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Competency Standards for Caribbean Vocational Qualifications (CVQ) 
 
 

CCBSRE3001 CVQ Level 3 – Real Estate Services 
 
 

Unit Code Unit Title Mandatory/ 
Elective 

FSICOR0011A Apply health and safety practices Mandatory 

FSICOR0041A Work as part of a team Mandatory 

FSICOR0031A Communicate in the workplace Mandatory 

BS00350 Clarify and confirm property information 
requirements 

Mandatory 

BS00351 Obtain property listings Mandatory 

BS00352 Establish and expand client base Mandatory 

BS00353 Market property Mandatory 

      BS00354 Implement a personal marketing plan Mandatory 

      BS00355 Monitor sales process   Mandatory 

      BS00356  Lease property Mandatory 

      BS00357 Manage agency risk Mandatory 

      BS00360 Develop Strategic Business Plan Mandatory 

      BS00361 Manage agency performance Mandatory 

      BS00358 Prepare asset refurbishment plan Elective 

      BS00359 Manage human resources Elective 

     BS00400 Provide property management services Elective 
 
 
   
To achieve this qualification all mandatory units and a minimum of one (1) elective must 
be achieved. 
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FSICOR0011A:    Apply health and safety practices  

Competency Descriptor:      
 
 
 
 
Competency Field: General Insurance Investigation 
 
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, fire and 
emergencies are followed whenever necessary within the 
scope of reason and competencies. 

  1.4 All work areas are kept clean and free from obstacles. 

  1.5 All emergency exits are known and kept clear at all times. 

2. Contribute to participative 
arrangements for the 
management of health and 
safety 

2.1 Health and safety issues are raised with designated 
personnel in accordance with workplace procedures and 
relevant l. 

  2.2 Contributions to health and safety management in the 
workplace are made within organisation's policies and 
procedures and within the scope of the employee's 
responsibilities and competencies. 

  2.3 Relevant health and safety documents are identified 
periodically accessed, and their recommendations 
followed. 

  2.4 Clarification of obligations, procedures, and safe work 
practices is sought when necessary. 

3. Employ safe working practices 3.1 Health and safety procedures are applied at all times in 
daily work routines. 

  3.2 Work is conducted within ergonomic guidelines. 

This unit covers health and safety practice carried out in the 
Financial Services by individuals while deploying their duties. 
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  3.3 Hazard warnings and safety signs are recognised and 
observed. 

  3.4 All hazardous materials and equipment are handled in 
accordance with manufacturer's guidelines and specified 
safe handling guidelines. 

  3.5 Safe manual handling techniques and safe equipment 
operation techniques are employed at all times. 

  3.6 Workplace emergency first aid procedures are followed. 

  3.7 Potentially hazardous situations when identified, including 
faulty and dangerous equipment, are immediately 
reported. 

 
RANGE STATEMENT 
 
The workplace may include: 
 
• corporate or company offices, factories  
 or sites 
• home offices 
• rented accommodation 
• the offices, property or dwellings of clients 
• motor vehicles or other transportation 
 

Hazards may include: 
 
• electrical faults 
• loose objects 
• loose fixtures 
• chemicals  
• plant or equipment 
• motor vehicles 
• obstructions 
 

 
Designated personnel may include: 
 
• individual employees 
• staff assigned as health and safety 

representatives 
• managers or supervisors 
 
 

Organisational/work-place procedures: 
 
• workplace procedures are those day to day 

procedures conducted in the normal course of 
duties and which are carried out in accordance 
with written and/or accepted guidelines for safe 
work practices 
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Work instructions can be: 
 
• written 
• verbal  
• and should relate directly to the application  
 of safe work practices. 
 
 

Scope of responsibilities: 
 
• refer to the level of responsibilities that the 

employee has assigned to their position from 
time to time 

• refers to the high risks nature of investigating 
assignments 

 
 
Work areas: 
 
• work areas are those areas used constantly  
 or from time to time for the performance  
 of work in the financial services industry. 
 

Relevant health and safety legislation/ guidelines: 
 
• relevant health and safety legislation/ 

guidelines include" 
• commonwealth and State health and safety 

(including OH&S) legislation and procedures 
 

 
Relevant health and safety documents include: 
 
• internal documents relating to health and  
• safety practices and procedures, 

implementation, updates and legislation 
• external documents relating to health and 

safety practices and procedures, 
implementation, updates and legislation 

 

Health and safety procedures: 
 
• Health and safety procedures are those 

procedures that specifically relate to 
maintaining health and safety in the workplace 

 

 
Ergonomic guidelines may specify: 
 
• the types of equipment used 
• appropriate furniture 
• safe usage times 
• seating posture 
• lifting posture 
• visual display unit screen brightness 

Hazard warnings and safety signs may include: 
 
• internationally recognised hazard warning signs 

and safety symbols 
• industry recognised hazard warning signs and 

safety symbols 
 
 

 
Safe manual handling techniques and safe equipment operation techniques: 
 
• safe manual handling techniques and safe equipment operation techniques are those specified in 

legislation, company guidelines and procedure manuals 
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EVIDENCE GUIDE 
 
The Evidence Guide is a guideline which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services Industry. This requires evidence of consistent 
achievement of the workplace outcomes covered by the unit. An employee working at this level should be 
able to demonstrate the following underpinning knowledge and skills. 
 
(1) Critical Aspects of Evidence 
 

• knowledge of Health and Safety legislation, guidelines and procedures 
• identification (evidence of knowledge) of significant hazards in the workplace 
• identification (evidence of understanding) of symbols used for Health and Safety signs 
• demonstrated knowledge of emergency procedures 
• demonstrated knowledge of safe work practices, including ergonomic requirements 
• demonstrated ability to recognise and avoid potentially hazardous situations 

 
(2) Pre-requisite Relationship of Units 
 

• Nil 
 
 
(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 
 
• knowledge of Health and Safety 

legislation and procedures 
• knowledge of safe work practices 
• knowledge of hazard signs and safety 

symbols 
• knowledge of communication 

techniques 
 

Skills 
The ability to: 
 
• application of safe work practices 
• basic interpersonal and communication 

skills 
• referral skills 
 

 

 
 
(4) Resource Implications  
 

The following resources should be made available: 
 

• workplace (actual enterprise or simulated) 
• relevant health and safety procedures 
• workplace documents 
• enterprise policies and procedures and quality standards 
• Occupational Health and Safety requirements 
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(5) Method of Assessment  
 

Assessment methods must confirm consistency of performance over time and in a range of 
workplace relevant contexts. 

 
Assessment should be by direct observation of tasks and/or samples of work and questioning on 
underpinning knowledge. 

 
Evidence may be collected in a variety of ways including: 
 
• direct observation 
• oral questioning 
• written test 
• case studies 
• portfolio of evidence of previous work, training and experiences 
• evaluation of samples of work and  workplace documents 
• testimonials from clients and industry professionals 
• authenticated assessments and/or assignments from relevant training courses 
• supporting statement from supervisor or previous employer 

 
Assessment should be conducted over time and will generally be in conjunction with assessment 
of other units of competency. 

 
Assessors must be satisfied that the candidate can competently and consistently perform all 
elements of the unit as specified by the criteria, including required knowledge. 

 
Simulated activities must closely reflect the workplace. 
 

 
(6) Context of Assessment    

 
Competency should be assessed in the workplace or simulated workplace environment in 
accordance with work practices and safety procedures.  
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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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FSICOR0041A:    Work as part of a team 

Competency Descriptor:   
    
 
 
 
Competency Field: Financial Services 
 
ELEMENTS OF COMPETENCY PERFORMANCE CRITERIA 

1. Participate and cooperate with 
others  

1.1 Individual responsibilities within the work team are 
identified and met. 

  1.2 Individual performance is periodically checked against 
group objectives and adjusted as required. 

  1.3 Areas of responsibility that affect other team members are 
identified and met. 

  1.4 Harmonious working relationships are maintained with 
other group members and issues that may lead to, or 
involve conflict are appropriately referred or resolved in a 
timely manner. 

  1.5 Sensitivity to others workers individual differences is 
continually demonstrated in the daily work environment. 

  1.6 Effective communication with other group members is 
maintained. 

  1.7 A team commitment to help achieve workplace objectives is 
made whenever necessary. 

2. Manage self 2.1 Individual work activities are regularly planned in 
consultation with others, in order to achieve workplace 
objectives within specified time frames. 

  2.2 Individual work is prioritised and reviewed as necessary. 

  2.3 Individual work plans are aligned to group objectives. 

  2.4 Problems that affect the achievement of workplace 
objectives are identified and acted upon. 

This unit covers the competency to participate as a member of a 
work team and organize personal work requirements to achieve 
workplace outcomes. 
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  2.5 Self-improvement and training opportunities are identified 
and appropriate personnel are informed. 

  2.6 Resources required to achieve workplace outcomes are 
identified. 

 
 
RANGE STATEMENT 
 
Individual responsibilities may include: 
 
• individual responsibilities are those responsibilities that an employee is expected to meet in the 

normal performance of their duties; these duties may include duties that they should complete 
themselves, or duties for which they have primary responsibility. 

 
 
The work team may include: 
 
• office specific groups of employees  
 assigned to complete designated tasks or to 
 work together  
• the company as a whole  
• individual branches  
• individual work sections 
 

Team objectives may include: 
 
• written or verbally specified objectives that 

identify expected workplace outcomes and 
achievements  

• industry targets  
• company targets  
• specific workgroup objectives 

 
Team members may include: 
 
• other employees  
• managers or supervisors 
• other professionals 
 
 
Work with others may include: 
 
• co-workers 
• supervisor  
• clients 
• other professional 

Workplace objectives may include:  
 
• workplace objectives are those objectives 

written or verbally specified that identify 
expected outcomes and performance  

 within a designated workplace 
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Individual work plans may include: 
 
• daily and/or periodical plans.  These plans may 

be designed by individual employees, 
managers or supervisors 

• they may be designed individually or in 
consultation with others 

Resources may include: 
 
• either physical or materials in nature and 

include any materials that needs to be 
assessed to complete expected tasks in the 
workplace (eg:  stationery, office equipment, 
and pro-formas) 

 
Workplace systems and practices are those systems and practices that are approved for use or are 
common practice in the Financial Services Industry, and which are applied in the context of a work 
environment 
 

EVIDENCE GUIDE 
 
The Evidence Guide is a guideline which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services Industry sector. This requires evidence of 
consistent achievement of the workplace outcomes covered by the unit. An employee working at this level 
should be able to demonstrate the following underpinning knowledge and skills. 
 
(1) Critical Aspects of Evidence  

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

 
• demonstrated understanding of importance of achieving individual workplace objectives 
• demonstrated understanding of importance of achieving group objectives  
• application of the principles of good teamwork  
• demonstrated ability to prioritise work 
• demonstrated ability to work and achieve daily or periodical work plans  
• knowledge of interpersonal communication techniques  
• basic knowledge of principles of conflict resolution application of problem solving techniques 

 in a workplace environment  
• demonstrated ability to seek advice  
• demonstrated ability to adapt and respond to a changing workplace environment 

 
 
(2) Pre-requisite Relationship of Units 
 

• Nil 
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(3) Underpinning Knowledge and Skills  
 

Knowledge 
Knowledge of: 
 
• communication principles  
• conflict resolution principles  
• time management principles  
• principles of effective teamwork  
• understanding of reasons for 

organisational change 
 

Skills 
The ability to: 
 
• interpersonal and communication skills  
• teamwork participation skills  
• time management skills  
• planning skills  
• referral skills  
• basic conflict resolution skills  
• resource management skills  

 
(4) Resource Implications  
 

The following resources should be made available: 
 

• workplace (actual enterprise or simulated) 
• work team 
• workplace documents 
• enterprise policies and procedures and quality standards 
• Occupational Health and Safety requirements 
 
 

(5) Method of Assessment  
 
Assessment methods must confirm consistency of performance over time and in a range of 
workplace relevant contexts. 

 
Assessment should be by direct observation of tasks and/or samples of work and questioning on 
underpinning knowledge. 

 
Evidence may be collected in a variety of ways including: 
 
• direct observation 
• oral questioning 
• written test 
• case studies 
• portfolio of evidence of previous work, training and experiences 
• evaluation of samples of work and  workplace documents 
• testimonials from clients and industry professionals 
• authenticated assessments and/or assignments from relevant training courses 
• supporting statement from supervisor or previous employer 

 
Assessment should be conducted over time and will generally be in conjunction with assessment 
of other units of competency. 

 
Assessors must be satisfied that the candidate can competently and consistently perform all 
elements of the unit as specified by the criteria, including required knowledge. 
 
Simulated activities must closely reflect the workplace. 
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(6) Context of Assessment    
    

Competency should be assessed in the workplace or simulated workplace environment in 
accordance with work practices and safety procedures.  
 

 
 
CRITICAL EMPLOYABILITY SKILLS 
Three levels of performance denote level of competency required to perform a task.  These levels do not 
relate to the 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 3  
Communicate ideas and information Level 3  
Plan and organise activities Level 3  
Work with others and in team Level 3  
Use mathematical ideas and techniques Level 3  
Solve problems Level 3  
Use technology Level 3  
 

Please refer to the Assessment Guidelines for advice on how to use the Critical Employability Skills. 
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FSICOR0031A:    Communicate in the workplace 

Competency Descriptor:      
 
 
 
Competency Field: Financial Services 
 
ELEMENT OF COMPETENCY PERFORMANCE CRITERIA 

1. Follow routine instructions 1.1 Verbal instructions are received, understood and acted 
upon within the appropriate time frame. 

  1.2 Written instructions are read, undertaken and followed to a 
level that ensures effective and efficient operation in the 
workplace. 

  1.3 Clarification of instructions is promptly sought from 
appropriate personnel when necessary. 

2. Receive and relay messages 2.1 Messages are received, understood, appropriately 
acknowledged and promptly acted upon. 

  2.2 Clarification of the message when needed, sought from the 
sender in a polite and courteous manner. 

  2.3 Messages to be conveyed to other appropriate personnel in 
either written and / or verbal form are relayed efficiently and 
effectively. 

  2.4 Industry and organisation's policies and procedures are 
adhered to in relation to the taking and relaying of 
messages. 

  2.5 Appropriate established communication channels are used 
in relaying messages. 

  2.6 In cases where doubt as to whether the message should be 
relayed, or where clarification of the message is needed, 
appropriate help is sought. 

3. Read and interpret documents 3.1 Workplace documents relevant to work at this level are 
read promptly and understood. 

  3.2 Workplace documents are accessed as necessary to gain, 
clarify or refresh knowledge. 

This unit covers the basics of written and oral communication as 
they apply in the work environment.
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4. Use effective verbal and non-
verbal communication in the 
workplace 

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

  4.2 Sensitivity to issues affecting communication with people 
from a variety of backgrounds is demonstrated 

5. Prepare routine written 
correspondence, notes and 
records 

5.1 Routine correspondence, notes and records are presented 
in clear and simple language. 

  5.1 Documents are proofed (checked and edited) spelling, 
grammar and style prior to final presentation. 

  5.2 Any correspondence produced reflects industry and 
organisation's standards in terms of style, format and 
accuracy. 

  5.3 Written information is prepared within identified time 
frames. 

  5.4 Numbers are used and understood in a workplace setting 
and numerical calculations are carried out, as required. 

 
 
RANGE STATEMENT 
 
Techniques that could be used as the subject of communication includes but is not limited to: 
 
• sketches  
• drawings 
• charts and maps 
• telephone 
• sketches  

• photographs 
• facsimile  
• client instructions 
• face to face discussion 
• video 

• signage 
• memos 
• work schedules/work 

bulletins 
• written report 
• digital cameras 

 
Instructions may be: 
 
• verbal 
• written 
 

Appropriate personnel may include: 
 
• managers or supervisors 
• staff from other areas 
• peers 
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Messages may be: 
 
• formal 
• informal 
• written 
• verbal 
 
 

Message senders can be: 
 
• customers 
• other staff 
• supervisors 
• external service providers 
• other branches or companies 
• regulatory or government organisations 
 

 
Industry and organisation's policies procedures  
and standards may be expressed in: 
 
• business plans 
• mission statements 
• policy and procedures manuals 
• memorandums 
• workplace documents 
• customer service statements verbally 
 

Established communication channels may include: 
 
• formal communication pathways  
• direct line supervision paths 
• lateral supervision paths 
 
 

 
Appropriate help may be sought from: 
 
• managers or supervisors 
• designated peer support officers 
• other personnel as appropriate 
 
 

Workplace documents may include: 
 
• memoranda 
• general information or bulletin board notices 
• letters 
• reports 
• policy and procedure manuals  
• ·business plans 
• mission statements 
• customer service statements 
 

 
Routine correspondence, notes and records  
may include: 
 
• form letters 
• internal notices or memoranda 
• arrears and default notices 
• invoices 
• consignment notes 
• dispatch documents 
• reports 
• file notes. 
 
 

Workplace setting: 
 
• workplace setting refers to any environment in 

which work is conducted within a Financial 
Services industry context. 

 
Simple numerical calculations include: 
 
• division 
• multiplication 
• addition 
• subtraction 
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EVIDENCE GUIDE 
 
The Evidence Guide is a guideline which assists in the development of assessment instruments/tools to 
assess the competency of workers in the Financial Services Industry sector. This requires evidence of 
consistent achievement of the workplace outcomes covered by the unit. An employee working at this level 
should be able to demonstrate the following underpinning knowledge and skills.   
 
 
(1) Critical Aspects of Evidence      
 

• demonstrated ability to receive and understand messages and instructions 
• demonstrated ability to convey messages 
• demonstrated ability to seek appropriate assistance 
• knowledge of appropriate communication channels 
• an appropriate level of understanding of industry and company policy 
• demonstrated ability to communicate both orally and in writing 
• demonstrated ability to appropriately format a document 
• demonstrated ability to successfully complete numerical calculations  
• knowledge of issues affecting people from a variety of backgrounds 

 
 
(2) Pre-requisite Relationship of Units 

 
• Nil 

 
 
(3) Underpinning Knowledge and Skills  
 

Knowledge 
 

• knowledge of industry and company 
policies and procedures in regard to 
customer service, communication, 
correspondence, receipt of messages 
and internal administration systems 

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

• basic questioning/listening techniques 
• basic oral and written communication 

techniques 
• knowledge of industry/company 

security practices and knowledge of the 
reasons for such practices 

• types of correspondence, information 
and/or reports generated 

Skills 
The ability to: 
 
• numeracy skills for simple calculations   
• use of appropriate software 
• basic keyboard and computer skills 
• basic interpersonal and communication 

skills 
• referral skills 
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(4) Resource Implications 

 
The following resources should be made available: 
 
• workplace (actual enterprise or simulated) 
• relevant tools and equipment 
• workplace documents and information 
• enterprise policies and procedures and quality standards 
• Occupational Health and Safety requirements 
 
 

(5) Method of Assessment 
 
Assessment methods must confirm consistency of performance over time and in a range of 
workplace relevant contexts. 

 
Assessment should be by direct observation of tasks and/or samples of work and questioning on 
underpinning knowledge. 

 
Evidence may be collected in a variety of ways including: 
 
• direct observation 
• oral questioning 
• written test 
• case studies 
• portfolio of evidence of previous work, training and experiences 
• evaluation of samples of work and  workplace documents 
• testimonials from clients and industry professionals 
• authenticated assessments and/or assignments from relevant training courses 
• supporting statement from supervisor or previous employer 

 
Assessment should be conducted over time and will generally be in conjunction with assessment 
of other units of competency. 

 
Assessors must be satisfied that the candidate can competently and consistently perform all 
elements of the unit as specified by the criteria, including required knowledge. 

 
Simulated activities must closely reflect the workplace. 
. 
 

(6) Context of Assessment  
 
Competency should be assessed in the workplace or simulated workplace environment in 
accordance with work practices and safety procedures.  
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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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BS00350 Clarify and Confirm Property Information Requirements 

 
Unit Descriptor: 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Discuss and clarify 
requirements 

1.1 Clarify the nature and scope of the enquiry to the 
satisfaction of all parties 

  1.2 Identify any additional information required and confirm 
arrangements with client 

  1.3 Establish the capability of the organization in the area 
under discussion to clarify any potential conflicts of interest  

    

2 Prepare and provide 
information 2.1 Provide information using the relevant forms, according to 

agency policy  

  2.2 Identify and address potential legal complications by 
referring to legal practitioner, following workplace 
procedures  

  2.3 Negotiate processes and terms under which the information 
should be provided to the agreement of relevant parties 

  2.4 Check that information collected satisfies agreed 
requirements 

    

 
RANGE STATEMENT 
Sources of information includes: 

 building and construction professionals 
 real estate agents 
 legal practitioners 
 financial advisers 
 insurance companies 

  
 

Type of enquiry includes: 
 information about leases and leasing 
 company services 
 investment opportunities 
 property marketing policy or management 

procedures  
 property sales/lease 
 property marketing services  

Requirements include: 
 legal documents 
 statutory documents 
 evaluation report 
 search report 

 
 
 

This unit deals with the skills and knowledge required for clarifying 

and confirming property information requirements. It describes the 

work expectations associated with discussing and clarifying 

requirements; as well as preparing and providing information. 
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UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What are the principles of business and property law which apply in the area under discussion 
2. How to apply research methods 
3. What are the organization policies and procedures in the area under discussion 
4. What are the prevailing property market conditions 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence 

Evidence should include the ability to: 
 provide information according to organizational guidelines 
 apply communication and negotiation skills effectively 

 
 
(2)  Context of Assessment  

Assessors should gather a range of evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of ways including direct observation, supervisor’s 
reports, project work, practical demonstration of tasks and functions and questioning. 
Questioning techniques should not require language, literacy and numeracy skills beyond those 
required in this unit of competency.  The candidate must have access to a suitable venue and all 
materials and documentation required.  The candidate must be permitted to refer to any relevant 
workplace procedures, product and manufacturing specifications, codes, standards, manuals and 
reference materials. 

 
(3)         Context of Assessment  

This uni t may be assessed on  the job, off the job or  a combination of both on and off the j ob.  
Where assessment occurs off t he j ob, that i s the candidate i s not i n productive work, t hen an  
appropriate simulation must be used where t he range of  conditions reflects realistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone.  The assessment environment should not disadvantage the candidate. 
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BS00351  Obtain Property Listings 
 
Unit Descriptor: 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Provide advice on available 
property options and appraisals 1.1 Clarify and document client expectations of the agency and 

the market in accordance with agency procedures 

  1.2 Provide clients with information on market trends affecting 
the returns of property sales and rentals, as necessary 

  1.3 Establish the prospective clients' motivation for listing the 
subject property  

  1.4 Obtain information from a visual inspection of the subject 
property to provide prospective clients with a realistic 
range of marketing options 

  1.5 Obtain and analyze market information against market 
factors and trends accurately, according to established 
procedures 

  1.6 Provide property advice to clients according to established 
procedures, to assist in making informed decisions 

  1.8 Maintain relevant property records in accordance with 
agency procedures, to enhance property appraisals and 
listing processes for future clients  

  1.9 Obtain property documentation to support the sale 
agreement at the time of sale and to allow legal searches to 
be done 

    

2 Negotiate fees and conditions 
with lessors/vendors 2.1 Negotiate and establish fees and conditions with 

vendors/landlords, in accordance with agency policies 

  2.2 Record client instructions to meet sales legislative 
requirements and agency record-keeping 
requirements 

  2.3 Maintain relevant property records to reflect negotiated 
agreement, in accordance with agency procedures 

  2.4 Produce business documents to reflect advice to relevant 
parties involved in the listing transaction, in accordance 
with agency procedures 

  2.5 Provide information to clients that reflect progress made 
within the terms of the agreement 

 

This unit deals with the skills and knowledge required for obtaining 

property listings. It describes the work expectations associated with 

providing advice on available property options and appraisals and 

negotiating fees and conditions with lessors. 
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RANGE STATEMENT 
 
Information on market trends includes: 

 locations in demand 
 cost 
 social trends 
 comparables 

Information includes: 
 location  
 structure 
 amenities 
 cost factors 
 valuation 

 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What are the regulations regarding property usage 
2. What are the agency practices for obtaining property listings 
3. What are the available types of property and investment opportunities 
4. What are the financial constraints attached to each type of property 
5. How to prepare and interpret a property appraisal 
6. How to use real estate advertising and marketing techniques 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence

 
Evidence should include the ability to: 

 analyze market information against market factors and trends 
 maintain accurate property records 
 negotiate and establish fees and conditions with vendors/landlords 

 
(2)  Context of Assessment  

Assessors should gather a range of evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of ways including direct observation, supervisor’s 
reports, project work, practical demonstration of tasks and functions and questioning. 
Questioning techniques should not require language, literacy and numeracy skills beyond those 
required in this unit of competency. The candidate must have access to a suitable venue and all 
materials and documentation required. The candidate must be permitted to refer to any relevant 
workplace procedures, product and manufacturing specifications, codes, standards, manuals and 
reference materials. 

 
(3)         Context of Assessment  

This uni t may be assessed on  the job, off the j ob or  a combination of both on and off the j ob.  
Where as sessment occurs off t he j ob, that i s t he c andidate i s not i n pr oductive work, t hen an  
appropriate simulation must be used where t he r ange of conditions reflects r ealistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00352 Establish and Expand Client Base 

 
Unit Descriptor: 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Develop a business network 
and expand client base  

1.1 Maintain existing client base in accordance with agency 
business plan and marketing strategy 

  1.2 Identify opportunities for agency sales and listings in 
accordance with agency procedures 

  1.3 Contact potential clients consistent with agency 
image and marketing plan 

  1.4 Check that the agency marketing strategy and business 
goals and objectives are consistently met within all 
business networking activities 

  1.5 Carry out promotional activities to inform prospective 
vendors of agency services 

  1.6 Obtain marketable listings by following up all enquiries, 
according to agency procedures  

    

2 
Communicate outcomes of 
prospecting activities to 
key stakeholders 

2.1 Inform stakeholders on the outcomes of prospecting 
activities regularly, to foster staff and client confidence in 
agency services  

  2.2 Maintain accessible records to provide an accurate and 
useable source of agency information  

  2.3 Maintain back up copies of all records in accordance with 
agency procedures 

    

3 Maximize repeat business 
opportunities 3.1 Maintain contact with prospects over time to ensure clients' 

informed consent to agency activities 

  3.2 Circulate any relevant information to prospective clients 
following agency procedures 

  3.3 Carry out relevant follow-up discussions with clients to 
facilitate stated business needs in accordance with 
agency’s procedures 

  3.4 Evaluate market activity results for market references, 
according to industry practices 

This unit deals with the skills and knowledge required for establishing 

and expanding client base. It describes the work expectations 

associated with developing a business network, expanding client 

base, communicating outcomes of prospecting activities to key 

stakeholders and maximizing repeat business opportunities. 



 
 
BS00352  Establish and expand client base 
 
 

  
Copyright 2010 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 STATEMENT 
 
Promotional activities include: 

 open house 
 brochures/flyers 
 networking activities 
 advertising 
 signage 

 

 

 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What are the objectives of the agency’s business plan and marketing strategy 
2. What are the prevailing market conditions and market changes 
3. How to develop a marketing strategy consistent with the agency’s objectives 
4. What are the different promotional activities that can be used to generate new potential customers 
5. What are the agency’s recording and documentation policies and procedures 
6. How to analyze and evaluate market activity results 
7. How to network effectively 
8. How to “stage” a house for viewing 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence 

 
Evidence should include the ability to: 

 create a business network  
 expand existing client base 
 communicate information to clients and potential clients clearly and effectively 

 
(2)  Context of Assessment  

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of  ways including direct observation, supervisor’s 
reports, project work, samples and questioning. Questioning techniques should not  require 
language, literacy and numeracy skills beyond t hose required in t his unit of  competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
(3)         Context of Assessment  

This uni t may be assessed on the job, off the job or  a combination of both on and off the job.  
Where assessment occurs off the job, that is the candidate is not i n productive work, t hen an  
appropriate simulation must be used where t he range of  conditions reflects realistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone.  The assessment environment should not disadvantage the candidate. 
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BS00353                    Market Property 

 
Unit Descriptor: 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Develop marketing plan 
for subject property 1.1 Provide information on the sale or lease of property to 

prospective purchasers and lessees ensuring consistency 
with client’s instructions 

  1.2 Verify that documentation and information produced is 
accurate and consistent with the client's instructions 

  1.3 Review  and adjust marketing strategy in consultation with 
the client 

    

2 Promote and advertise property 2.1 Produce advertising copy that meets agreed budget and 
reflects agreed property and agency marketing strategies 

  2.2 Check that the placement of advertising is timely in 
accordance with instructions  

  2.3 Check that development of promotional material achieves 
maximum impact in the selected market 

  2.4 Review advertising copy and promotional material for 
quality, effectiveness, placement in appropriate media and 
adjust marketing strategies where necessary 

    

    

    

    

 
 
 
 
 
 
 

This unit deals with the skills and knowledge required for marketing 

property. It describes the work expectations associated with 

developing a marketing plan for property and promoting and 

advertising the property. 
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RANGE STATEMENT 
 
Property includes: 

 residential 
 commercial 
 agricultural 
 industrial 
 investment 

Information includes: 
 location  
 structure 
 amenities 
 cost factors 
 valuation 
 land use approvals 
 Government fiscal incentives 

 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What are the relevant property appraisal and building/environmental regulations 
2. What are the property market conditions 
3. What are the advertising techniques for marketing a property 
4. How to apply real estate marketing 
5. What are the different multimedia communication techniques that can be used 
6. What are the Agency policy and procedures regarding marketing property 
7. How to develop a marketing plan 
8. What Government agencies to apply to for fiscal incentives offered 
 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence 

Evidence should include a demonstrated ability to: 
 use communication and negotiation skills in marketing the subject property 
 develop marketing plan for subject property 
 produce advertising copy that meets agreed budget and reflects agreed property and 

agency marketing strategies 
 
(2)  Context of Assessment  

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of  ways including direct observation, supervisor’s 
reports, project work,samples and questioning. Questioning techniques should not  require 
language, literacy and numeracy skills beyond those required in this unit of competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
(3)         Context of Assessment  

This unit may be assessed on  the job, off the j ob or  a combination of both on and off the j ob.  
Where assessment occurs off the job, that is the candidate is not in productive work, t hen an  
appropriate simulation must be used where t he range of  conditions reflects r ealistic workplace 
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situations. The competencies covered by this unit would be demonstrated by an individual 
working alone.  The assessment environment should not disadvantage the candidate. 
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BS00354  Implement a Personal Marketing Plan  
 
Unit Descriptor: 
 
 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Maintain a professional image 1.1 Maintain dress code and personal grooming in accordance 
with agency requirements 

  1.2 Maintain contact with clients to promote confidence in the 
agency and ability to deliver the quality of service required 

    

2 Address client/prospect 
requirements 2.1 Identify and clarify client’s requirements following agency 

procedures 

  2.2 Maintain professional relationship with client following 
accepted professional ethics  

  2.3 Communicate with clients clearly, ensuring that the 
client's need for information is satisfied 

    

3 Build credibility with clients/ 
prospects 3.1 Meet client’s expectations to ensure satisfaction of all 

parties 

  3.2 Identify possible causes of client dissatisfaction and deal 
with them in accordance with agency procedures 

  3.3 Advise client regularly on the progress of business with 
subject property, following agency procedures 

  3.4 Maintain client confidentiality in accordance with 
professional ethics 

 

 

   

    

    

This unit deals with the skills and knowledge required for 

implementing a personal marketing plan. It describes the work 

expectations associated with maintain a professional image, 

addressing client/prospect requirements and building credibility with 

clients/prospects. 
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RANGE STATEMENT 
 
Dress code determinants include: 

 market conditions 
 category of client  
 client expectations 

 

Clients include: 
 existing clients 
 prospective clients 

Client’s expectations include: 
 reliability 
 punctuality  
 creditability 

 

 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
  
1. What are the agency requirements regarding personal grooming and using a dress code 
2. What are the procedures regarding professional ethics in the real estate industry 
3. Why is customer service important to the real estate industry 
4. How to create and implement personal marketing strategies 
5. What are the techniques used to build credibility with the client 
 
EVIDENCE GUIDE 
 
(1)  Critical Aspects of Evidenc

Evidence should include the ability to: 
 apply professional and business ethics in a competitiveh market 
 deal with a variety of client/agency interactions successfully 

 
(2)  Context of Assessment  

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of  ways including direct observation, supervisor’s 
reports, project work, samples and questioning. Questioning techniques should not  require 
language, literacy and numeracy skills beyond theose required i n t his unit of  c ompetency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and
manufacturing specifications, codes, standards, manuals and reference materials. 

 
(3)         Context of Assessment  

This uni t may be assessed on  the job, off the j ob or  a combination of both on and off the j ob.  
Where as sessment occurs of f t he j ob, that i s t he candidate i s not i n po oductive work, t hen an  
appropriate simulation must be used where t he range of  conditions reflects r ealistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone.  The assessment environment should not disadvantage the candidate. 
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BS00355  Monitor Sales Process  
 
Unit Descriptor: 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Plan for property 
settlement 

1.1 Identify and check settlement requirements with 
relevant parties to minimize misunderstanding or breaches 
of contract 

  1.2 Check that settlement is within the contract's legal 
framework by liaising with legal practitioners and other 
parties representing the vendor and buyer 

  1.3 Prepare contingency plans in consultation with relevant 
legal agents to avoid the possibility of any party being 
unable to fulfill contractual obligations 

    

2 Prepare documentation for 
agency disbursements 2.1 Complete all relevant documentation for sales process 

following agency procedures 

  2.2 Obtain authorized agency disbursements within 
contractual, agency and statutory requirements 

  2.3 Update financial systems to reflect authorized transactions, 
following agency procedures 

  2.4 Calculate agency fees and safeguard them during 
disbursement activities, in accordance with agency 
procedures 

  2.5 Check that the required authorizations, signatures and 
identifications are obtained prior to disbursement 

    

    

 

 

 
   

    
 

 

 

   

This unit deals with the skills and knowledge required for monitoring 

sales process. It describes the work expectations associated with 

planning for property settlement and preparing documentation for 

agency disbursements. 



 
 
BS00355  Monitor sales process 
 
 

  
Copyright 2010 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 STATEMENT 
 
Settlement requirements include: 

 legal documents 
 statutory documents 
 disbursement process 
 key 

 

 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
  
1. What are the agency’s property sales settlement procedures 
2. What are the agency procedures regarding customer service protocols 
3. What are the laws affecting real estate in your country 
4. How to carry out the disbursement process 
5. How to analyse the real estate investment for the Buyer 
6. How is mortgage process carried out 
 
 
EVIDENCE GUIDE 
 
(1)  Critical Aspects of Evidence 

Evidence should include a demonstrated ability to: 
 produce documentation for agency disbursements 

  
(2)  Context of Assessment  

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered t hrough a variety of  ways i ncluding direct obs ervation, supervisor’s 
reports, project work, samples and questioning. Questioning techniques should not require 
language, literacy and numeracy skills beyond t hose required in this unit of  competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
(3)         Context of Assessment  

This uni t m ay be assessed on  the job, off the j ob or  a combination of both on and off the j ob.  
Where assessment occurs off t he j ob, that is t he candidate i s not i n pr oductive work, t hen an  
appropriate simulation must be used where t he r ange of  conditions reflects realistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00356   Lease Property  
 
Unit Descriptor: 
 
 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Screen potential tenant 
enquiries 

1.1 Screen enquiries from potential tenant/lessee to ascertain 
tenant/lessee preferences, financial limits and capacity to 
pay 

  1.2 Identify the factors likely to influence the rent/lease of 
properties and clarify tenant/lessees intentions  

  1.3 Evaluate areas of dispute according to agency procedures  

    

2 Undertake property inspection 2.1 Preview property prior to client’s inspection 

  2.2 Indicate any structural defects/issues to landlord for 
rectification, following agency procedures 

  2.3 Arrange inspection of property with client to accommodate 
all parties and to have a full inventory of contents available 

  2.4 Produce promotional material on the subject property to 
address important rental features 

    

3 Review tenancy applications 3.1 Review tenancy applications to ensure that they have been 
completed in an accurate manner, according to established 
procedures  

  3.2 Check applicants' references and record results in 
accordance with agency procedures 

  3.3 Review application processes to ensure compliance with 
legislative requirements 

  3.4 Refer applications to agency client for final selection of 
tenant 

  3.5 Notify selected applicant and record details in agency 
systems following agency procedures 

    

This unit deals with the skills and knowledge required for leasing 

property. It describes the work expectations associated with 

screening potential tenants, undertaking property inspection, 

reviewing tenancy applications, preparing tenancy and landlord 

documentation, check in tenants and recording tenant/landlord 

transactions. 
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4 Prepare tenancy and landlord 
documentation 4.1 Prepare tenancy and landlord documentation to meet 

statutory, agency and client requirements 

  4.2 Deposit and record security deposits following agency and 
statutory regulations 

  4.3 Serve documentation to relevant parties in the required 
timeframes 

  4.4 Explain all tenancy documentation clearly to the tenant, 
following agency procedures 

  4.5 Explain all landlord documentation clearly to the landlord, 
following agency procedures 

  4.6 Produce landlord documentation in accordance with legal 
requirements and agency policy 

    

5 Check in/out tenants 5.1 Provide accurate advice to new tenants checking into 
property following established agency procedures  

  5.2 Conduct lease/rental possession processes with tenant 
according to agency procedures 

  5.3 Produce pre- and post-tenancy reports accurately, 
according to agency guidelines  

    

6 Record tenant/landlord 
transactions 6.1 Record and verify all transactions accurately on agency 

database, following all agency procedures 

  6.2 Maintain tenancy database to provide an accurate record of 
all property management contracts and actions required 

  6.3 Update details of tenant/landlord information regularly to 
ensure records are current 

  6.4 Record payment received accurately in agency files 
and documentation, in accordance with agency procedures 

  6.5 Record trust account transactions accurately to show 
payment taken and disbursements made, in accordance 
with contract and statutory requirements 

  6.6 Follow up all incident reports with appropriate personnel 
when necessary 
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RANGE STATEMENT 
 
Factors that influence rent/lease include: 

 location 
 price 
 property 
 condition 
 amenities 
 use of building 

 

Property types include: 
 residential 
 commercial 
 agricultural 
 industrial 
 investment  

Application processes for legislative requirements 
include: 

 standard legislative forms for different 
property types 

 personal data on client (including credit 
check) 

Possession processes include: 
 inspection of property 
 handover of keys 
 checking of inventory 

 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What information would be requested by clients on properties to be rented/leased 
2. What are the different records and reports to be completed when performing property  
    management activities 
3. What are the agency procedures for completing relevant records and documents 
4. What are the agency procedures relating to obtaining tenants 
5. What are the relevant legislation for renting/leasing property 
6.  How is the first month’s payment and security deposit handled 
7. How to prepare tenancy and managing agreements 
8. What are the relevant procedures for dealing with and recording payments 
9. What are the relevant procedures for checking in/out tenants 
 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence

Evidence should include a demonstrated ability to: 
 carry out a property inspection 
 produce tenancy and landlord documentation in accordance with agency policy 
 maintain accurate tenancy database 
 record tenant/landlord transactions 
 keep current tenant/landlord documentation 

 
(2)        Method of Assessment 

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of  ways including direct observation, supervisor’s 
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reports, project work, samples and questioning. Questioning techniques should not  require 
language, literacy and numeracy skills beyond t hose r equired i n t his unit of  competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
(3)         Context of Assessment  

This uni t m ay be assessed on  the job, off the job or  a combination of both on and off the j ob.  
Where as sessment occurs off the job, that i s t he c andidate is not i n pr oductive work, t hen an  
appropriate s imulation m ust be used where t he r ange of  c onditions r eflects r ealistic workplace 
situations.  The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00357  Manage Agency Risk  
 
Unit Descriptor: 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Analyze potential risks to 
agency and clients 

1.1 Confirm objectives of the agency and client by consulting 
with key personnel and using information available 

  1.2 Assess the risk to objectives against the inventory 
of the current and planned agency/client assets, functions 
and risk management strategies 

    

2 Implement agency policies 
and procedures to minimize risk 2.1 Identify causes of potential risk or existing threats to 

agency/client objectives accurately 

  2.2 Evaluate potential sources of risk or threats to establish 
extent of risk, in accordance with agency procedures 

  2.3 Implement corrective procedures to minimise risk, in 
accordance with agency policy 

  2.4 Record all risk information accurately, to enable the 
frequency and extent of potential threats to be monitored 
and remedied 

    

    

 
 
RANGE STATEMENT 
 
Ricks include: 

 occupational health and safety 
 public liability 
 franchise and license agreements 
 property ownership  
 competition 

Source of risks or threats include: 
 sales, including sale of property, incorrect 

disposal of chattels, code of 
ethics/practice, loss of documents, 
unauthorized disclosure and sale of 
goods under warrant of execution 

 commercial sales and leasing, including 
miscalculation of rentable floor space, 
exclusivity of business (retail) 

 administration, including 
misrepresentation, personal injury, and 
misappropriation 

This unit deals with the skills and knowledge required for managing 

agency risk. It describes the work expectations associated with 

analysing potential risks to agency and clients and implementing 

agency policies and procedures to minimize risk to the agency. 
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UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1.  What are the relevant financial management and control techniques that are required when managing       
     agency risk 
2. How can the relevant legislative framework impact on the provision of services in the real estate  
     industry 
3. What is the importance of professional ethics to the real estate industry 
4. What are the quality assurance procedures when managing agency risk 
 
 
 
EVIDENCE GUIDE 
 
(1)  Critical Aspects of Evidence 

Evidence should include a demonstrated ability to: 
 assess the risk and threats to the agency’s objectives  
 evaluate potential sources of risk or threats to establish extent of risk 

 
(2)         Method of Assessment 

Assessors should gather a range of  evidence that is a valid, sufficient, current and authentic.  
Evidence can be gathered h hrough a variety of  ways including direct observation, supervisor’s 
reports, project work, samples and questioning. Questioning techniques should not  require 
language, literacy and numeracy skills be yond t hose r equired in t his u nit of  c ompetency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
 
(2) Context of Assessment  

This uni t may be assessed on  the job, off the job or  a combination of both on and off the j ob.  
Where assessment occurs off t he j ob, that is t he candidate is not i n pr oductive work, t hen an  
appropriate simulation must be used where the range of  conditions r eflects realistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00360  Develop Strategic Business Plan 
 
Unit Descriptor: 
 
 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Identify business opportunities 
in the property market 

1.1 Identify valid and reliable sources of information concerning 
the property market and business environment  

  1.2 Collate information relevant to real estate business 
planning according to industry procedures 

  1.3 Identify and confirm immediate and ongoing business 
opportunities from an analysis of the business environment 

  1.4 Prepare cost benefit analysis on viable opportunities 
identified based on available property market information 

    

2 Establish the potential range 
and demand for agency 
services 

2.1 Develop a property market profile applicable to the agency  
using the information obtained 

  2.2 Develop an estimate of the demand for agency services, 
and a potential client profile for assessment  

  2.3 Identify resources required to service the projected demand 
and include in the overall cost benefit analysis  

  2.4 Identify and adopt agency marketing positioning strategy 
using the assessed information 

  2.5 Prepare lists of the range of services to be provided and 
the associated service fees and charges according to 
industry conventions  

    

3 Establish business goals and 
objectives 3.1 Identify activities related to business goals to achieve an 

increase in the firm's share of the property market 

  3.2 Estimate required rates of return for short and long-term 
agency viability to ensure cash flow management 

    

This unit deals with the skills and knowledge required for developing 

a strategic business plan. It describes the work expectations 

associated with identifying business opportunities in the property 

market, establishing the potential range and demand for agency 

services, establishing business goals and objectives and 

documenting and reviewing agency business strategies. 
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4 Document and review agency 
business strategies 4.1 Document plans to provide an accessible reference tool for 

evaluations of agency business performance 

  4.2 Develop strategic directions within the plans to  be 
assessed against performance benchmarks over time 

 
RANGE STATEMENT 
 
Sources of information concerning property market 
includes: 

 land & surveys division 
 government registry 
 industry associations 
 valuators 

 

Type of business under which the agency 
operates includes: 

 sole trader 
 partnership 
 franchise 
 body corporate/company 

Area of business includes: 
 rural 
 residential 
 retail 
 commercial 
 industrial 
 property valuation 
 specialist properties used for tourism, 
       leisure, community, medical and transport 

Analysis of business environment includes: 
 environmental analysis 
 competitor analysis 

 

Strategic direction includes: 
 analysis of competitive advantage/reputation  
 analysis of critical success factors 
 analysis of resources and capabilities 
 final analysis 

 

 
 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
  
1. What are the research techniques used to analyze business environments and real estate market  
    trends 
2. How to conduct risk analysis and undertake risk management 
3. How to obtain and use legal, financial and market information for strategic planning purposes 
4. What are the techniques used in costing, estimating and budgeting 
5. What information is required to prepare a strategic business plan 
6. How to develop and prepare a strategic business plan 
7. How to prepare and present strategic planning material  
8. How to justify decisions made in relation to key strategic directions proposed in the plan 
9. What are the different administrative systems and processes used to evaluate agency business  
    performance 
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EVIDENCE GUIDE 
 
(1)  Critical Aspects of Evidence  

Evidence should include the ability to: 
 obtain and use legal, financial and market information for strategic planning purposes 
 prepare a cost benefit analysis on viable opportunities 
 use research techniques to obtain information relating to business environment and 

real estate market 
 prepare a strategic business plan for a real estate agency 

 
 
 

(2)        Method of Assessment 
Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered through a variety of  ways i ncluding direct observation, supervisor’s 
reports, project work, samples and questioning.  Questioning techniques should not  require 
language, literacy and numeracy skills beyond t hose required i n t his unit of  competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
 
(3)         Context of Assessment  

This uni t may be assessed on  the job, off the j ob or  a combination of  both on and off the j ob.  
Where assessment occurs off the job, that i s t he candidate i s not i n productive work, t hen an  
appropriate simulation must be used where t he r ange of  conditions reflects r ealistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00361  Manage Agency Performance 
 
Unit Descriptor: 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Implement the elements of the 
agency business plan 

1.1 Interpret business strategy plan to determine the processes 
and resources required to achieve business goals 

  1.2 Develop an appropriate legal and administrative structure 
to deliver agency services ensuring it is agreed to by 
internal stakeholders 

  1.3 Determine organizational systems and processes required 
to deliver the agency strategy, from an assessment of 
available resources and information 

  1.4 Determine the key indicators of business performance from 
consultation with business advisers and staff and 
incorporate into work plans 

    

2 Establish processes for 
monitoring business 
performance 

2.1 Establish cost-effective processes to collect information 
on key indicators of business performance to track 
response to advertising 

  2.2 Establish procedures to allow regular analysis of 
performance to be used for comparisons with planned 
business objectives and previous performance 

    

3 Review and adjust business 
performance 3.1 Collect information on business performance to measure 

against agency and industry performance indicators 

  3.2 Evaluate business performance regularly as scheduled to 
enable identification of areas requiring improvement 

  3.3 Modify agency activities and systems to improve 
productivity outcomes  

 
 
RANGE STATEMENT 
 
Organizational systems and processes include: 

 administrative 
Indicators of business performance includes: 

 analysis of sales/rentals 

This unit deals with the skills and knowledge required for managing 

agency performance. It describes the work expectations associated 

with implementing the elements of the agency business plan, 

establishing processes for monitoring business performance and 

reviewing and adjusting business performance. 
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 financial and accounting 
 human resources  
 customer service arrangements 
 marketing and promotions 

 turnover ratios 
 ratio of income to outgoings 
 number of listings/prospects per locality 
 percentage of sales/rentals obtained 

from listings 
 percentage of sales obtained from 

number of viewings 
 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
  
1. What are the various legal and administrative structures that can be applied to a real estate agency 
2. What are the different organizational system and processes that can be used to deliver the agency  
    services 
3. What are the key indicators of business performance 
4. What are the different financial management and control techniques that can be used 
5. What are the processes that can be used to monitor business performance 
6. How does the legislative framework impact on the provision of services in the real estate industry 
7. What tools and techniques can be used for evaluating the agency’s performance 
8. What are the key economic indicators in the industry 
 
 
EVIDENCE GUIDE 
 
(1)  Critical Aspects of Evidence  

Evidence should include the ability to: 
 determine legal and administrative structure, organization system and processes to 

deliver agency strategy 
 establish processes and procedures for monitoring business performance 
 review and adjust business performance  
 

(2)        Method of Assessment 
Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be g athered through a variety of  ways i ncluding direct obs ervation, supervisor’s 
reports, project work, samples and questioning.  Questioning techniques should not  r equire 
language, literacy an d numeracy s kills beyond those required in t his u nit of  competency.  The 
candidate must have access to all tools, equipment, materials and documentation required.  The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
 (3)         Context of Assessment  

This uni t may be assessed on  the job, off the j ob or  a combination of bo th on and off the j ob.  
Where as sessment occurs off t he j ob, that is t he c andidate is not i n productive work, t hen an  
appropriate simulation must be used where t he range of  c onditions r eflects r ealistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 

 



 
 
BS00358  Prepare asset refurbishment plan 
 
 

  
Copyright 2010 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. 
 

BS00358  Prepare Asset Refurbishment Plan  
 
Unit Descriptor: 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Establish client’s refurbishment 
needs 

1.1 Advise clients on the cost benefits associated with property 
refurbishment  using property inspection reports  

  1.2 Identify client needs, the potential risks and opportunities 
involved with the refurbishment, following agency 
procedures 

  1.3 Prepare budget on work to be done to obtain client’s 
approval, following agency procedures 

  1.4 Develop refurbishment plans consistent with client 
requirements and agreed budgets 

  1.5 Identify risk factors and take steps to protect agency and 
client interests in accordance with agency procedures 

  1.6 Monitor budgets and activities to achieve outcomes 
required by the client and agency 

    

2 Evaluate refurbishment 
outcomes 2.1 Determine client satisfaction with refurbishment and record 

according to agency specifications 

  2.2 Record contingencies affecting the project and strategies 
used to manage them according to agency procedures 

  2.3 Evaluate processes involved in reaching objectives for 
quality, added value and contribution to further 
refurbishment management opportunities 

  2.5 Deduct agency fees for services provided from client’s 
account, following agency procedures 

  2.6 Maintain transaction records to provide an accurate record 
of actions taken on client's behalf, in accordance with 
agency procedures 

 
 
 
 
RANGE STATEMENT 
 
Property refurbishment  includes: 

 minor repairs and upgrades according to 
Risk factors include: 

 occupational health and safety 

This unit deals with the skills and knowledge required for preparing an 

asset refurbishment plan. It describes the work expectations 

associated with establishing the client’s refurbishment needs and 

evaluating refurbishment outcomes. 
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property insurance reports 
 large-scale refurbishment according to 

property insurance reports 
 
 

 franchise and license agreements 
 property ownership 

 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What are the relevant project management principles 
2. How can statutory and regulatory requirements impact the project 
3. What are the local regulations for development, building codes and by-laws, public and professional  
     liability and industry professional standards 
4. How to determine the cost benefits associated with property refurbishment   
5. What are the risks that can occur when undertaking refurbishment 
6. How to prepare and monitor budgets 
7. What records and reports are to be completed when preparing asset refurbishment plans 
 
 
EVIDENCE GUIDE 
 
(3) Critical Aspects of Evidence 

 
Evidence should include a demonstrated ability to: 

 prepare asset refurbishment plan  
 identify risks and opportunities involved with asset refurbishment 
 estimate and monitor budgets for asset refurbishment  

 
(2)        Method of Assessment 

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be gathered t hrough a variety of  ways i ncluding d irect obs ervation, supervisor’s 
reports, project work, samples and questioning. Questioning techniques should not require 
language, l iteracy an d nu meracy sills be yond t hose r equired in t his unit of  competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
 
(3)         Context of Assessment  

This uni t may be assessed on  the job, of f the j ob or  a combination of both on and off the j ob.  
Where assessment occurs of f t he j ob, that i s the candidate i s not i n pr oductive work, t hen an  
appropriate simulation m ust be used where t he range of  conditions r eflects realistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00359:  Manage Human Resources 
 
Unit Descriptor: 
 
 
 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Participate in team planning 1.1 Identify personnel needed to deliver agency services with 
agreement from stakeholders 

  1.2 Produce management and service delivery plans which 
reflect identified needs and support the employment and 
training of personnel 

  1.3 Identify professional qualifications required for job positions 
in the agency 

  1.4 Inform existing personnel  of agency recruitment and 
performance standards acceding to established procedures 

  1.5 Develop staff performance appraisal procedures in 
accordance with workplace procedures 

  1.6 Calculate remuneration packages based on agency policies 
and related market conditions 

    

2 Undertake staff recruitment 
 2.1 Recruit staff in accordance with needs identified in agency 

management plans 

  2.2 Produce job descriptions which address position 
requirements clearly 

  2.3 Check that recruited staff meets agreed agency standards 

  2.4 Use effective interview techniques to facilitate the selection 
of the most suitable candidate 

  2.5 Communicate terms and conditions clearly to candidates, 
ensuring that they are acknowledged by them 

  2.6 Check that candidate selection criteria are clear to be used 
to evaluate claims against the competency requirements of 
the position 

3 Administer employment 
contracts 3.1 Produce employment contracts that reflect the informed 

position, intent of both parties and meet statutory 
requirements 

This unit deals with the skills and knowledge required for managing 

human resources in real estate. It describes the work expectations 

associated with participating in team planning, undertaking staff 

recruitment, administering employment contracts, inducting new staff, 

monitoring and reviewing staff performance, providing performance 

development opportunities and reviewing training activities. 
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  3.2 Review agreed terms and conditions of employment 
regularly, by seeking and documenting input from relevant 
parties at specified intervals 

  3.3 Monitor administration of the contracts to ensure that the 
agreed terms and conditions of employment are met by 
both parties 

  3.4 Keep accurate personnel records to enable quick and 
efficient retrieval of relevant information 

    

4 Induct new staff 4.1 Conduct induction processes when staff are available, to 
minimize time spent off the job  

  4.2 Review induction activities on a scheduled basis and 
implement changes as required 

    

5 Monitor and review staff 
performance 
 

5.1 Establish performance indicators to enable a satisfactory 
outcome for all relevant parties 

  5.2 Evaluate performance against predetermined standards 
and maintain records to the satisfaction of all relevant 
parties 

  5.4 Establish employee’s training needs based on evaluation of 
performance 

  5.5 Implement disciplinary procedures with agency policies and 
labour laws 

    

    

6 Provide performance 
development opportunities to 
staff 

6.1 Arrange training opportunities to enhance the employment 
related skills of staff within the agency regularly, as 
scheduled 

  6.2 Maintain training records to enable the effectiveness of 
training to be evaluated against the skill development 
requirements of the agency  

    

7 Review training activities 7.1 Assess training outcomes against agency expectations 
following agency procedures 

  7.2 Update individual and group training records to provide an 
accurate record of training outcomes 

  7.3 Maintain confidentiality of personnel records using 
appropriate security arrangements 
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RANGE STATEMENT 
 
Performance appraisal procedures include: 

 questionnaire 
 appraisal interview 

 
 

Position requirements include: 
 personal attributes  
 skill levels  
 knowledge 
 experience  
 qualifications 

Interview techniques include: 
 formal/informal interview 
 problem solving 
 types of question 
 IQ testing 

Performance indicators include:  
 customer satisfaction with services 

provided 
 sales and turnover ratios 
 ratio of interviews to agency agreements 

entered into 
 percentage of sales obtained from listings 
 time management  

Training opportunities include: 
 structured training delivered on or off the job 
 job rotation  
 professional development  
 structured project or research activities 

 

 

 
 
UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
  
1. What are the common types of law employment contracts in the real estate industry 
2. What are the relevant statutes relating to: long service leave, occupational health and safety, workers 

compensation, equal employment opportunity legislation, redundancy and termination agreements, 
agency policy and recruitment practices, personnel management systems, industrial law, corporate 
law, EEO statutory legislation 

3. What criteria should be used to calculate remuneration packages 
4. What criteria should be used to prepare job descriptions 
5. What interview techniques can be used to facilitate the selection of the most suitable candidate 
6. What training options are available for staff development 
7. How often should performance reviews be done 
8. How to prepare and conduct a performance review 
9. How to assess the effectiveness of training  
10. How to apply effective communication techniques, including staff counseling, conflict resolution and  
       motivation techniques 
 
 
 
 
 
 



 
BS00359  Manage human resources 
 
 

  
Copyright 2010 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. 
 

EVIDENCE GUIDE 
 
(1)  Critical Aspects of Evidence 

Evidence should include the ability to: 
 recruit staff based on agency needs 
 establish benchmark for staff performance 
 review staff performance according to established performance benchmarks 
 maintain an efficient and effective personnel management system 

 
(2)         Context of Assessment  

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can b e gathered through a variety of  ways i ncluding d irect obs ervation, supervisor’s 
reports, project work, samples and questioning. Questioning techniques should not  require 
language, literacy an d numeracy skills beyond t hose r equired i n t his unit of  competency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
(3)         Context of Assessment  

This uni t may be assessed on  the job, of f the j ob or  a c ombination of both on and off the j ob.  
Where assessment occurs of f t he j ob, that i s t he c andidate i s not i n pr oductive work, t hen an  
appropriate simulation m ust be used where t he r ange of  c onditions r eflects realistic workplace 
situations. The competencies covered by this unit would be demonstrated by an individual 
working alone. The assessment environment should not disadvantage the candidate. 
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BS00400  Provide Property Management Services  
 
Unit Descriptor: 
 
 
 
 
 
 
 
 
 
 
 
ELEMENTS 
Candidates must be able to: 

PERFORMANCE CRITERIA 

1 Operate trust accounts for 
managed property clients 

1.1 Establish and operate landlord trust accounts within 
statutory and agency systems requirements  

    

2 Undertake risk management for 
managed properties 2.1 Undertake risk management within the terms of the 

property management agreement with owners 

  2.2 Ensure that landlord maintains required property insurance 
cover at all times 

  2.3 Assess contingency risks regularly and seek owners advice 
on any action to be carried out 

    

3 Maintain security and condition 
of managed properties 3.1 Plan inspections of managed property regularly according 

to agency guidelines 

  3.2 Establish property security measures within the terms of 
the property management agreement 

  3.3 Select suitable skilled/technical persons according to 
agency needs and guidelines 

  3.4 Monitor condition and usage patterns of managed property 
and report to agency client at periodic intervals 

  3.5 Select service providers on a competitive basis, following 
agency procedures 

  3.6 Monitor service providers' to ensure efficient and cost 
effective outcomes 

  3.7 Implement property maintenance schedules in accordance 
with service agreement 

  3.8 Record property maintenance requirements in accordance 
with agency procedures 

    

4 Plan tenancy renewals 4.1 Assess tenancy lease and renewal patterns and develop 
strategies to maximize agency and landlord benefits 

This unit deals with the skills and knowledge required for providing 

property management services. It describes the work expectations 

associated with operating trust accounts for managed property 

clients, undertake risk management for managed properties, maintain 

security and condition of managed properties, planning tenancy 

renewals, protecting landlord legal rights and obtaining vacant 

possession of managed properties. 
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  4.2 Schedule lease expiries to ensure tenancy renewals are 
obtained prior to expiry dates as stipulated by landlord 

    

5 Protect landlord's legal rights  5.1 Inform tenants of their rights and obligations under the 
tenancy agreement  

  5.2 Obtain acceptance of tenant’s agreement to rights and 
obligations, following agency procedures 

  5.3 Advise agency client and tenant when a breach of the lease 
by the tenant occurs, following agency procedures 

  5.4 Obtain agency client instructions and take appropriate 
action in accordance with statutory regulations and 
instructions received 

    

6 Manage rental arrears 3.1 Prepare arrears lists accurately as scheduled, according to 
agency procedures 

  3.2 Obtain payments or vacant possessions from tenants in 
arrears in accordance with landlord and legal requirements 

  3.3 Prepare reports accurately on rental money collected or in 
arrears according to agency procedures 

  3.4 Provide reports routinely to landlord as scheduled 

  3.5 Implement strategies for collection of rental arrears agreed 
upon with landlord, ensuring they are in accordance with 
agency procedures 

    

7 Obtain vacant possession 
of managed properties 7.1 Provide notice to the tenant in accordance with agency 

client instructions and statutory requirements 

  7.2 Obtain legal possession of property following legal 
procedures  

  7.3 Conduct property inspections to meet agency, landlord and 
statutory requirements 

  7.4 Communicate with the landlord and the tenant to ensure 
that a satisfactory conclusion to the tenancy is reached 

 
 
 
 
RANGE STATEMENT 
 
Contingency risks include: 

 occupational health and safety 
 public liability 
 property ownership 
 franchise and license agreements 

Property security measures include: 
 secure entrants/exit points 
 insurance 
 health and safety 
 statutory approvals 
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UNDERPINNING KNOWLEDGE & SKILLS 
Candidates must know: 
 
1. What are the principles of property management 
2. How to recognize the different building styles and faults 
3. What are the business and property law relating to the management of service contracts involving  
    rental property 
4. What are the agency policy and procedures concerning property management services 
5. What are the relevant tenancy legislation 
6. What are the mediation and court services available for dispute resolution 
7. What are the agency guidelines with regard to giving keys to property 
8. What are the relevant documents and reports to prepare for property rentals 
9. What are the relevant legislation that would apply to obtaining vacant possessions 
 
 
EVIDENCE GUIDE 
 
(1) Critical Aspects of Evidence 

Evidence should include a demonstrated ability to: 
 undertake risk management for managed properties 
 maintain security for managed properties 
 select appropriate service providers to maintain the condition of managed properties 
 protect landlord's legal rights by ensuring tenants are aware of their obligations 
 manage rental areas 
 obtain vacant possession of managed property 

 
(2)        Method of Assessment 

Assessors should gather a range of  evidence that is valid, sufficient, current and authentic.  
Evidence can be g athered through a variety of  ways including direct observation, supervisor’s 
reports, project work, samples and questioning.  Questioning techniques should not  require 
language, literacy and nu meracy skills be yond t hose required i n t his u nit of  c ompetency. The 
candidate must have access to all tools, equipment, materials and documentation required. The 
candidate must be permitted to refer to any relevant workplace procedures, product and 
manufacturing specifications, codes, standards, manuals and reference materials. 

 
 
(3)         Context of Assessment  
 This unit may be assessed on the job, off the job or a combination of both on and off the job.  

Where assessment occurs off the job, that is the candidate is not in productive work, then an 
appropriate simulation must be used where the range of conditions reflects realistic workplace 
situations.  The competencies covered by this unit would be demonstrated by an individual 
working alone.  The assessment environment should not disadvantage the candidate. 
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