basic technical terminology in relation 

to reading help files and prompts 
• logging procedures relating to 

accessing a PC 
• security, viruses, privacy legislation, 

copyright 
• types of software 
• basic database design 
• field attributes 

Skills 
The ability to: 

 
• access database 
• create database 
• customise settings 
• access and retrieve information 

 
 
(4) Resource Implications 
 

The following resources should be provided: 
 
• work environment (simulated or actual enterprise) 
• personal computer/network 
• printer 
 
To demonstrate this unit of competence the candidate will require access to documents detailing 
organisational style guide/policy. 
 
 

(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 NCTVET 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 -  
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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ITICOR0211B:   Use an enterprise information system  

 
Competency Descriptor:   
    
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Locate and interpret 
information for a customer 
inquiry 

1.1 Enterprise information system is ‘Logged on’ to efficiently. 

  1.2 Customer enquiry is analysed and planned to obtain the 
required information. 

  1.3 Sources of information are identified within enterprise 
system. 

  1.4 Appropriate system screens are located efficiently. 

  1.5 Appropriate codes are used to locate information. 

  1.6 Information is accessed from other sources as necessary. 

  1.7 Information obtained to meet customer requirements is 
interpreted. 

  1.8 Enterprise’s procedures to satisfy customer inquiry are 
followed. 

2. Record information for a 
customer transaction 

2.1 Appropriate screen is accessed to initiate a transaction. 

  2.2  All relevant information required for the transaction is 
entered. 

  2.3 Appropriate commands to complete the transaction are 
entered. 

  2.4 Information and commands are entered efficiently and 
accurately. 

  2.5 Transactions are checked for accuracy/errors before 
release. 

  2.6 Legislation, codes, regulations and standards are observed 
throughout the transaction. 

This unit applies to the use of an enterprise information system to 
obtain and record customer information. It addresses the use of a 
single information system while in contact with the customer. 
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3 Use help system 3.1 Sources of help are identified for information systems 
problems or issues. 

  3.2 The identified source/s of help is accessed to resolve 
problems/issues. 

 
 
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. 
 
Customer include but not limited to: 
 
• user 
• purchaser 
• beneficiary of a service, product, or process 
• internal or external to the organisation 

colleagues 

Information systems include: 
 
• unique to the enterprise  
• spreadsheet  
• database application 

 
Information includes but not limited to: 
 
• specific details requested by a customer or 

others  
• details required from core business systems or 

other sources in order to complete a 
transaction or process 

Transaction includes: 
 
• a sequence of interactions in enterprise 

business systems performed by the staff 
member in satisfying the customer's needs 

 
Sources of help include but not limited to: 
 
• system helpdesks 
• system operation units 
• reference materials 
• colleagues 
• supervisor 
• coaches 

Relevant legislation, regulations and standards 
include: 
 
• privacy act 
• trade practices act 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 

 
Other sources include: 
 
• additional information systems 
• reference manuals 
• colleagues 
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EVIDENCE GUIDE                   
 
(1) Critical Aspects of Evidence      
 

Competency is to be demonstrated by the ability to use an enterprise information system in 
accordance with the performance criteria and the range listed within the range of variables 
statements 

 
• use of various screens within business systems 
• efficient and effective navigation through information systems 
• use of standard operating procedures 
• accurate use of codes used to locate data 
• accurate entering of information onto the system 
• checks to ensure information is captured in accordance with laid down procedures 
• help files are accessed when required 

 
 
(2) Pre-requisite Relationship of Units 
 

• ITICOR0221A – Use basic computer technology to process data 
 
 

(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• problem solving processes 
• enterprise policies, procedures and 

guideline 
• enterprise information system(s) and 

operating platforms 
• operational environment: customer 

base, company products and services 
• operational systems and technology 
• workplace ergonomics 

Skills 
The ability to: 
 
• manipulate computer keyboard  
• use the computer efficiently and 

effectively 

 
 
(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 
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(5) Method of Assessment         
 

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

 
Competency may be assessed concurrently. 
 

 Assessment must be in accordance with the performance criteria. 
 
 
(6) Context of Assessment         

 
Assessment should include practical demonstration either in the workplace or through 
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 NCTVET 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. 



 
 

ITICOR0221B Use basic computer technology to process enterprise and customer data 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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. 

ITICOR0221B:   Use basic computer technology to process enterprise  
    and customer data  

 
Competency Descriptor:   
    
 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Activate and use basic 
computer software and 
hardware 

1.1 Computer hardware components accurately identified. 

  1.2 Log on and password information obtained and secured 
within established protocols. 

  1.3 'Log On' correctly. 

  1.4 System applications are identified by their icons. 

  1.5  Keyboard and mouse are used proficiently to access 
software. 

  1.6 Appropriate tools and/or commands are used to operate 
the software and hardware. 

  1.7 System is exited using appropriate 'Log Off' procedures. 

2. Process information on a 
computer system 

2.1 Assigned information processing task is analysed and 
planned. 

  2.2 Appropriate computer software is selected and opened. 

  2.3 Appropriate files are located and/or opened. 

  2.4 Information is entered or modified into appropriate location. 

  2.5 Files saved and applications closed, using defined 
procedures. 

  2.6 The integrity of all the information in existing and new files 
is preserved. 

  2.7  Operated concurrently and navigated follow efficiently 
between two or more software applications. 

This unit applies to the use of computers for information 
processing. It addresses basic information processing 
operations and the use of basic hardware, software and 
support resources.
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3. Manage computer use 
contingencies 

3.1 Contingencies arising during computer use are identified. 

  3.2 Computer support resources identified. 

  3.3  Help files accessed and exited using correct keystrokes or 
mouse actions. 

  3.4 Help files navigated to obtain the relevant information. 

 
RANGE STATEMENT                         
This unit applies to the activities associated with the essential operations linked to using basic computer 
technology and applies to individuals in the information technology and communication industry. 
 
Computer hardware may include but not  
limited to include: 
 
• stand alone pc 
• networked PCs 
• dumb terminal on mainframe system 
• keyboard 
• mouse 
• monitor 
• printer 
• modem 
• scanner 

Tools and commands include: 
 
• edit 
• format 
• grammar and spelling check 
• tables 
• font and font size 
• page layout 
• data 
• print 

 
Computer software include but not limited to: 
 
• word processing  
• spreadsheets  
• databases  
• website systems   
• purpose built applications 

'Log on' and 'log off' include: 
 
• use of passwords and users names. (May vary 

dependent on the operational platform and 
specific applications) 

 
Preservation of integrity includes but not limited to: 
 
save and/or close files and applications  
without loss of data and without corruption  
of other files or directories consideration of viruses 
or corrupted files and overwriting existing files 

Contingencies include but not limited to: 
 
systems failure 
file corruption 
situations where assistance is required to complete 
the assigned task 

 
Support resources include but not limited to: 
 
help files within software 
system support staff 
help desks 
vendor assistance  
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EVIDENCE GUIDE                   
 
(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 
• logs on and log off effectively using the specified procedures 
• correct keystrokes or mouse actions are used to navigate around systems and between 

software applications 
• identifies and uses the two or more software applications concurrently 
• uses the appropriate tools and commands in working through two or more software 

applications 
• enters and/or varies information accurately and in a timely manner 
• saves information while preserving integrity of all other system information 
• help files are accessed 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 

 
• computer system applications, tools 

and commands 
• word, graphics, data base, spread 

sheet applications 
• workplace ergonomics 

Skills 
The ability to: 

 
• solve problem  
• use computer keyboard  
• use different computer software 

 
 
(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 and information technology  

 
 
(5) Method of Assessment         
 

Competency should be assessed while work is undertaken under direct supervision of application 
to task and questions related to underpinning knowledge. 
 
Assessment must be in accordance with the performance criteria. 
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(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 NCTVET 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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ITICOR0231A:   Operate a personal computer 

 
Competency Descriptor: 
       
 
 
 
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. 

  3.4 Shortcuts are created from the desktop following the correct 
procedures. 

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. 
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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. 
 
Input devices: 
 
• keyboard 
• mouse 
• scanner 
• microphone 
• camera 

Work environment: 
 
• equipment 
• furniture 
• cabling 
• power supply 

 
File operations include: 
 
• naming 
• updating and archiving files and directories 
• use of search, sort, print 

Equipment: 
 
• install supplied computer 
• install supplied peripherals 
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Software systems to include for: 
 
• word processing 
• spread sheet 
• internet access 

Files save on: 
 
• network 
• magnetic media 
• personal PC 

 
Data: 
 
• textual 
• numerical 
• graphical 

 

 
 
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 
 

The pre-requisite for this unit is: 
 
• Nil  



 
 
 ITICOR0231A Operate a personal computer 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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)  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 computer 

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. 
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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 NCTVET 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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ITICOR0241A:  Operate a word processing application (basic)  

 
Competency Descriptor:    
    
 
 
 
Competency Field: Information Technology 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Create documents 1.1 Opening of documents and the addition of text and symbols 
are done according to information requirements. 

  1.2 Paragraphs are added, selected, copied, deleted or moved 
within a document. 

  1.3 Text is checked and amended in accordance with 
organisational and task requirement. 

  1.4 Manuals, user documentation and on-line help are used to 
overcome problems with document production 
presentation. 

  1.5 Document is saved to correct directory/folder. 

2. Customise basic settings to 
meet page layout conventions 

2.1 Font type, size and colour are changed to enhance the 
appearance of the document. 

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

  2.3 Margin sizes are modified to suit the purpose of the 
documents. 

  2.4 Ability to view multiple documents at any one time is 
demonstrated. 

3. Format document 3.1 Italics, bold, underline and hyphenation are used as 
required and within organisational guidelines. 

  3.2 Various tools are used correctly throughout the drafting of a 
document. 

  3.3 Closing of documents and saving of documents to disk 
follows correct procedures. 

This unit deals with the skills and knowledge required to operate a 
word processing application, perform basic operations to build a 
simple document and applies to all individuals operating in the 
information and communication industry.  



 
 
 ITICOR0241A Operate a word processing application (basic) 
 
  

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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. 

 
4. Create tables 4.1 Basic table is inserted into a word processing document 

using the correct procedures. 

  4.2 Cell attributes are appropriately customised to meet 
formatting and data requirements. 

  4.3 Columns and rows are inserted and deleted as necessary. 

  4.4 Borders and other formatting tools are appropriately used 
according to organisational style requirements. 

5. Add Images 5.1 Images and/or graphics are inserted in a word processing 
document and customised according to requirements. 

  5.2 Images are positioned and resized to meet the word 
processing document formatting needs. 

6. Print word processing 
documents 

6.1 Document is previewed in print preview mode. 

  6.2 Correct print options are selected. 

  6.3 Information is printed from installed printer. 

 
RANGE STATEMENT 
This unit applies to the activities associated with the essential operations linked to operating a personal 
computer and applies to all individuals in the information and communication industry. 
 
Software may include but are not limited to: 
 
• Microsoft Word 
• Microsoft Works 
• Corel WordPerfect 

Equipment may include: 
 
• personal computer 
• printer 

 
Software functions may include: 
 
• text formatting 
• page set-up 
• line spacing 
• paragraph formatting 
• tabs 
• spell check 
• grammar check 

Formatting may include: 
 
• page orientation 
• margins 
• enhancements to text –colour, font, size 
• enhancements to format – borders, patterns 

and colour 
• alignment on page 
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Printing may include: 
 
• printer set-up 
• printing multiple copies 
• printing specified pages 
• printing odd or even pages 
 
 
EVIDENCE GUIDE 
 
Competency is to be demonstrated by the ability to complete basic operations associated with creating, 
formatting, saving and printing a document 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 images and tables 
• use software features and tools appropriately 
• apply printing procedures 

 
 
(2) Pre-requisite Relationship of Units 
 

• 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 
• formatting styles 
• use and functions of word processing 

software 
• effect of formatting on readability and 

appearance of documents 
• page layout conventions 

Skills 
The ability to: 

 
• manipulate software features 
• format documents 
• create a range of documents 
• add images and tables 
• customise settings 
• apply printing procedures 
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(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. 

 
 
CRITICAL EMPLOYABILITY SKILLS 
 
Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the NCTVET 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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ITICOR0271A:   Send and retrieve information via the Internet  

 
Competency Descriptor:    
    
 
 
 
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. 

  1.4 Access is gained to desired site and data is retrieved in 
accordance with guidelines and regulations. 

  1.5 Images are loaded or not loaded depending on modem 
speed, computer and browser capabilities. 

  1.6 URL is opened to obtain data and browse links in 
accordance with established procedures. 

2. Search internet 2.1 Search engines are opened using the correct methods and 
search requirements are clearly defined. 

  2.2 Usage of a range of search parameters (key words, logical 
operators) is demonstrated. 

  2.3 Search results are saved and presented as a report 
according to the information required and operational 
guidelines. 

  2.4 Bookmarks are created for required web page and saved in 
associated bookmark folder using correct procedures. 

  2.5 Page set-up options are appropriately modified and the 
web page or the required information is printed according to 
approved guidelines and procedures. 

  2.6 Established procedures are followed in shutting down and 
exiting browser. 

 

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. 
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3. Send and organise messages 3.1 Mail inbox is opened for a specific user and a new mail 

message created. 

  3.2 Each field (address to, subject, etc) is completed and text is 
added to message according to organisational guidelines 
on e-mail usage and e-mail content.  

  3.3 Auto signature is added and files are attached in the 
required format. 

  3.4 Priority of message is determined, message is spell-
checked, copied and text deleted and then sent. 

  3.5 Received messages are replied to and forwarded as 
appropriate. 

  3.6 Attachment is opened and saved to relevant directory/folder 
and a new folder is created if necessary. 

  3.7 Messages are searched for and are marked or deleted as 
necessary. 

  3.8 Messages are sorted (saved in folders/directories, 
archived, highlighted, etc) and unwanted messages are 
deleted. 

4. Create an address book 4.1 Mail addresses are added to address book and 
unnecessary addresses are deleted. 

  4.2 Address book is updated with incoming mail addresses. 

  4.3 An address list is created and mail sent out according to 
the list. 

  4.4 Different folders are created for different categories of 
addresses. 

 
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 

Document may include but are not limited to: 
 
• established files 
• new document 
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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 

 
Policies and regulations may include issues related 
to but not limited to: 
 
• encryption and privacy 
• intellectual property rights 
• pornography 

Operating Systems: 
 
• Command line 
• Graphical User Interface 

 

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 

 
 
(2) Pre-requisite Relationship of Units 
 

Pre-requisites for this unit are: 
 
• ITICOR0231A           Operate a personal computer 
• ITICOR0471A            Access the Internet 
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(3) Underpinning Knowledge and Skills            
 

Knowledge 
Knowledge of: 

 
• 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 
• evaluating and assessing the authority 

of information 
• organisational guidelines on internet 

and email usage, web etiquette 
• security, viruses, privacy legislation, 

copyright 
• different types of search engines 
• different cultures  
• the different types of messages that 

occur  
• types of software 

Skills 
The ability to: 

 
• access the Internet and retrieve data 

using WWW and e-mail  
• send a simple email  
• perform a simple search and save the 

text of a web page to disk 
• extract and virus-scan downloaded 

files 
• demonstrate an ability to 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 

• 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 

To demonstrate this unit of competence the candidate will require access to documents 
detailing: 

• organisational style guide/ policy 
• organisational 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. 

 
 
 
CRITICAL EMPLOYABILITY SKILLS 
 
Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the NCTVET 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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BSBSBM0012A: Craft personal entrepreneurial strategy 

Competency Descriptor: 
    
 
 
 
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 
Jamaica 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. 

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. 
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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. 
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  4.10 Milestones for reviewing progress and tying these to specific 

dates on a calendar are established. 

  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. 
 
Concepts associated to include: 
 
• risk 
• entrepreneurship 
• macro-screening 
• micro-screening 
• competition 
• wage employment 

Influencing factors to include: 
 
• market conditions 
• markets – demand/supply 
• global trends 
• level of economic activities 
• funding 
• economic stability 
• social stability 
• resources availability 
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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 

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 

 

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 
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(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. 

 
 
(6)  Context of Assessment 
 

This stage of the entrepreneurial process is assessed when comparisons are made between 
actual outcomes and plans/projections. 
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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 NCTVET 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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ITCCCO0321B:   Set up customer account  

 
Competency Descriptor:   
    
 
 
 
Competency Field: Communication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Obtain and process 
customers’ details 

1.1 Techniques employed encourage customers’ willingness to 
speak freely. 

  1.2 Details appropriate for setting up an account are obtained 
from customer. 

  1.3 Appropriate information regarding the organization and its 
products is disclosed. 

  1.4 Care is taken to verify information gained from customer. 

  1.5 Programme and database accessed are correct. 

  1.6 Customer details are correctly inputted to the computer 
system  for editing and processing. 

  1.7 Computer files are updated and saved. 

  1.8 Updating of computer records is always verified by 
retrieving a record immediately after it has been written in. 

2. Arrange for the issue of 
account documentation and 
features 

2.1 All requisite codes are correctly  applied to the customer’s 
records. 

  2.2 Special features chosen by the  customer are properly 
accommodated. 

  2.3 The means of despatch are appropriate to the customer. 

3. Set up payment arrangements 3.1 The customer’s ability to access the feature is properly 
examined against company criteria. 

  3.2 Ratios are correctly calculated from details obtained from 
the customer. 

  3.3 Considerations for arrival of payment arrangements are 
correctly applied. 

This unit describes those functions associated with checking credit 
applications, recording relevant data, maintaining files and 
completing required documentation. 
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  3.4 Efforts are made to verify details of customer earnings. 

  3.5 Efforts are made to verify customer obligations and 
financial commitments. 

  3.6 Authorized levels are correctly calculated and determined. 

  3.7 Care is taken to ensure that payment schedules are within 
established ratios. 

RANGE STATEMENT                         
 
Application document details and supporting 
documentation may include but not limited to: 
 
• credit application forms "guarantee" 
• security/financial documentation 
• relevant correspondence 
• privacy act authority 
• terms and conditions of sale 
• register systems may be paper-based or 

electronic 

Legislative requirements may include but not 
limited to: 
 
• credit act 
• privacy act 
• evidence reproduction act or equivalent 
• bills of sale and other Instruments act 

 
Details on customer accounts may include but not 
limited to: 
 
• customer file/identification number 
• invoice/account number 
• customer name 
• customer delivery and postal address/es 
• customer contact telephone number/s 
• payment due 
• payment due date 
• part payment details 
• outstanding amount details 
• TRN  
• facsimile numbers/electronic address(s) 
• credit limit 

Documents may include but not limited to: 
 
• delivery dockets (signed) 
• credit or debit notes 
• purchase orders 
• aged debtors trial balance 
• customer account reconciliation 
• customer statements 
• dishonoured cheques 
• account maintenance forms 
• audit trails 
• cash allocation / journal processing 

 
Billing adjustments may include but not limited to: 
 
• full payment received 
• part payment received 
• outstanding amount 
• cancellation fees 
• reimbursement fees 
• claims 
• sales tax 
• refunds 
• discounts 
• interest charges 

Internal company policy and procedures may 
include but not limited to: 
 
• methods of initiation of new applications and 

processing of applications 
• correspondence presentation 
• security procedures 
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EVIDENCE GUIDE                   
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 in accordance with the performance criteria and the range listed within the range of 
variables statement. 
 
(1) Critical Aspects of Evidence      
 

• validating of account details 
• basic knowledge of appropriate legislation 
• understanding and implementation of company credit policy 
• 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: 
 
• interviewing techniques 
• product knowledge 
• company profile and policies 
• operating/updating DBMS 
• how to calculate the requisite ratios 
• how to request information from various 

sources 
• accessing and printing from DBMS 
• e-mailing 
• general developments in the credit 

management sector and company 
policy 

Skills 
The ability to: 

 
• records, updates and files correspondence and 

documentation 
• develops and maintains interpersonal skills, 

telephone skills and writing skills 
• relates effectively to customers to clarify, 

discuss and update account information 
• process account applications effectively and 

efficiently 
• explain and use the filing system and its codes 

and maintains the filing system to ensure it 
operates effectively 

• enters new information into databases 
 
 
(4) Resource Implications              

 
• availability of qualified assessors and assessment guidelines 
• system which facilitates recording of trainees profiles and progress 
• facilities for workplace or simulated environment assessment   
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(5) Method of Assessment         
 

Competency should be assessed while work is undertaken under direct supervision and include 
observation of real or simulated processes and procedures.  
Competency should include a demonstrated understanding of the roles and functions of the 
players in the customer account department. 
Assessment must be in accordance with the performance criteria and the range listed in the 
range of variable statements. 

 
 
(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. 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 NCTVET 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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ITIMED0261A:   Operate a presentation package (basic)  

 
Competency Descriptor:    
    
 
 
Competency Field:  Information Technology 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Create presentations 1.1 The opening of presentations and addition of texts and 
symbols follow the correct and appropriate procedures. 

  1.2 Presentation is saved to correct directory/folder. 

2. Customise basic settings 2.1 Page display modes and size are adjusted. 

  2.2 Selected font type, size and colour are appropriate for the 
purpose of the presentation. 

  2.3 Ability to view multiple slides at once is demonstrated. 

3. Format presentations 3.1 Organisational charts, charts, bulleted lists are used and 
modified as required. 

  3.2 Objects (images and graphics) are correctly added and 
manipulated to meet presentation purpose. 

  3.3 Objects such as tables are imported and modified for 
presentation purposes. 

  3.4 Slides are duplicated within and/or across presentations 
following correct procedures. 

4. Print presentation  4.1 Slides are previewed in the required formats. 

  4.2 Slides are printed in the required formats. 

 
RANGE STATEMENT 
This unit applies to the activities associated with the essential operations linked to operating a 
presentation package and applies to individuals in the information and communication industry. 
 
Software may include: 
 
• Microsoft Office 
• Lotus Suite 
• Claris Works 

Equipment including: 
 
• personal computer/ networked system 
• printer 
• projector 

 

This unit deals with the skills and knowledge required to operate 
presentation applications and applies to individuals operating in the 
information and communication industry. 
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Formatting may include: 
 
• appearance 
• margin 
• page size 
• page orientation 
• header and footer 

Guidelines may include: 
 
• organisational style guides 
• organisation quality procedures 
• naming conventions 

 
 
EVIDENCE GUIDE 
 
Competency is to be demonstrated by the ability to correctly operate a presentation package 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 presentations to specifications 
• add text and symbols to presentations 
• format presentation appropriately 
• produce required outcome 

 
 
(2) Pre-requisite Relationship of Units 
 

• ITICOR0231A           Operate a personal computer  
 
(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 
 
• types of software with presentation 

applications 
• software functions for formatting and 

manipulating objects 
• using a scanner 
• importation of tables and charts 

Skills 
The ability to: 
 
• design presentation 
• manipulate tools and features 
• customise settings  
• format presentation 
• create slide show effects 
• insert text and images 
• preview and print presentation correctly

 
 
(4) Resource Implications 
 

The following resources should be provided: 
 
• work environment (simulated or actual enterprise) 
• personal computer/networked system 
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(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. 

 
 
 
CRITICAL EMPLOYABILITY SKILLS 
 
Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the NCTVET 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 2  
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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ITCCCO0142B:   Manage customer relationship  

 
Competency Descriptor:   
    
 
  
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Contribute to the meeting of 
customer needs 

1.1 The dimensioning of customer needs is contributed to. 

  1.2 Enterprise policy is applied when providing customer 
service. 

  1.3 Enterprise priorities are applied in customer dealings. 

  1.4 Problems encountered in meeting customer needs are 
discussed with team members. 

  1.5 Customer enquiries are referred or escalated where needs 
cannot be satisfied. 

  1.6 Inconsistencies between enterprise policy and customer 
needs identified. 

  1.7 Recommendations for improvement of service to customers 
are made. 

2. Obtain feedback from 
customers 

2.1 Feedback from customers is sought and encouraged. 

  2.2 Customer satisfaction surveys are conducted. 

  2.3 Customer feedback data is systematically gathered and 
collated. 

  2.4 Customer feedback is reported to appropriate staff. 

3. Use customer feedback to 
enhance customer 
relationships 

3.1 Customer satisfaction data is measured against previous 
results. 

  3.2 Customer feedback data is analysed against enterprise 
performance data. 

This unit applies to the contribution that individual operators can 
make to the management of established relationships with the 
customer.
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  3.3 Recommendations are provided for improvement of 
customer relationships. 

  3.4 Measures to improve customer relationships are 
implemented. 

 
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. 
 
Enterprise policy may include but not limited: 
 
• specific communication channels 
• service guarantees 
• pricing policies 
• contingency plans 
• limits on products or services supplied 
• methods for achieving customer satisfaction 

Dimensioning include: 
 
• identifying the total range of products and 

services including support services that 
customers require or may require in the  

•  future 

 
Enterprise priorities include but not limited: 
 
• programs of preferential treatment for  
 particular customers  
• sales emphasis on particular products or 

services 

Team members include but not limited: 
 
• the whole centre  
• any group/sub-unit within the centre 

 
Referral or escalation: 
 
• dealing with customer demands are unique to 

the enterprise and usually revolve around a 
hierarchy of help procedures ranging from 
management to specified help desks 

Feedback include but not limited: 
 
• satisfactory and unsatisfactory outcomes in 

provision of customer service 

 
Relevant legislation, codes, regulations and 
standards include but not limited to: 
 
• privacy act 
• EEO and anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation 
• industrial awards and agreements 
• freedom of information 
• environment 

Customer satisfaction surveys include but not 
limited to: 
 
• conducted by customer contact operators on 

an organised basis or as part of their everyday 
role  

• more formal surveys undertaken by the 
enterprise using both internal staff or 
specialised research groups 
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EVIDENCE GUIDE  
 
Competencies should be demonstrated by the ability manage customer relationships in accordance with 
the performance criteria and the range listed within the range of variables statements 
 
(1) Critical Aspects of Evidence 
 

Assessment candidates should produce evidence of the following: 
 

• understanding of enterprise mission, goals and plans 
• knowledge of enterprise products, standards, policies and practices 
• identification, dimensioning and satisfaction of customer needs 
• application of enterprise policies in satisfying customer needs 
• clear and concise communication of needs expressed by customers 
• measurement of customer needs and satisfaction 
• obtaining feedback from customers 
• recognition and understanding of customer problems and resolution or timely referral of 

problem in a manner satisfactory to the customer 
• projection of a professional image in representing the company 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 

(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 

 
• basic marketing principles 
• data collection and survey techniques 
• customer service 
• enterprise protocols associated with 

customer service 
• enterprise policies, procedures and 

guidelines 
• enterprise culture and values 

Skills 
The ability to: 

 
• manipulate computer keyboard 
• articulate enterprise products and services  
• carry out questioning and active listening 

skills to clarify information  
• apply customer service skills to satisfy 

customer requirements 
• offer effective rebuttals 

 
 
(4) Resource Implications  
 

• an operational customer contact centre using or a simulated contact centre with similar 
features 

• customer contact technologies  
• information technology  
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(5) Method of Assessment  
 

Competency should be assessed while work is undertaken 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 NCTVET 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. 
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ITIDBO1392A:   Operate a database application (advance)  

 
Competency Descriptor:    
    
 
 
Competency Field: Information Technology 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Create a database 1.1 Design is correctly formulated for a database incorporating 
complex design principles. 

  1.2 Tables with fields and attributes are developed according to 
database usage requirements. 

  1.3 Data is entered accurately and tables are linked and 
navigated correctly. 

  1.4 A primary key is created and an index is established 
according to the correct procedures. 

  1.5 Table layout and field attributes are appropriately modified 
as required. 

  1.6 Data in tables is appropriately modified for information 
requirements. 

  1.7 Appropriate records are added and deleted as required. 

  1.8 Correct closing down procedures are followed to ensure 
that data is not lost. 

2. Customise basic settings 2.1 Page display modes, orientation and size are adjusted to 
meet user requirements and/or special needs. 

  2.2 Toolbar is appropriately modified to meet user and 
database uses. 

  2.3 Appropriate font type, size and colour are selected for the 
purpose of the database. 

This unit deals with the skills and knowledge required to operate 
database applications and perform operations. This unit applies to 
individuals working in the information and communication industry. 
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3. Create reports 3.1 Report designed is appropriate to present data in a logical 

sequence. 

  3.2 Reports are appropriately modified to include/exclude 
additional information requirements. 

  3.3 Existing reports are modified to accommodate current 
information requirements using the correct procedures. 

  3.4 Reports are distributed in a suitable format 
(softcopy/hardcopy) in accordance with approved 
procedures. 

4. Create forms 4.1 Simple forms are created which include imported files 
(images/graphics) and colours are customised using a 
wizard in accordance with correct procedures. 

  4.2 Existing database is opened and records are appropriately 
modified through a simple form. 

  4.3 Objects are rearranged within the form to accommodate 
information requirements. 

  4.4 Database is closed and information saved to disk according 
to guidelines and correct procedures. 

5. Retrieve information 5.1 Existing database is accessed and required record is 
located in accordance with standard procedures. 

  5.2 Simple query is created and required information is 
retrieved in prescribed manner. 

  5.3 Query with multiple criteria is developed and the required 
information is retrieved using correct procedures. 

  5.4 Appropriate filters are applied and the required information 
accessed in accordance with correct procedures. 

  5.5 Queries are refined to retrieve information more precisely. 

  5.6 Appropriate data is selected and sorted according to 
information retrieval requirements. 

 
RANGE STATEMENT 
This unit applies to the activities associated with the essential operations linked to operating a database 
application and applies to individuals in the information technology industry. 
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Hardware including: 
 
• personal computer 
• networked system 
• printer 
• attached peripherals 

Disk may include but not limited to: 
 
• diskette 
• zip disk 
• compact disk 
• hard disk 

 
Document may include but are not limited to: 
 
• established files 
• new document 

Software may include but are not limited to: 
 
• DB2 
• Microsoft Access 

 
 
Operating Systems: 
 
• Command line 
• Graphical User Interface 
 
 
EVIDENCE GUIDE 
 
Competency is to be demonstrated by the ability to design and develop a database using a standard 
database package 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 a database 
• develop tables with fields and attributes 
• modify tables layout and field attributes 
• modify data and records to meet information requirements 
• access and retrieve data 
• navigate through tables 
• create queries and filters 
• create reports and forms 
• exit database without loss of data 
 
 

(2) Pre-requisite Relationship of Units 
 

• ITICOR0231A           Operate a personal computer 
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(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 
 
• basic technical terminology in relation 

to reading help files and prompts 
• logging procedures relating to 

accessing a PC 
• security, viruses, privacy legislation, 

copyright 
• types of software and features 
• database design 
• queries and filters 
• fields and attributes 

Skills 
The ability to: 

 
• access database 
• create database 
• customise settings 
• access and retrieve information 
• create report in suitable formats 
• modify data to meet information 

requirements 

 
 
(4) Resource Implications 
 

The following resources should be provided: 
 
• work environment (simulated or actual enterprise) 
• personal computer/network 
• printer 
 
To demonstrate this unit of competence the candidate will require access to documents detailing 
organisational style guide/policy. 
 
 

(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 NCTVET 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 -  
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. 



 
 
 ITCCCO0252B Respond to inbound customer contact 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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. 

ITCCCO0252B:   Respond to inbound customer contact  

 
Competency Descriptor:   
    
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Prepare for customer contact 1.1 Product or service details are obtained and studied. 

  1.2 Prepared scripts or call guides is studied. 

  1.3 Details are clarified with relevant manager. 

2. Process customers enquiries 2.1 Customer is greeted using enterprise protocol. 

  2.2 Customer needs are established. 

  2.3 Customer needs are addressed promptly and efficiently. 

  2.4 Stressful situations are appropriately handled. 

3. Arrange provision for a 
product or service 

3.1 Details of customers' requirements are obtained. 

  3.2 Appropriate product or service is selected in consultation 
with customer. 

  3.3 Details are recorded in enterprise systems. 

  3.4 Supply arrangements with customer are discussed, agreed 
and recorded where appropriate. 

  3.5 Listening and observation skills are effectively employed. 

  3.6 Expressed objections are keenly listened to and noted 
where appropriate. 

  

 

3.7 Requisite information for satisfying the customer’s objection 
is correctly identified. 

  3.8 Payment options discussed and agreed with customer (if 
required). 

  3.9 A credit check is conducted (if required). 

This unit applies to customer contact operational staff who take 
inquiries and who arrange the supply of a product or service. 
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4. Manage customer contact 4.1 Customer contact records is collated and presented in 
accordance with enterprise policy. 

  4.2 Any difficulties not escalated are recorded and reported. 

  4.3 Enquiries or orders that cannot be satisfied immediately are 
escalated. 

  4.4 Follow-up information is supplied to customer (if role 
permits). 

  4.5 Legislation, codes, regulations and standards observed 
throughout transaction. 

 
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. 
 
Products and services include but not  
limited to: 
 
• goods, information or enterprise activities 

supplied to the customer for payment or as part 
of a service agreement or contract 

Call guide or script may be: 
 
• prepared either by the enterprise or external 

organisations consulting to the enterprise 

 
Payment options include but not limited to: 
 
• credit card 
• cheque/cheque card 
• money order 
• cash 
• payment on delivery 
• direct debit 

Records include but not limited to: 
 
• paper 
• prepared form 
• electronic computer 

 
Escalation may include: 
 
• passing a problematic inquiry or customer 

service operation to an appropriately skilled 
staff member for further processing 

Credit checks may be: 
 
• automated or undertaken by sales  
• person, or by specialist staff within the 

enterprise 
 
Relevant legislation regulations and standards may 
include: 
 
• trade practices act 
• consumer credit code 
• privacy act 
• industrial awards and agreements 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 

Supply arrangements may be: 
 
• method of delivery 
• delivery address 
• time of delivery 
• arrangements for when householder is not in 

attendance 
• payment on delivery details 
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EVIDENCE GUIDE 
 
Competency is to be demonstrated by the ability to effectively respond to inbound customer contact 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: 
 
• satisfactory processing of a customer inquiry 
• matching of product/service to customer requirements 
• agreement with customer on product or service supply arrangements 
• accurate recording of product or service supply arrangements 
• accurate application of prepared call guide 
• successful handling or appropriate escalation of difficulties 
 
 

(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• calling principles 
• voice technique 
• teamwork 
• enterprise policies, procedures and 

guidelines 
• operational environment (customer 

base, company products and services) 

Skills 
The ability to: 

 
• deliver excellent customer service  
• listen attentively 
• relates well with people 

 
 
(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 direct supervision of application 
to task and questions related to underpinning knowledge. Competency can be assessed 
concurrently. 
 



 
 
 ITCCCO0252B Respond to inbound customer contact 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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. 

 
(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 NCTVET 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 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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ITCCCO0262B:  Process general inquiries and provide assistance to 
customers  

 
Competency Descriptor:   
    
 
 
 
 
 
 
Competency Field: Customer Service 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Identify and clarify customer 
needs/inquiry 

1.1 Customer enquiry is received and verified.  

  1.2 Type of support/assistance/information required by the 
customer is determined. 

  1.3 Customer records are accessed where required.  

  1.4 Further information is sought from the customer where 
needed. 

2. Satisfy customer need 2.1 Information required by the customer is accessed and 
provided in an efficient and timely manner. 

  2.2 Possible options to resolve enquiry are determined. 

  2.3 Help is sought where possible, in answering enquiry while 
customer is on the phone. 

  2.4 Systems/manuals are researched to locate the information 
sought while customer is kept informed as to progress of 
the search. 

  2.5 Information is provided to the customer in a clear and 
concise manner. 

  2.6 Where delays occur, customer is offered call back service 
at a time convenient to the customer. 

  2.7 Enquiry is referred to the appropriate person/area where 
solution is complex or affects enterprise policy and 
procedures. 

This unit applies to handling of basic enquiries related to billing 
and account matters and general inquiries related to provision 
and maintenance of an enterprise product and/or service. 
Support provided at this level would normally be in a "hotline" 
type environment where a special access number is allocated to a 
specific product/service. It involves follow up with the customer 
on satisfaction of support provided. 
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3. Follow up customer on inquiry 
resolution 

3.1 Contact is made with the customer to ensure satisfaction 
with support/assistance provided. 

  3.2 Further information is provided if necessary. 

  3.3 Contracts are struck with customer to undertake further 
research where dissatisfaction occurs. 

 
RANGE STATEMENT 
 
A Call Centre is an organisational unit that acts as a focal point for communication between organisations 
and customers using live voice telephony and/or information technology to meet service purposes. 
 
Call centres exist across a range of industries and 
industry sectors. Examples include but not limited 
to: 
 
• telecommunications companies product sales 

and marketing, customer service and account 
inquiries, directory services, call assistance 

• banking sector marketing services, customer 
• funds transfer, loan applications, customer 

service 
• insurance companies customer service, 

product sales, new policy applications, 
renewals 

• retailers and suppliers marketing services and 
product, after sales support, dealer care, 
product sales and delivery 

• travel industry reservations, information, 
customer support, loyalty programs 

• market research companies 
• charity organisations financial support and 

product sales 
• mercantile agencies 
• credit reporting bureaus 
• government organisations government service 

inquiries, government benefit issues 

Quality and continuous improvement is defined by 
the enterprise and can apply to: 
 
• variation 
• customer service 
• standards 
• service delivery 
• performance  
• process  
• productivity  
• financial 
• goal setting 
• resource management 

 
Support and assistance may include but not limited 
to: 
 
• assistance with product use 
• information relating to enterprise 

product/services  
• product/service costs  
• after sales support  
• warranty details and information 
• service timing/timetables 

The defined environment of the relationship, 
include but not limited to: 
 
• stakeholders 
• business context 
• technology 
• level of complexity of customers and 

products/services 
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The operational environment of a call centre 
operator will vary significantly from enterprise to 
enterprise and will be influenced by but not limited 
to: 
 
• regulatory environment in which the enterprise 

and/or industry operates 
• enterprise policies, procedures, business 

practices and guidelines, including, but not 
limited to, those covering: 

• quality management 
• corporate conduct/ethics 
• people 
• health and safety 
• equal employment opportunity 
• escalated service difficulties 
• customer complaints 
• procedures and standards specified by process 

owners, customers, or suppliers 
• type of call centre 

Requirements of the environment of the specific 
operational organisation unit as specified in: 
 
• business rules 
• accountabilities 
• stress management guidelines 
• ergonomic guidelines 
• authorising delegations 
• service memoranda of understanding/service 

delivery agreements 
• performance measures 
• targets 
• agreed service delivery scope and charter 

 
Quality and continuous improvement is defined by 
the enterprise and can apply to: 
 
• variation 
• customer service 
• standards 
• service delivery 
• performance  
• process  
• productivity  
• financial 
• goal setting 
• resource management 

Specialist staff may include but not limited to: 
 
• designated technical 
• engineering 
• sales 
• marketing staff 

 
Information may be obtained from but not limited to: 
 
• enterprise systems 
• customer records 
• operational manuals 

Customer records are normally maintained in a: 
 
• computerised system specific to the enterprise  
• paper/card related systems 

 
Account inquiries include but not limited to: 
 
• billing item queries 
• charges and costing 
• payment date 

Customer billing records include but not limited to: 
 
• records normally maintained in a computerised 

system specific to the enterprise  
• paper/card related systems 
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Referral procedures will vary from enterprise to 
enterprise 
 
Escalation includes but not limited to: 
 
• passing a problematic inquiry or customer 

service operation to an appropriately skilled 
staff member for further processing 

Referral details may include but not limited to: 
  
• name and/or designation of specialist person 

time of call back  
• nature of further information 

 
Relevant legislation, regulations and standards 
include but not limited to: 
 
• privacy act 
• industrial awards and agreements 
• telecommunications act 
• occupational health and safety legislation 
• freedom of information 

Account inquiries include but not limited to: 
 
• billing item queries 
• charges and costing 
• payment date 

 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence 
 

• accurate identification and verification of customer need 
• accessing systems/manuals to determine answer to customer inquiry 
• identification of specialist support within the enterprise 
• consideration of options for meeting inquiry 
• provision of effective and timely support and assistance in satisfying customer need 
• activation of systems to provide information/assistance where required 
• accurate verification of customer enquiry 
• provision of effective and timely response in satisfying inquiry 
• accessing and interrogation of billing records, systems, manuals to determine answer to 

customer inquiry 
• escalation in accordance with policy 
• knowledge of enterprise products/service, standards, practices, policies 
• effective follow up of customer, post inquiry 
• projection of a professional image in representing the company 
• demonstration of all related occupational health and safety requirements and work practices 
• contributes in a positive manner to the overall improvement of team performance 
• applies principles of quality and continuous improvement in all operational activities 
• effective navigation of computer system 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 

 
• teamwork 
• conflict resolution 
• enterprise policies, procedures and 

guidelines 
• enterprise mission, business goals and 

standards 
• specific work role and relationships 
• enterprise organisational structure 
• enterprise information systems 
• enterprise protocols associated with 

customer service   
• operational environment: customer 

base, company products and services 
• operational systems   
• quality and continuous improvement 

processes 
• occupational health and safety 

standards products and service 
charges 

• enterprise billing procedures 
• enterprise protocols associated with 

customer service 
• operational systems 

Skills 
The ability to: 

 
• demonstrates appropriate report and letter 

writing skills 
• demonstrates customer service skills 
• demonstrates empathy 
• demonstrates effective listening skills 
• demonstrates effective interpersonal skills 

including verbal communication, 
negotiation and conflict resolution and 
telephone techniques 

• demonstrates problem solving skills 

 
 
(4) Resource Implications 
 

• a call centre or simulated call centre environment 
• telecommunications equipment and information system to enable the performance criteria to 

be met 
 
 
(5) Method of Assessment 
 

Evidence of competency is best obtained by observing and monitoring activities in an operational 
environment under normal working conditions. If this is not practicable, observations and 
monitoring in a realistic simulated environment may be substituted. 
 
Skills and knowledge evidence may be completion of training courses or on-the-job learning. This 
should be supported by a range of methods to assess underpinning knowledge. 
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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 NCTVET 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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ITCCCO0232A:   Process low risk credit applications  
 
Competency Descriptor: 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Receive credit application 1.1 Review customer details including trading name details and 
amount of credit required. 

  1.2 Identify customer preferred payment methodology. 

  1.3 Determine whether applicant is an existing customer. 

  1.4 Existing customer records checked for payment history and 
credit standing. 

2. Process credit application 2.1 Customer credit rating determined in accordance with 
enterprise and legislative requirements. 

  2.2 Credit card details checked with relevant financial institution 
where applicable. 

  2.3 Customer ability to repay any credit advances is checked. 

  2.4 Credit levels and payment terms determined, based on 
credit rating and amount of credit sought. 

  2.5 Payment arrangements with customer negotiated and 
agreed. 

  2.6 Difficulties experienced in customer negotiations referred, 
in accordance with enterprise policy. 

  2.7 Outstanding issues relating to credit application referred or 
followed up in an efficient and timely manner. 

3. Complete credit application 
administration 

3.1 Appropriate documentation completed and forwarded to the 
customer. 

  3.2 Credit arrangements and record details approved in 
accordance with enterprise policy and legislative 
requirements. 

This unit applies to handling of the more routine credit applications 
involving established customers and/or small amounts of credit. 
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  3.3 Agreed payment arrangements notified in accordance with 
enterprise procedure.  

  3.4 Legislation, codes, regulations and standards observed 
throughout transaction. 

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. 
 
Relevant legislation, codes, regulations and 
standards include: 
 
• privacy act 
• EEO and anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation  
• freedom of information 
• bankruptcy act 
• judgment debt recovery act 
• credit act 
• debtors act 
• commercial inquiry agents act 

Quality and continuous improvement include but 
not limited to: 
 
• variation 
• customer service 
• standards 
• service delivery 
• performance 
• process 
• productivity 
• financial 
• goal setting 
• resource management 

 
Payment arrangements include but not limited to: 
 
• credit card 
• cheque 
• agreed instalments 
• direct debit 

Credit card details include: 
 
• card type 
• card holder details 
• card number 
• expiry date 

 
Credit management procedures include: 
 
• unique to an enterprise and recorded in 

enterprise policy manuals and procedural  
• documents procedures are governed by 

government legislation and codes of practice 

Credit management includes: 
 
• the granting of credit to customers for the 

purchase 
• leasing of goods and services 

 
Customer records include but not limited to: 
 
• records normally maintained in a computerised 

system specific to the enterprise but may take 
the form of paper/card related systems 

Referral procedures: 
 
• will vary from enterprise to enterprise 

 
Credit application/agreement documentation: 
 
• unique to the enterprise 
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EVIDENCE GUIDE  
 
Competency is to be demonstrated by the ability to effectively process low risk credit applications in 
accordance with the performance criteria and the range listed within the range of variable statements 
 
(1) Critical Aspects of Evidence 
 

Assessment candidates should produce evidence of the following: 
 
• application of enterprise credit procedures 
• check records to establish payment/credit history 
• determination of customer capacity to pay 
• establishment of customer credit rating 
• negotiation of credit terms and payment arrangements with customers 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• credit management procedures 
• basic mathematics 
• basic accounting procedures 
• enterprise information systems 
• enterprise customer service policy 

Skills 
The ability to: 

 
• articulate enterprise products and 

services  
• listen actively  
• relate to people of all levels 

 
 
(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 and information technology 

 
 
(5) Method of Assessment 
 

Competency should be assessed while work is undertaken under direct supervision of application 
to tasks 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. 
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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 NCTVET 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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BSBSLS0032A:   Sell/cross sell products and services 

 
Competency Descriptor: 
 
 
 
Competency Field: Finance 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Identify information needs of 
customer 

1.1 A range of communication and interpersonal skills are used 
to identify customers’ needs, provide information and 
establish a relationship with the customer.  

  1.2 Opportunities to provide customers with information about 
the range of products and services available are identified. 

  1.3 Information if not immediately available is sourced and/or 
customer referred to others. 

2. Promote sales of products and 
services 

2.1 An awareness of the relationship between selling/cross 
selling products and the organisation's vision and goals is 
demonstrated.  

  2.2 Knowledge of benefits and features of products/services is 
provided to customers. 

  2.3 Product knowledge is used to match products/services to 
customer needs. 

  2.4 Customer signals for selling/cross selling products/services 
are recognised. 

  2.5 Options based on assessment of customers needs are 
offered. 

3. Refer sales/service to 
appropriate area 

3.1 Documentation relating to service is prepared for 
processing.  

  3.2 Customer is informed of the action/referral to be taken, the 
reasons this needs to occur and the documentation needed. 

 

 

 

 

 

 

This unit encompasses the competencies required to sell or cross sell 
products and services. 
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RANGE STATEMENTS 
 
Documentation may include application forms for opening of accounts for products and services. 
 
Relevant legislation may include: 
 
• Consumer  
• Consumer Credit Code  
• Privacy Act  
• secrecy laws  
• Codes of Practice  
• Fair Trading Competition (FTC) 
• Prudential 
• FI Code  
• Financial Transaction Reports Act  
• Cheques and Payment Orders Act  
• Bills of Exchange 

Products and services but not limited to: 
 
• savings 
• investment  
• loans 
• travel 
• superannuation  
• insurance and other services 

 
Organisation's vision and goals refers to: 
 
• the relationship between the selling and cross 

selling of products and services and the extent 
to which these accord with the vision and goals 
of the organisation  

• efforts to sell/cross sell products for the short 
and long term goals of the organisation 

Interpersonal skills may include: 
 
• establishing rapport  
• remembering customer details such as name 

and special interests  
• empathising with customers needs  

 
Customer needs includes but not limited to:  
 
• the special needs of people from different 

cultural backgrounds  
• aged  
• those with a disability 

Product knowledge includes: 
 
• a knowledge of the range of products as well 

as the features of each such as interest rates, 
term, special packages 

 
Communication skills include but not limited to: 
 
• listening and questioning techniques 

 

 

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.  
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(1) Critical Aspects and Evidence 
 

• sound knowledge of relevant legislation  
• sound knowledge of organisation's vision and goals  
• sound knowledge of available products and services  
• understanding of current sales tools and techniques  
• sound communication skills in dealing with customers  
• ability to use relevant office equipment  
• ability to complete appropriate documentation 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 

(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 
 
• product and service knowledge  
• the finance industry  
• business communication  
• business law  
• customer relations  
• customer service  
• company's manner of dealing with 

complaints  
• knowledge of relevant legislation and 

potential / actual impact on information 
requested or provided  

• sales techniques  
• knowledge of organisation's policies and 

procedures in regard to customer 
service and sales 

Skill 
The ability to: 
 
• communication skills  
• interpersonal / relationship building 

skills  
• negotiation skills  
• referral skills  
• recording skills  
• problem solving skills  
• selling skills (including listening, 

questioning, matching needs, 
confirming sale) 

 
 
(4) Resource Implications 
 

• availability of qualified assessors  
• system which facilitates recording of trainees profiles and progress  
• facilities for workplace or simulated environment assessment  

 
 
(5) Method of Assessment 
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(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. 
 
 

CRITICAL EMPLOYABILITY SKILLS 
 

Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the NCTVET 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 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 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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ITCCOR0152B:  Organize work priorities and development   

 
Competency Descriptor:   
    
 
 
 
 
Competency Field: Call Contact 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Manage self 1.1 Personal qualities and performance served as a role model 
in the workplace. 

  1.2 Personal goals and plans reflected organisation's plans and 
personal roles, responsibilities and accountabilities. 

  1.3 Action is taken to achieve and extend personal goals 
beyond those planned. 

  1.4 Consistent personal performance is maintained in varying 
work conditions and work contexts. 

2. Set and meet own work 
priorities 

2.1 Competing demands are prioritised to achieve personal, 
team and organisation goals and objectives. 

  2.2 Technology is used efficiently and effectively to manage 
work priorities and commitments. 

3. Develop and maintain 
professional competency 

3.1  Personal knowledge and skills are assessed against 
competency standards to determine development needs 
and priorities. 

  3.2 Feedback from clients and colleagues is used to identify 
and develop ways to improve competence. 

  3.3 Management development opportunities suitable to 
personal learning style(s) are selected and used to develop 
competence. 

  3.4 Participation in professional networks and associations 
enhances personal knowledge, skills and relationships. 

  3.5 New skills are identified and developed to achieve and 
maintain competitive edge. 

 
 
 
 

This unit applies to customer contact centre staff including team 
leaders who are responsible for managing their own performance 
and taking responsibility for their professional development within 
the context of the enterprise. 
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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. 
 
Goals and objectives: 
 
• applied independently to each individual 
• vary from individual to individual  
• influenced by company business objectives 

and company standards 
• environment and experience 

Technology may be paper based or electronic  
and includes: 
 
• planning tools 
• scheduling systems 
diaries 

 
Performance standards and measures include  
but not limited to: 
 
• enterprise specific and vary according to the 

particular industry sector 

Competency standards include but not limited to: 
 
• national standards  
• enterprise standards 

 
The operational environment will be  
influenced by: 
 
• job role scope, responsibilities 
• enterprise policies, guidelines and processes 
• level of autonomy 
• enterprise quality and continuous improvement 

processes and standards 
• business and performance plans 
• ethical standards established by the enterprise 
• productivity and profitability objectives and 

targets 
• best practice and benchmarking principles and 

practices 
• legislation, codes and practice 
• resource parameters established 
• learning organisation principles and practices 
• established and refined personal development 

strategies 

Relevant legislation, regulations and standards 
include: 
 
• privacy act 
• EEO and anti discrimination legislation 
• telecommunications act 
• occupational health and safety legislation 
• industrial awards and agreements 

 

EVIDENCE GUIDE                   
Competency is to be demonstrated by the ability to effectively organize work priority and development in 
accordance with the performance criteria and the range listed within the range of variable statements. 
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(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 
• performs consistently to achieve goals and results 
• operates effectively in varying work environments and contexts 
• assesses own performance and learns from experience and feedback 
• engages in self development activities in response to realistic assessment of competence 
• maintains and extends knowledge of current and future developments in 

professional/technical field 
• selects and uses appropriate technology 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• feedback mechanisms 
• enterprise policies, procedures and 

guidelines 
• enterprise culture and values 
• enterprise mission, business goals and 

standards 

Skills 
The ability to: 

 
• plan 
• set goals 
• assess own performance 

 
 
(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 and information technology 

 
 
(5) Method of Assessment         

 
Competency should be assessed while work is undertaken under direct supervision of application 
to task 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. 

 



 
 

ITCCOR0152B Organize work priorities and development 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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 NCTVET 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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ITCCCO0242B:   Use specific enterprise systems to satisfy customer  
    requirements 

 
Competency Descriptor:   
    
 
 
 
Competency Field: Information Technology 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Locate and interpret 
information on most 
commonly used system 
screens 

1.1 Enterprise’s business systems are accessed using correct 
keying strategies. 

  1.2 Customer requests are analysed to determine what data 
needs to be accessed. 

  1.3 Possible sources of information are identified. 

  1.4 Screens appropriate to the business to be transacted are 
located in a timely manner. 

  1.5 Standard system procedures are applied to satisfy 
customer requirements. 

  1.6 Appropriate codes are used to locate information. 

  1.7 Information from other sources is accessed as necessary. 

  1.8 Information accessed from business systems and other 
sources is analysed to meet customer requirements. 

2. Use and maintain information 
related to customer 
transaction on commonly 
used system screens 

2.1 Appropriate screen is accessed to initiate a transaction. 

  2.2 All relevant data required to complete a transaction, is 
entered. 

  2.3 Appropriate codes are used to complete a transaction. 

  2.4 Transactions are checked for accuracy/errors before 
release. 

This unit establishes competency relating to the application and use 
of the various enterprise business systems developed to maintain 
up to date customer information. 
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3. Seek support for system 
problems/issues identified 
during transaction 

3.1 Appropriate sources of help for problems/issues are 
identified correctly. 

  3.2 The identified source/s of help is accessed to resolve 
problems/issues. 

 
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. 
 
Call centres exist across a range of industries and 
industry sectors and include but not limited to: 
 
• telecommunications companies product, sales 

and marketing, customer service and account 
inquiries, directory services, call assistance 

• computer software and hardware companies 
product, sales and information, product and 
customer support 

• banking sector, marketing services, customer 
funds transfer, loan applications, customer 
service 

• insurance companies customer service, 
product sales, new policy applications, 
renewals 

• retailers and suppliers, marketing services and 
product, after sales support, dealer care, 
product sales and delivery 

• travel industry reservations, information, 
customer support, loyalty programs 

• market research companies 
• charity organizations financial support and 

product sales 
• mercantile agencies 
• credit reporting bureaus 
• government organizations, government service 

inquiries, government benefit issues 

Requirements of the environment of the specific 
operational organisation unit as specified in: 
 
• business rules 
• accountabilities 
• stress management guidelines 
• ergonomic guidelines 
• authorising delegations 
• service memoranda of understanding/service 

delivery agreements 
• performance measures 
• targets 
• agreed service delivery scope and charter 

 

 

The operational environment of a call centre 
operator will vary significantly from enterprise to 
enterprise and will be influenced by: 

• regulatory environment in which the enterprise 
and/or industry operates 

 

 
Customers include but not limited to: 
 
• user 
• purchaser 
• beneficiary of a service, product, or process  
• internal or external to the organisation          
• colleagues 

The defined environment of the relationship 
include: 
 
• stakeholders 
• business context 
• technology 
• level of complexity of customers and products 
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Enterprise policies, procedures, business practices 
and guidelines, include but not limited to those 
covering: 
 
• quality management 
• corporate conduct/ethics 
• people 
• health and safety 
• equal employment opportunity 
• escalated service difficulties 
• customer complaints 
• procedures and standards specified by process 

owners, customers, or suppliers 

Core business systems help-sources include  
but not limited to:  
 
• system helpdesks  
• system operation units 
• reference materials 
• colleagues  
• supervisor 
• coaches 

 
Information includes but not limited to:  
 
• specific details requested by a customer or 

others 
• details required from core business systems or 

other sources in order to complete a 
transaction or process 

Enter or modify data includes but not limited to: 
 
• entering information for storage  
• transactions to modify existing records  
• defined order types for the provision of 

products and services 

 
Relevant legislation, codes, regulations and 
standards include: 
 
• privacy act 
• telecommunications act 
• occupational health and safety legislation 
• industrial awards and agreements  
• freedom of information 

Other sources of information include but not  
limited to:  
 
• previous experience 
• reference materials  
• colleagues 

 
A transaction is:  
 
• a sequence of interactions in enterprise 

business systems performed by the staff 
member in satisfying the customer's needs  

Business Systems are unique to the enterprise and 
may even vary within business units within an 
enterprise. 
 

 

EVIDENCE GUIDE                   
Specific requirements for competency against a particular context, as defined in the range of variables, 
may vary between enterprises and for the particular learning strategy adopted. 
 
(1) Critical Aspects of Evidence      
 

Assessment candidates should produce evidence of the following: 
 

• application of enterprise systems relevant to satisfactory delivery of customer service 
• use of various screens within business systems 
• efficient and effective navigation of appropriate screens to access required information 
• use of standard operating procedures as described in enterprise system manuals 
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Critical Aspects of Evidence (Cont’d) 

 
• accurate use of codes used to locate data 
• accurate entering of data onto the system 
• checks to ensure data is captured in accordance with laid down procedures 
• help files are accessed when required 

 
 
(2) Pre-requisite Relationship of Units 

 
• ITICOR0211A  Use basic computer technology to process data 

 
 
(3) Underpinning Knowledge and Skills           
 

Knowledge 
Knowledge of: 

 
• problem solving processes 
• enterprise policies, procedures and 

guidelines 
• enterprise culture and values 
• enterprise business goals and 

standards 
• enterprise business system(s) and 

operating platforms 
• operational environment: customer 

base, company products and services 
• operational systems and technology 
• stress management awareness 
• workplace ergonomics 
• overview of call centre operations 

Skills 
The ability to: 

 
• communicate orally and in writing 
• use computer keyboard 
• manipulate the computer 

 
 
(4) Resource Implications              
 

• an operational customer contact centre or simulated contact centre environment 
• telecommunications equipment to enable the performance criteria to be met 
• appropriate information technology software 

 
 
(5) Method of Assessment    
 

Competency should be assessed while work is undertaken with application to task and questions 
related to underpinning knowledge. 
 
Competency should be assessed, using: 
 
• third party reports 
• written test 
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(6) Context of Assessment         

 
Evidence of competency is best obtained by observing activities in an operational environment 
under normal working conditions. If this is not practicable, observations in a realistic simulated 
environment may be substituted. 
Skills and knowledge evidence may be completion of training courses or on-the-job learning. 

 
 
 
CRITICAL EMPLOYABILITY SKILLS 
Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the NCTVET 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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ITCCCO0342A  Debt collection 

 
Competency Descriptor:   
    
 
 
 
 
Competency Field: Telecommunication 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA   

1. Plan and prepare procedures  1.1 Client's written instructions are accurately and clearly 
interpreted. 

  1.2 Subject’s whereabouts is determined.  

2. Locating and Communicating 
with debtors 

2.1 The organization’s laid down techniques for searching for 
debtors is carefully followed.  

  2.2 Details of enquiries made are accurately documented.  

  2.3 Information obtained on debtor is accurately documented.  

  2.4 Debtors are called, given the maximum opportunity to 
speak and interacted with in accordance with the 
organization’s guidelines. 

  2.5 Instructions for dealing with difficult or uncooperative 
debtors are followed diligently. 

  2.6 The collector takes care to confine his/her side of the 
conversation to short appropriate questions and comments.  

  2.7 Facilities/equipment for receiving and transmitting 
messages are correctly activated and used.  

  2.8 Salutations and greetings are in keeping with company 
style. 

  2.9 Customer’s name is used at all times when possible.   

  2.10 The values and attitudes of the organization are accurately 
portrayed to the customer.  

  2.11 Customer is kept at ease for the duration of the call. 

  2.12 Interpretation of information results in correct identification 
of customer’s needs. 

This unit includes assessing information on debtors, achieving debt 
settlements, initiating legal process, completing relevant 
documentation and describes the functions involved in negotiating and 
collecting debts. 



 
 
 ITCCCO0342B Debt collection 
 
 

Copyright  2007 Caribbean Association of National Training Agencies (CANTA) 
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. 

  2.13 Requisite information for satisfying the customer’s query is 
correctly identified. 

  2.14 Queries requiring higher authority are refer red to the 
appropriate person. 

  2.15 The percentage of calls handled successfully without need 
to escalate to a higher level is within the standard set.  

  2.16 Requisite information is accurately disseminated to the 
debtor and confidentiality maintained. 

  2.17 Contact with debtors is in accordance with the 
organization’s guidelines. 

  2.18 Nature and tone of discourse preserve goodwill between 
company and debtor.  

3. Assess debtor 3.1 Credit worthiness of debtor is established through the 
compilation of a valid and relevant credit history.  

  3.2 Information on debtor is cross-referenced for verification 
when necessary by file or document search.  

  3.3 Future action is determined in line with client needs.  

4. Negotiate debt payment/ 
settlement within defined 
parameters  

4.1 Most appropriate means of communication is used to 
establish contact and build rapport with debtor.  

  4.2 Source and amount of income and liabilities are 
successfully verified. 

  4.3 Debt settlement is achieved in line with clie nt needs 
through consultation with debtor, using mutually 
satisfactory negotiation techniques  and appropriate 
industry codes of conduct.  

  4.4 The appropriate variables are included in computing 
repayment schedules. 

  4.5 Agreement to procedure for payment/settlement of debt is 
confirmed, within company policy and guidelines and is 
comprehensively recorded. 

  4.6 Decision is documented giving reasons for proceeding/not 
proceeding or taking further action, after discussion with 
management. 
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5. Initiate legal procedures 5.1 The correct checks are made against the computer 
records in order to establish the debtor’s status.  

  5.2 Care is taken to ensure that the debtor’s state is checked if 
suit is permissible.  

  5.3 Recommendations for suit are escalated to the appropriate 
level. 

  5.4 Care is taken to check that the debtor satisfies the 
minimum conditions for suit. 

  5.5 Legal process is initiated when appropriate in line with 
client needs and legal requirements. 

  5.6 Legal process is progressed in accordance with court 
requirements. 

  5.7 Necessary supporting documents are completed correctly 
and in line with court requirements. 

  5.8 Details of debtor are acquired within legal guidelines.  

  5.9 The agreed means of collection is practical and 
economical. 

  5.10 Arrangements made are within authorized limits. 

  5.11 Payment options proposed satisfy the company’s revenue 
requirements. 

6. Handling payment transactions 
and updating accounts 

6.1 Agreed payment terms are accurately documented.  

  6.2 The agreed means of collection is practical and 
economical. 

  6.3 Payments are always accounted for.  

  6.4 Documentation of cash received is always timely and 
accurate. 

  6.5 At all times the officer’s holding of cash is matched by 
credit/debit vouchers. 

  6.6 At end of day balancing procedures are executed in 
accordance with laid down procedures.  

  6.7 The appropriate account is always debited/credited 
promptly. 
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  6.8 Bounced cheques are promptly referred to the appropriate 
person for action before loss of recourse.  

  6.9 Proper decorum is always observed in communicating to 
customer. 

  6.10 An appropriate letter is always written to customer.  

 
RANGE STATEMENT  
This unit applies to the activities associated with the technical and essential operati ons linked to debt 
collection. 
 
Types of debtor may include but not limited to:  
 
• debtor who is local with known history, who 

maybe able to pay  
• chronic debtor who is unlikely to negotiate until 

final procedures are in place 
• debtor who may be unable to pay i mmediately, 

who may need instalment arrangements 
• debtor who is unable to pay and should be 

written off 
• fraudulent debtors 

Parties in debt may include but not limited to:  
 
• an individual 
• a company 
• a business 
• an association 

 
Means of communication may include but not 
limited to: 
 
• telephone calls 
• written advice to debtors who have a history of  

debt and require formal procedures  
• personal discussion with debtors to provide 

advice and establish a common sense 
approach to resolution 

• legal service documentation 

Clients may include but not limited to:  
 
• banks 
• building societies 
• financiers 
• government agencies 
• private companies 
• other commercial agents 
• solicitors 

 
Legal procedures may include but not limited to:  
 
• issue statement of claim 
• serve demand or legal notices  
• apply to court for writ of possession  
• contact bailiff for serving of legal document  
• garnishee order 

Debt settlements may include but not limited to:  
 
• verbal/written arrangements to proceed to pay  
• verbal undertaking to pay over a specified term  
• legal procedures required to elicit payment  

 
 
EVIDENCE GUIDE  
 
Competency is to be demonstrated by the ability to successfully and efficiently carry out debt collection 
procedures by using communication technologies in accordance with the performance criteria and the 
range listed within the range of variables statement.  
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(1) Critical Aspects of Evidence 
 

• accurate compilation of debtors credit history  
• ability to build and maintain rapport and trust with clients  
• maintaining knowledge of current legislative requirements and general developments in the 

mercantile agents' field 
• ability to successfully persuade debtors to come to a satisfactory agreement to repay  
• understanding of the role of ethics and appropriate industry code of conduct in collection 

activities 
• good application of prior experience in problem solving, such as awareness of patterns of 

behaviour and incidents, or trends, which indicate areas for investigation  
• sound demonstration of telephone collection techniques    

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills 
 

Knowledge 
Knowledge of: 

 
• current, relevant State and Commonwealth Acts  
• current role, procedures and relevant documentation of the various relevant court jurisdictions 

and appeals procedures 
• current securities loans and principles: factoring, guarantees, indemnity, securities over 

property, retention of title and liens  
• the current role of the Jamaican Securities Commission in relation to businesses; principles 

of limited liability, insolvency and bankruptcy; princip les of association under the Associations 
Incorporation Act; types and principles and obligations of trusts; costing of contracts, as well 
as potential factors and issues  

• business principles, financial arrangements and legal obligations of sole trader, par tnership 
and company businesses 

• business principles and legal obligations underpinning credit management functions and their 
relationship to agents 

• adheres to OH&S practices  
 
 

Skills 
The ability to:  

 
• implement debt collection processes and underpinning leg al obligations; current techniques 

of searching and locating defaulters  
• demonstrates effective interpersonal skills including verbal communication; negotiation and 

dispute resolution and telephone techniques  
• operate systems for a collection agency  or credit management context 
• demonstrates clear and accurate observation and analytical skills, general business and 

organisational skills, appropriate report and letter writing, developing, writing and interpreting 
strategies 
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(4) Resource Implications 
 

• availability of qualified assessors and assessment guidelines  
• record system which facilitates recording of trainees profiles and progress  
• facilities for workplace or simulated environment for assessment    

 
 
(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.  
Competency should include a demonstrated understanding of the roles and functions of the 
players in the debt collection departme nt. 

 
 
(6) Context of Assessment 

 
Assessment of competency, including attainment of relevant knowledge and skills may be made 
through practical demonstration in an actual work environment or simulation of such an 
environment. 

 
 
 
CRITICAL EMPLOYABILITY SKILLS 

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