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Introduction

Business Skills Victoria, the Industry Training Board for the Business Services, Finance and Property industries and Local Government Administration, is pleased to have the opportunity to provide evidence to this important Senate Inquiry.

Business Skills Victoria (BSV) is Victoria’s largest Industry Training Board with coverage for 512,000 workers (27% of the Victorian workforce) in the dynamic and economically important service sector.  BSV has been established for more than 7 years and has an established and skilled Secretariat and a strong and committed Board which represents many of the State’s major industry associations and unions.  BSV has always played a constructive and active role in the Vocational Education & Training (VET) system at both a Victorian and national level.  BSV, because of the extent of its coverage, works with 4 national ITABs.  BSV has at all times adopted a positive approach to the input of advice to the ITABs with the intent of improving the quality of training provision to Australian industry.  

BSV believes, therefore, that as an active player at the grass roots level of VET that it is well placed to provide valuable input to the Inquiry’s deliberations.  This response does not address all the terms of reference for the Inquiry but seeks to explore the issues of access and quality which are vital to the successful skilling of the Australian workforce.

New Apprenticeships – Terms of Reference (a), (b) and (e)

The New Apprenticeship Scheme (NAS) provides a welcome focus on the needs of structured workplace training.  The NAS has the potential to bring together new employees and the newest, contemporary, skills to meet what is, inevitably, a rapidly changing workplace environment.

NAS take-up levels

The pattern of take up, across industry areas, provides stark evidence about the penetration of New Apprenticeships into the service industries within BSV’s coverage.  The disparity in take up, it is most strongly believed, is not the result of differing levels of need.  All businesses require new and well trained people.  Rather the disparity is a result of lack of appropriate product, lack of industry expertise within the RTO network to deliver and lack of understanding of the benefits within the businesses.  As evidence of this, it is interesting to look at the take up of New Apprenticeships across industry sectors within BSV’s coverage within Victoria:

COMMENCEMENTS



OTFE Industry Sector
Areas of Study
1995 Total
1996 Total
1997 Total
1998 Total 
Jan-Jun 1999 Total


Call Centre
0
0
0
23
1,974


Management/Frontline
0
0
0
0
72


Marketing/Sales/Advertising
735
398
82
27
12


Office Admin / Clerical
640
1,539
2,043
3,276
2,821


Other Business
0
172
28
5
11

TOTAL Business Services

1,375
2,109
2,153
3,331
4,890


Other Cross Industry
0
0
0
0
0


Small Business
699
3,337
3,447
2,592
1,242

TOTAL Cross Industry

699
3,337
3,447
2,592
1,153


Finance
0
0
0
6
0


Insurance
14
14
29
42
58

TOTAL Finance

14
14
29
48
58


Local Govt
88
188
72
11
0

TOTAL Local Govt

88
188
72
11
0


Cleaning
0
4
46
1,112
1,819


Real Estate
27
90
130
231
123


Security
0
0
52
1,526
1,106


Waste Management
0
9
27
10
1

TOTAL Property

27
103
255
2,879
3,049









GRAND TOTAL

2,173
5,751
5,956
8,861
9,250

This table demonstrates that, for example, there has been an explosion of “Call Centre” new apprenticeships but, in contrast, almost no take up of Finance new apprenticeships.  This disparity in response is, however, not due to a lack of interest in, or need for, new apprenticeships with the Finance industry.  BSV has worked with several large finance houses who have supported new apprenticeships and have employed significant numbers of trainees under a Call Centre program.  There is therefore no lack of interest in the Scheme, rather it is believed there is simply a lack of appropriate “finance” products and providers and an appropriate communications strategy.

Similarly, a range of business services sectors and local government also have very low levels of penetration.  It is vital that the services industries, particularly those without a strong history of recognised vocational education and training, have the opportunity to gain greater access to publicly supported new entrant training.  It is these new service based industries which will provide many of the new jobs and will be major contributors to the country’s future economic success.

The successful take-up of new apprenticeships is dependent upon many complex factors.  While it is extremely difficult to identify all of these issues in a relatively short paper and provide differentiation across industries, the following summary is provided:

Success Factor
Barrier to Uptake
Potential Solution



Clear and efficient promotion
Within the service industries (particularly those without a history in apprenticeships), clarity of communication is important but not always achieved

The term “new apprenticeship” does not resonate with industries such as finance and business services where:

· they typically recruit career change and mature workers

· trainee or cadet are more familiar descriptors 
Increase the focus on industry-specific communications which utilises case studies to demonstrate “real life” benefits

Consider re-branding or co-branding to enable service sector to identify with the Scheme



Highly relevant and flexible training products
Quality and flexibility in training product are essential and can be delivered, however, there are financial benefits for RTOs to deliver “standard” products for which, for example, workplace training, assessment and record keeping products have already been produced. 

Similarly, it is difficult to identify and create new apprenticeship programs for sectors or occupations which fall outside Training Packages.
Provide incentives to RTOs who are prepared to tailor NAS delivery

Streamline the accreditation of NAS which are not covered by Training Package qualifications



High quality training and service management
Training delivery and the management of the apprenticeship process must be of the highest quality.  

Consistency of service delivery is also of vital importance, particularly, for those companies which cross state borders.


Embed client (employer and employee) satisfaction processes as part of the criteria for progress payments

Require RTOs to provide workplace trainer, assessment and mentoring skills into the support structures for workplace supervisors/employers

Refine and coordinate processes for declaring NAS across the States and Territories so that a program commenced in one State can be seamlessly transported to other States.

Refine the RTO registration and audit processes.  Facilitate moderation and/or validation processes within the assessment regime.



Fast response to emerging needs


New skill development needs can emerge quickly and require rapid response if new apprenticeships are to be seen as delivering relevant skilling of new entrants.  While the examples of this need are diverse, a current example is the need to embed GST implementation and awareness and skills into a broad range of programs particularly for the small business sector.  
Develop processes to readily tailor new apprenticeship programs to reflect immediate skill needs.  This may include a “prototyping” model where a properly developed State unit or module is able to be incorporated into programs ahead of full national validation and the review of Training Package content.



NAS, older workers and financial incentives

While the employment of young school leavers is important, BSV does not see the employment of older workers under the NAS in a negative light.  It is vital that national policy ensures a flexibility of response and the recognition that industries vary significantly in their structures, employment practices and familiarity with the VET sector.  

Many service sector businesses do have a tendency to employ career change or workers in their 20s and 30s in preference to school leavers.  This is frequently because of the perceptions and needs of clients and the complexity of the products and services offered by the companies.  A clear example of this is the financial services industry where the sale of high involvement and complex products such as superannuation and financial advice is deemed to be best undertaken by more mature workers.  It would be extremely unfair for an industry such as this to be disbarred from the NAS because of an undue focus on young entrants.

Similarly, there is little evidence that the financial incentives provided would ever be the sole reason that an employer would choose to assume the responsibility for employing a trainee.  The financial incentives are a useful tool to overcome barriers to training that may exist in some companies without a strong training culture.  The incentives, however, are not sufficient to cover all the costs.  A more important consideration rests with New Apprenticeship Centres and RTOs which, in chasing their fees, may unduly underplay the responsibility and time commitment that must be given by the employer to ensure a quality training outcome for the trainee.  

The recent changes to the eligibility requirements for access to the incentive scheme has also created substantial barriers for people changing industries and those employers who wish and need to recruit people with some work experience.  The chief cause for concern in this area rests with the blanket ruling that potential trainees are disbarred from attracting incentives if they have a pre-existing qualification at the same, or a higher level, than that attached to the NAS program.  This barrier appears to run counter to the underpinning principle of VET which is that skill development and training should reflect workplace need and have a vocational outcome.  

An IT consulting firm or an advertising agency recruiting a 22 year old with a trade qualification would not have access to the NAS even though the initial training of the employee in no way would equip him or her for the new position.  This inconsistency should be immediately addressed if workers are to be assisted to transit from sectors with little employment growth and opportunity to, particularly, the service sector jobs of the future.

BSV believes that audit and quality control processes which monitor the performance of NACs and RTOs should ensure that ethical and complete information is provided to employers and that, as the VET System professionals, they have the information and skills to brief employers and monitor their workplace supervisory performance.  The throughput of trainees should not be the only measurement criteria.

VET Quality – Terms of Reference (c) and (d)

The training market is large, diverse and competitive and this situation does offer consumers greater choice than ever before.  The rapid introduction of new technology and the creation of enterprise RTOs to ensure that in-house training is recognised are two vital changes which have increased accessibility and reach.

The inevitable tension felt by TAFEs which has occurred as a result of the increased competition brought by private RTOs should not be seen as conflict between “good” public institutions and “poor” private providers.  This ITB has experienced more concerns from its industry constituents about the flexibility, responsiveness and quality of public providers than it has about private RTOs.  The real issue that must be addressed relates to the current systemic failure to adequately address the auditing and monitoring of the quality outputs of all RTOs.  

RTO registration and audit

Currently, within Victoria and operating within ANTA guidelines, the audit process for RTOs relies largely on a mechanistic check of process (such as record keeping) rather than also including a review, or spot check, of the quality of the training process.

BSV has raised this issue with its State Training Authority (STA) in the past and recommends that:

· the people and processes used to register RTOs should be different from the people and processes which audit RTOs in order to avoid any potential conflict of interest

· audits should be conducted which assess the quality of the training as well as the quality of the record keeping

· a form of Quality Endorsed Training Organisation (QETO) process should be used and marketed actively by STAs to indicate to prospective consumers that the RTO meets the highest level of quality provision

· State ITABs as broadly based industry representative bodies should be consistently involved in the quality assurance processes of the STAs across the nation.  This involvement is applied with considerable benefit within Tasmania and Queensland

· moderation or validation processes be built into the assessment guidelines.  Anecdotal evidence is increasingly being provided to BSV that many enterprises, are concerned about the reliability and validity of assessments performed by RTOs in the workplace.  Some of these concerns are caused by a lack of familiarity with assessment as a model which can lead to credentialling but also the concerns are caused by assessment process which are “tick box” and with apparently insufficient mechanisms to ensure adequate evidence has been collected.  Moderation and/or validation of a percentage of assessments by an external expert would build the credibility and quality of the assessment process

· RTOs be encouraged to build “workplace trainer” programs and understanding of adult learning, mentoring and assessment principles into the support processes offered to workplace supervisors responsible for trainees.  For example, a model established by the Real Estate Institute of Victoria which has been successfully operating for a number of years demonstrates that with the adequate skilling and support of workplace supervisors coupled with sound assessment process the quality and outcome of the programs can be assured

Training Package quality

While there are an enormous range of variables which impact the quality of training delivery, a critique of the quality of contemporary training cannot be completed without addressing the nature of the core “building blocks” – Training Packages.  Certainly, the skill and application of RTOs, the rigour of assessment, the registration and audit processes and the commitment of employers are all critical elements and ones which have always been important to the success of skill development.  However, the major and recent change which has occurred in recent years and which is having a major impact on delivery is the introduction of Training Packages.  

Business Skills Victoria is supportive of the role of Training Packages in linking closely the practicalities of workplace skill needs to the recognition and qualification processes of the national training system.

Few processes and systems, however, are perfect and BSV believes that it is timely to consider the enhancement and refinement of Training Packages.  A paper prepared by the Board of BSV in December 1998, and provided to ANTA and the OTFE, is attached.  The paper, which remains relevant, canvasses a range of practical and readily achievable enhancements to Training Packages which could be put in place at a national and state level.  The key points which permeate most of the issues raised in the paper can be summarised as:

· the relative inflexibility of the qualification structures within Training Packages which is increasingly resulting in enterprises using the competency units to support their skill development and performance management systems but abandoning the qualification outcomes because of the difficulty in matching these to the work which is actually performed.  Small business, in particular, requires staff to be broadly and flexibly skilled.  These businesses, combined with new and emerging sectors (call centres, e-commerce) which do not “fit” into any one industry Package, are testing the traditional industry structures and qualifications frameworks of Training Packages.

· the problematic Training Package development process which frequently does not allow the time or opportunity for strong functional work analysis, broad consultation and field testing prior to endorsement would benefit from improvement.  The cry is often heard that the timeframes driven by ANTA’s contracts with developers do not allow for longer or better consultation and adequate analysis.  While it is unclear whether this is accurate or not, it is clear that the quality of the products and ownership by wider sectors of industry would be improved with changes to the development process.

The major tool used by developers to describe the range of functions and competencies performed by Australian workers is the holding of a limited range of focus groups and paper-based comment to draft products.  It is strongly believed that not only is this typical development model too limited but that it lacks the sophistication and complexity which would build in the required flexibility and longevity to the products. 

The raising of the skill-base of the community is essential to the economic and social wellbeing of Australia in the 21st century.  The rise of the knowledge economy and the need to compete in a global marketplace necessitate new and high level skills.  Australian governments, enterprises and individuals have, through financial commitment and levels of activity, demonstrated a long standing willingness to learning and training.  The near future, however, will test this commitment as the need for constant reskilling and upskilling become increasingly apparent as the business environment changes rapidly.  In this environment, the need for continued dialogue between government and industry will become even more pressing as will the need to continually revise the training structures and processes which support Australian industry and the community.

Appendix

[image: image1.wmf]
Training Packages – A Board Position

The introduction of Training Packages has provided a welcome (and clear) focus on the link between the practical demonstration of competence and the functions which are undertaken in the workplace.  Training Packages strengthen the message inherent in competency based training that it is the demonstration of competence which is important not the route taken to achieve the competence.  It is the assessment of competence rather than training which is central to Training Packages.  This means that existing workers, many with substantial skills, can be assessed and if they are found to be competent they can be awarded a qualification.  Training, in this setting, is only needed to fill competency gaps.

In principle, therefore, Training Packages:

· Support existing workers

· Deliver time and cost effective training, because training only occurs when it is needed 

· Are practically rather than academically based, because they have at their heart the skills actually used in the workplace

Training Packages are, of course, only as useful and relevant as the content, quality and the accuracy of their description of the work undertaken in Australian enterprises.  The Secretariat now has a reasonable working knowledge of those few Training Packages which have been endorsed and implemented.  It is time to consider the issues which have arisen from implementation and move to refine and strengthen existing and future Training Packages.

Issues and A Proposed Way Forward

Although the intent and principles of Training Packages are applauded there are 6 key areas where there is a clear and immediate need for change and improvement.  If these changes are not addressed the very real possibility exists that Training Packages will not receive the support of enterprises or Registered Training Organisation.

These issues together with proposed changes, and strategies to achieve the change, have been discussed by the Board of Business Skills Victoria and adopted as a major focus of work and policy implementation during 1999. 

Issue 1 – Ensuring that the Package reflects the reality of the work place

Issue 
Change

1. There is evidence that the competencies and packaging rules do not entirely reflect the nature of work which is undertaken.  This means that either:

Training is undertaken which is unnecessary because it does not lead to demonstrated competence in the workplace (ie the skill is unused)

or

People cannot be credentialled because their work will not ever allow them to build and utilise the skills described in the Training Package


Training Packages must:

· Contain units of competence which reflect the reality of work

· Utilise packaging rules which are flexible enough to accommodate the enormous breadth and diversity of jobs

· Enable individuals and enterprises to draw on units of competence from different areas if this is required to adequately describe cross-industry or “hybrid” work (eg administrators working in real estate or call centre supervisors)

· Move towards a Framework approach rather than rigid, stand-alone Packages

· De-emphasise the attainment of full credentials and support the development of a Skills Passport

A Case Study has been provided in the Appendix, which highlights the diverse but typical nature of work and the difficulty of identifying a Training Package that supports that work.

Actions

BSV is providing strong advice to the OTFE, ANTA and its National ITAB network that Training Packages should only be endorsed when:

· The developmental process has included, and can demonstrate detailed, practical, fieldwork in a broad range of enterprise settings aimed at comprehensively analysing the jobs that are undertaken within the ambit of the proposed project (this element to include formal job study analyses)

· The consultations with industry are extensive, broad and evidence can be shown that individuals involved in the consultations have contributed (rather than simply by their participation in briefing or information sessions) and that issues raised by participants have been addressed

· The draft standards and packaging rules have been field tested, validated and the Package amended if the practical test of piloting demonstrates the need for review

· State Industry Training Boards have been involved and meaningfully consulted during the development process to ensure that the Package reflects local industry representatives’ concerns and their ownership of the product can then be assured

Issue 2 – Recognising the commonality and cross-industry nature of many competencies

Issue 
Change

The development of Training Packages in isolation from each other has led to the creation of duplicative competency standards which address the same skill.

This is:

· Extremely costly with Package developers repeating the same work

· Highly confusing for workplaces which may utilise more than one Package, only to find the same skill addressed differently in various packages

· Counter-productive and works against the portability of skills as individuals move across and between industries
· Training Packages should be “mapped” to comprehensively identify areas where there is replication and repetition of like-competencies.

· ANTA to instigate a process to negotiate mutual recognition of comparable competencies across industries.

· Cross-industry areas, where there is a high level of replication (eg OH&S, teams, quality, IT) to be incorporated into a Business Services Framework to support all industries and occupations.



Actions

BSV recommends, and would welcome, a review by ANTA of the relationship between and across Training Packages.  BSV understands that any one enterprise may have to utilise a significant number of Packages in order to support the diverse needs of the workforce.  The very different look, level of detail and style of development of Training Packages makes the implementation by one organisation problematic.  BSV believes that ANTA should, as a high priority:

· Immediately map the duplication of competencies which appear in various Packages (eg OH&S; “quality”; team; existing communications; administration) and establish protocols with the national ITABs that comparable units of competence should be granted “equivalent status” so that enterprises can choose to implement only one form of the competence

· Establish quality control standards which ensures that cross-industry competencies are developed only once and in the future that the “wheel is not reinvented”

· Facilitate the development of Frameworks for cross-industry competencies

Issue 3 – Improving Training Package quality and consistency

Issue 
Change

Training Packages developed by different ITABs are of varying quality which results in inconsistent outcomes and confusion for enterprises and RTOs.
Improved quality control processes should be implemented by ANTA and the Training Recognition Council to lift the quality (depth, level of detail and currency) of the Packages and ensure consistency.  To enable this to occur:

1. Adequate time must be given to State ITBs, State Training Authorities and industry partners to review the draft competencies

2. Standards for Package developers must mandate, for example:

· high level industry and enterprise consultations

· sophisticated job study analyses

· validation of draft competencies in a range of workplaces

3. The involvement of State ITBs and their constituencies in the development of Packages must be extensive and mandated



Actions

This issue is strongly linked to the Issue 1, and represents a concern about the inconsistency in the approach, detail and quality of Training Packages.  

BSV is aware that many of the initial Training Packages which have been endorsed have been based on earlier sets of national competency standards which have been “re-packaged” and reworked to varying extents as a basis for the new Package.  While this is understandable, particularly in the earlier Training Packages, BSV believes that it is essential that more stringent quality control process be put in place before the remainder of the Packages are endorsed and implemented.

In addition to refined development, consultation and validation processes, it is recommended that the OTFE, ANTA and national ITABs collectively ensure that:

· Detailed quality control processes are developed, implemented and monitored and that these processes include adherence to more stringent guidelines for Package developers 

· The development of Training Packages must be subject to open tender.  The valuable input and time of the national ITAB must be recognised but should represent only an established and set proportion of total development cost

· The timeframe for the development of the Packages which is embedded in the contract ANTA establishes with national package developers must be sufficient to ensure adequate consultations at a national and State level, proper field testing and review of products together with the careful consideration and validation of final products prior to endorsement.  BSV simply does not believe that its industry partners would prefer an inferior product delivered today rather than a high quality product delivered in 2 months time

Issue 4 – Competent for the workplace or competent in the workplace?

Issue 
Change

Training Packages developed by differing ITABs have varying perspectives on whether training is to deliver:

Competence for the Workplace - this approach facilitates RTOs running training programs which prepare trainees for the workplace but without assessment in the workplace or the need for a direct relationship with a workplace – risk: training not being closely matched to the actual operating environment

Competence in the Workplace – this approach requires that a trainee be able to demonstrate competence in a “live” workplace setting (this is the approach adopted by the Retail Training Package)

risk: does not readily support training for new entrants who do not have a job and are being prepared to enter the workforce


The two approaches have both benefits and disadvantages which must be weighed.

BSV believes that a balance can be struck whereby Training Packages accommodate both new entrants and existing workers.  Package developers should consistently allow for competence for the workplace to be accommodated with the requirement for work-placement (or a simulated work environment) where competencies identified as being most appropriately assessed on the job can be addressed.

Actions

Business Skills Victoria has already noted that the differing approaches to the underpinning principles of Training Packages is causing confusion and concern in enterprises and RTOs alike.  A stringent, perhaps purest, approach that assessment of competence can only occur in the workplace may lead to a substantial disbarring  from training of those seeking work in the industry for the first time and an escalation in the cost of training and assessment for public RTOs.

BSV recommends that:

· ANTA, the State Training Authorities and the ITAB network establish a consistent position which allows assessment to occur off-the-job but with work-placement (or a simulated work environment) being embedded in all training regimes supporting Training Packages.  In this environment those competencies identified as being most appropriately assessed on the job can be adequately addressed.

Issue 5 – Maintaining Training Packages

Issue 
Change

The longevity and endorsement period of Training Packages requires clarification with a recognition of the rapidly changing world of work.
Training Packages should be reviewed every 3 years with a mid-period (minor) maintenance at an 18 month interval.  This process should involve State-level input.

Actions

BSV recognises the rapidity of change in the contemporary workforce and business environment.  Training Packages are largely designed to reflect current practise rather than be developmental tools to lead change in enterprises.  This, inevitably, means that the Training Packages are likely to require frequent upgrading if they are to continually reflect the contemporary nature of work.

Business Skills Victoria recommends to ANTA and to the OTFE that:

· A continuous review process be implemented which enables key stakeholders, including the State ITBs, to feed-back recommended changes to the national developers which can be validated and form part of an 18 monthly,  mid-term, revision of the Packages

· Training Packages are re-developed each three years using a full development, trialing and validation process

BSV believes that a full re-development exercise will be required each three years to accommodate the accelerated rate of business change.  For example, the impact and rise of e-commerce and call centres could not have been fully appreciated 3 years ago but today form an increasingly important part of the new way of conducting business transactions which must be accommodated.

Issue 6 – Funding Training Package Implementation

Issue 
Change

The allocation of Student Contact Hours within a Training Package environment is still not delivering satisfactory outcomes.  The Finance Package, for example, will not be adequately resourced by the OTFE to allow implementation to the NFITAB requirements or the CMMs recommended alignment with modules of curriculum identified to deliver the competencies.
The OTFE, and ANTA,  must continue to seek an outcomes based funding model which support a Competency-Based Approach.

Actions

Although BSV does not underestimate the difficulty in changing the traditional Student Contact Hour funding regime, it is considered essential that the publicly funded VET system move towards an outcome-oriented funding model which recognises the attainment of competence rather than attendance at a training program.

This shift in the structure of the funding model is also essential if the important role of assessment is to be recognised.  

BSV recommends that:

The ANTA and the OTFE, together with other State Training Authorities, develop a new outcomes oriented funding model which:

· Is not premised on learning happening in a TAFE classroom

· Rewards RTOs which are innovative and deliver solutions in flexible ways, particularly, in the workplace

· Recognises that in a competency-based approach to skill formation the sequence of skill assessment, skill gap identification, skill gap training and further assessment is essential with all elements in the sequence being important and worthy of State funding support

· Does not use the competitive tendering of training delivery to drive down the unit price of delivery to such an extent that quality delivery is not possible.  It is also essential that the process is not used by RTOs, which can afford the strategy, to use a “loss-leader” pricing structure to drive other competitors from the market

Georgie Cane

December 7, 1998

Appendix

The following analysis was conducted as part of the Board’s Destination and Skills Formation Improvement Program project.  The analysis is part of Phase 2 of the project which aimed to 

· identify a sample of businesses (reflecting the size distribution of businesses within BSVs coverage ie, with the majority employing fewer than 20 people) in 6 industry areas

· conduct detailed job analysis and skills audits of administrative, management and other corporate support workers

· match job analyses and skills audits to packaged programs.

Sarah is a corporate support worker in a real estate agency.  Provided below is a skills analysis of the work she undertakes in her job.  The skills have been matched directly to endorsed national Competency Standards and Training Packages, where they exist and where there was no match a competency statement was developed specifically for the project.

As can be seen from the list Sarah works over a number of AQF levels and uses a variety of skills in her job, which can not be easily matched to one Training Package. 

Real Estate Agency

Office Administrator

Task Analysis
Skills Analysis
Aligned to Training Package
Partial/

Full Alignment
Unit Title

Distribute mail
Literacy

Organisational
Administration Training Package
Partial
Handle mail to facilitate communication flow

Maintain files
Literacy

Numeracy

Technology
Administration Training Package
Full
Maintain information records system to ensure its integrity

Reception duties
Interpersonal

Greeting

Listening

Customer Service
Administration Training Package
Partial
Receive and pass on oral messages to facilitate effective routine communication

Liaise with customers to answer queries
Interpersonal

Greeting

Listening

Customer Service
Administration Training Package
Partial
Receive and pass on written information to facilitate communication flow

Respond to requests
Organisational

Technology

Customer service

Interpersonal
Administration Training Package
Full
Organise and provide information in response to requests

Respond to Real Estate queries


Customer service

Interpersonal

Marketing
Administration Training Package
Partial
Apply knowledge of enterprise to promote its products and services

Not Identified by participant
Literacy
Administration Training Package
Requirement for credentialling
Follow OH&S policies and procedures in the workplace in order to ensure own safety and that of others in the workplace

Advanced computer skills
Technology

Problem solving
Administration Training Package
Partial
Use the advanced functions of a range of office equipment to complete daily tasks

Produce documents
Technology

Literacy

Problem solving
Administration Training Package
Full
Design and develop documents, reports and worksheets

Maintain files
Literacy Numeracy

Technology
Administration Training Package
Full
Maintain computer files

Technology support
Technology

Problem solving


Administration Training Package
Partial
Operate and maintain computer printer

Technology management
Technology

Problem solving
No alignment 
Developed for the project
Identify, investigate and resolve simple user problems

Organise self and others
Negotiation

Organisational

Interpersonal
Administration Training Package
Partial
Organise own work schedule to achieve designated team/section goals

Prepare meeting documentation and attend meeting
Organisational

Technology

Literacy


No alignment
Developed for the project
Participate in meetings

Organise self and others
Negotiation

Organisational

Interpersonal
Administration Training Package
Partial
Coordinate own work schedule with that of others to achieve agreed team/section goals

Work with others
Negotiation

Organisational

Interpersonal
Administration Training Package
Partial
Participate in allocation and completion of team tasks

Assist others with problems
Problem solving

Negotiation

Conflict management
No alignment
Developed for the project
Coach/mentor team members

Basic bookkeeping
Technology

Financial

Numeracy

Problem solving
No alignment
Developed for the project
Use accounting software packages to perform basic bookkeeping tasks

Basic bookkeeping
Technology

Financial

Numeracy

Problem solving
No alignment
Developed for the project
Use accounting software packages to carry out routine ledger operations and general common business reports

Maintain records
Technology

Literacy

Numeracy

Problem solving
Administration Training Package
Partial
Maintain daily financial records for accounting purposes

Handle monies
Numeracy

Problem solving
Administration Training Package
Partial
Monitor cash control for accounting purposes

Monitor and order stock 
Organisational

Numeracy
Administration Training Package
Full
Monitor stock levels to maintain enterprise activities

Maintain records
Technology

Problem solving

Literacy

Numeracy
Administration Training Package
Partial
Maintain financial records for reporting purposes

Produce reports from records
Technology

Numeracy

Analysis
Administration Training Package
Partial
Produce reports as required for cash flow forecasts and budgetary purposes

Prepare payroll details
Technology

Organisational

Analysis
Administration Training Package
Partial
Manage payroll records for employee salaries and statutory record keeping purposes



Handle monies
Numeracy

Problem solving
Administration Training Package
Partial
Monitor and control disbursements within a given budget

Monitor and order stock
Organisational


Administration Training Package
Partial
Manage and control stock supply

Comply with legislation
Organisational

Literacy

Analysis
No alignment
Developed for the project
Prepare statutory returns

Produce reports from records
Technology

Numeracy

Analysis
Draft Accounting Standards
Partial
Produce financial reports

Maintain records
Technology

Numeracy

Analysis
Draft Accounting Standards
Partial
Establish and maintain financial systems and records

Comply with legislation
Technology

Numeracy

Analysis
No alignment
Developed for the project
Gathers and verifies information for audit process

Improves processes
Organisational

Problem solving

Entrepreneurial
Draft Accounting Standards
Partial
Implements organisation improvement programs

Check financial statements
Numeracy

Analysis
No alignment
Developed for the project
Analyse year to date financial statements

Monitor accounts
Organisational

Numeracy

Problem solving

Analysis
Finance Training Package
Full
Monitor and control accounts

Use the trust account
Technology

Problem solving

Numeracy
Real Estate Training Package
Full
Implement and monitor financial management systems

Use the trust account
Technology

Problem solving

Numeracy
Real Estate Training Package
Full
Maintain trust account
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