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Preliminary Information

Important Note to Users

Training Packages are not static documents; they are amended periodically to reflect the
latest industry practices and are version controlled. It is essential that the latest version is
always used.

Check the version number before commencing training or assessment

This Training Package is Version 4 — check whether this is the latest version by going to the
National Training Information Service (www.ntis.gov.au) and locating information about the
Training Package. Alternatively, contact Innovation and Business Skills Australia
(www.ibsa.org.au) to confirm the latest version number.

Explanation of version number conventions

The primary release Training Package is Version 1. When changes are made to a Training
Package, sometimes the version number is changed and sometimes it is not, depending on the
extent of the change. When a Training Package is reviewed it is considered to be a new
Training Package for the purposes of version control, and is Version 1. Do not confuse the
version number with the Training Package’s national code (which remains the same during
its period of endorsement).

Explanation of the review date

The review date (shown on the title page and in the footer of each page) indicates when the
Training Package is expected to be reviewed in the light of changes such as changing
technologies and circumstances. The Training Package review date is not an expiry date.
Endorsed Training Packages and their components remain current until they are reviewed or
replaced.

Version modification history

The version details of this endorsed Training Package are in the table below. The latest
information is at the top of the table.

Version Release Date Comments

4 October 2004 Fields and domains

Version 4 includes all the fields and domains in Version 3 plus:

- anew field of International Services which includes the new domain of

International Trade/Business,
an expanded Business Management Services field with two new domains of
Occupational Health and Safety (OHS) and Compliance Management, and
an expanded Common Business field to include 1 new unit.

In total Version 4 BSBO1 contains eight fields and twenty-four domains.

Qualifications added to BSBO1 in Version 4

Version 4 includes all the qualifications in Version 3 plus the following six new
qualifications.

BSB30803 Certificate |11 in Business (International Trade)

BSB42003 Certificate IV in Business (International Trade)

BSB41603 Certificate IV in Occupational Health and Safety

BSB51903 Diploma in International Business

BSB51603 Diploma of Occupational Health and Safety

BSB61003 Advanced Diploma of Occupational Health and Safety

Qualification Guide amendments
The Qualification Guide has been amended to include the new qualifications.
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Version Release Date

Comments

Units of competency

This version includes all the units of competency provided in Version 3 plus the
following additional fifty-seven new units of competency.

BSBCMN421A Assist with compliance with OHS and other relevant laws
BSBOHS401A Contribute to the implementation of a systematic approach to
managing OHS

BSBOHS402A Contribute to the implementation of the OHS consultation process
BSBOHS403A Identify hazards and assess OHS risks

BSBOHS404A Contribute to the implementation of strategies to control OHS risk
BSBOHS405A Contribute to the implementation of emergency procedures
BSBOHS406A Use equipment to conduct workplace monitoring

BSBOHSS501A Participate in the coordination and maintenance of a systematic
approach to managing OHS

BSBOHS502A Participate in the management of the OHS information and data
systems

BSBOHS503A Assist in the design and development of OHS participative
arrangements

BSBOHS504A Apply principles of OHS risk management

BSBOHS505A Manage hazards in the work environment

BSBOHS506A Monitor and facilitate the management of hazards associated with plant
BSBOHS507A Facilitate the application of principles of occupational health to control
OHS risk

BSBOHSS508A Participate in the investigation of incidents

BSBOHS601A Develop a systematic approach to managing OHS

BSBOHS602A Develop OHS information and data analysis and reporting and
recording processes

BSBOHS603A Analyse and evaluate OHS risk

BSBOHS604A Apply ergonomic principles to control OHS risk

BSBOHS605A Apply occupational hygiene principles to control OHS risk
BSBOHS606A Develop and implement crisis management processes
BSBOHS607A Advise on application of safe design principles to control OHS risk
BSBOHS608A Conduct an OHS audit

BSBOHS609A Evaluate an organisation’s OHS performance

BSBCOMA401A Organise and monitor the operation of compliance management
system

BSBCOMA402A Implement processes for the management of breaches in compliance
requirements

BSBCOMA403A Promote and liaise on compliance requirements, systems and related
issues

BSBCOMS501A Identify and interpret compliance requirements

BSBCOMA502A Evaluate and review compliance

BSBCOM503A Develop processes for the management of breaches in compliance
requirements

BSBCOM504A Create a culture of compliance within an organisation
BSBCOMG601A Research compliance requirements and issues

BSBCOMG602A Develop and create compliance requirements

BSBCOMG603A Plan and establish compliance management systems

BSBINT301A Apply knowledge of the international trade environment to complete
work

BSBINT302A Apply knowledge of legislation relevant to international trade to
complete work

BSBINT303A Organise the importing and exporting of goods

BSBINT304A Assist in the international transfer of services

BSBINT305A Prepare business documents for the international trade of goods
BSBINT306A Apply knowledge of international finance and insurance to complete
work requirements

BSBINT401A Research international business opportunities

BSBINT402A Market goods and services internationally

BSBINT403A Research international markets

BSBINT404A Implement international client relationship strategies

BSBINT405A Apply knowledge of import and export international conventions, laws
and finance

BSBINT406A Promote compliance with legislation

BSBINT407A Prepare business advice on export Free on Board Value
BSBINT408A Prepare business advice on the taxes and duties for international trade
transactions
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Version Release Date Comments

BSBINT409A Plan for international trade

BSBINTS501A Profile international markets

BSBINT502A Analyse consumer behaviour for specific international markets
BSBINTS503A Analyse data from international markets

BSBINT504A Forecast international market and business needs

BSBINT505A Build international client relationships

BSBINT506A Build international business networks

BSBINT507A Report on finances related to international business

BSBINT508A Promote products and services to international markets

3 March 2004 Version 3 of BSBO1 Business Services Training Package included the seven fields and
twelve domains developed in Phase One (see version 1 & 2 notes below) together with
the extensions to fields, additional domains, new units of competency and new and
replacement qualifications developed in Phase Two as described below.

Fields expanded in Phase Two

Common Business — expanded to incorporate units of competency under additional
areas (business communication; generalist marketing; first aid; project management;
risk management; customer service; diversity and knowledge management).
Business Administration Services — expanded to incorporate units of competency and
qualifications in two new domains — Purchasing and Medical Administration.
Business Management Services— expanded to incorporate units of competency and
qualifications in three new domains — Project Management, Franchising, Quality
Auditing, and to provide additional Strategic Management units.

Human Resources Management — expanded to incorporate units of competency and
qualifications in two new domains — Unionism and Employment Services, and to
provide additional Human Resources units.

Business Development — expanded to incorporate additional units of competency for
the Marketing domain.

Domains developed in Phase Two

Purchasing

Medical Administration

Project Management

Franchising

Unionism

Employment Services

Quality Auditing

Frontline Management (review only)

Qualifications added to BSBO1 in Phase Two

BSB30504 Certificate Il in Business (Frontline Management)

BSB30704 Certificate 111 in Business (Medical Administration)

BSB41004 Certificate IV in Business (Frontline Management)

BSB41404 Certificate 1V in Business (Purchasing)

BSB41504 Certificate IV in Project Management

BSB41704 Certificate IV in Business (Franchising)

BSB41804 Certificate IV in Unionism

BSB41904 Certificate IV in Business (Employment Services)

BSB51004 Diploma of Business (Frontline Management)

BSB51404 Diploma of Business (Purchasing)

BSB51504 Diploma of Project Management

BSB51704 Diploma of Business (Franchising)

BSB51804 Diploma of Unionism

BSB51904 Diploma of Business (Quality Auditing)

BSB60904 Advanced Diploma of Project Management

Deleted/replaced qualifications

The Frontline Management qualifications from BSBO1 Versions 1 & 2 - BSB30501
Certificate Il in Frontline Management, BSB41001 Certificate IV in Business
(Frontline Management) and BSB51001 Diploma of Business (Frontline Management)
are now replaced by new frontline qualifications at the same qualification as shown in
the list above.

Qualifications Framework amendments

The Qualifications Framework has been amended to include the new qualifications,
provide advice about replaced qualifications and provide specific packaging rules for
three of the new qualifications — BSB41504 Certificate 1V in Project Management,
BSB51504 Diploma of Project Management, BSB60904 Advanced Diploma of Project
Management — these have different rules and structure to the rest of the qualifications
in BSBO1.
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Version Release Date Comments

Deleted/replaced units of competency

e  BSBFLM302A Support leadership in the workplace (deleted)

e BSBFLM304A Participate in work teams (deleted)

Because of overlap these units were replaced with a new unit — BSBFLM312A
Contribute to team effectiveness

e  BSBFLMA402A Show leadership in the workplace (deleted)

e  BSBFLMA404A Lead work teams (deleted)

Because of overlap these units were replaced with a new unit — BSBFLM412A
Promote team effectiveness

e  BSBFLM502A Provide leadership in the workplace (deleted)

e BSBFLM504A Facilitate work teams (deleted)

Because of overlap these units were replaced with a new unit — BSBFLM512A Ensure
team effectiveness

Imported units of competency

The following units of competency included in this version were imported from other
Training Packages

THHGLEQ9B Manage workplace diversity

CHCAD1C Advocate for clients

CHCCS1B Deliver and monitor service to clients

CHCCS401A Facilitate cooperative behaviour

CHCES302A Work with government in a purchaser provider relationship
CHCES304A Deliver recruitment services

CHCES305A Monitor New Apprenticeships arrangements

CHCES402A Deliver New Apprenticeship services

CHCES301A Work in the Employment Services area

CHCCAR501A Provide careers guidance

CHCES303A Use labour market information

CHCCM2C Establish and monitor a case plan

CHCES406A Provide job search support

CHCCM4B Promote high quality case management

CHCORG29A Provide coaching and motivation

CHCCS2C Deliver and develop client service

CHCCD12C Apply a community development framework

CHCCS3C Coordinate the provision of services and programs

CHCCS402A Respond holistically to complex client issues

CHCCS5B Identify and address specific client needs

CHCCS405A Work effectively with culturally diverse clients and co-workers
CHCES405A Monitor service performance in a purchaser provider relationship with
government

CHCDIS8B Support people with disabilities as workers

CHCCS6B Assess and deliver services to clients with complex needs
CHCDIS9B Maximise participation in work by people with disabilities
CHCDIS18A Support students with special needs

CHCES502A Research and report on labour market information

CHCES401A Analyse and apply labour market information

CHCCS4C Manage the delivery of quality client service

CHCES403A Develop and monitor employment plans

CHCDIS11B Coordinate disability work

CHCES404A Promote clients to employers

CHCES501A Manage service delivery in a purchaser-provider relationship with
government

CHCES501A Manage service delivery in a purchaser-provider relationship with
government

PSPGOV603A Develop a tender submission

LGACOMA409A Prepare tender documents

PSPPROCG602A Direct management of contracts

PSPPROCT702A Establish the procurement context

2 1 May 2002 Addition of e-Business field

Version 2 added the new field of e-Business involving fifty-nine new units of
competency and eight new qualifications to BSBO1. The development of this field of
BSBO01 was part of the Phase One work but endorsed later than the bulk of Phase One
development.

Volume 6 Page vi © Australian National Training Authority 2004
BSBO01Business Services Training Package to be reviewed by 30/04/2006 Version 4



Preliminary Information

Version

Release Date

Comments

1

3 September
2001

Fields covered by BSB01 Business Services Training Package Version 1
Version 1 reflected Phase One of the development of the Business Services Training
Package (less e-Business field — see Version 2 note above) and included the following
fields and domains.

e  Common Business

Business Administration Services

Business Information Services

Business Management Services

Human Resource Management

Business Development

Domains developed in Phase One:

Specialist Administration

Legal Services

Recordkeeping

Frontline Management

Governance (Indigenous Organisations)

Small Business Management

Strategic Management

Human Resources

Assessment & Workplace Training (included as part of BSB01)
Advertising

Marketing

Sales
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Summary of qualifications in
BSBO01 Business Services Training
Package

All the Australian Qualifications

Framework (AQF) qualifications in
BSBO1 are listed below.

DIPLOMA

CERTIFICATE |

BSB10101 Certificate | in Business

CERTIFICATE I1

BSB20101 Certificate Il in Business

CERTIFICATE 111

BSB30101 Certificate 111 in Business

BSA30200 Certificate 111 in Business (Legal
Administration)

BSB30201 Certificate Il in Business Administration
BSB30301 Certificate I11 in Business (Sales)
BSB30401 Certificate I11 in Business (Recordkeeping)
BSB30503 Certificate Il in Business (Frontline
Management)

BSB30601 Certificate 111 in e-Business

BSB30703 Certificate I11 in Business (Medical
Administration)

BSB30803 Certificate I11 in Business (International
Trade)

BSB50101 Diploma of Business

BSB50201 Diploma of Business Administration
BSB50301 Diploma of Business (Recordkeeping)
BSB50401 Diploma of Business Management
BSB50501 Diploma of Business Development
BSB50601 Diploma of Business (Advertising)
BSB50701 Diploma of Business (Marketing)
BSB50801 Diploma of Business (Human Resources)
BSB50901 Diploma of Business (Governance)
BSA50200 Diploma of Business (Legal Services)
BSB51003 Diploma of Business (Frontline
Management)

BSB51101 Diploma of e-Business

BSB51201 Diploma of Strategic e-Business
Development

BSB51301 Diploma of e-Learning

BSB51403 Diploma of Business (Purchasing)
BSB51503 Diploma of Project Management
BSB51703 Diploma of Business (Franchising)
BSB51803 Diploma of Unionism

BSB51903 Diploma of Business (Quality Auditing)
BSB51903 Diploma in International Business
BSB51603 Diploma of Occupational Health and Safety

ADVANCED DIPLOMA

CERTIFICATE IV

BSB40101 Certificate IV in Business

BSB40201 Certificate IV in Business Administration
BSB40301 Certificate IV in Business (Recordkeeping)
BSB40401 Certificate IV in Business (Small Business
Management)

BSB40501 Certificate IV in Business Development
BSB40601 Certificate IV in Business (Advertising)
BSB40701 Certificate IV in Business (Marketing)
BSB40801 Certificate IV in Business (Human
Resources)

BSB40901 Certificate IV in Business (Governance)
BSB41003 Certificate IV in Business (Frontline
Management)

BSB41101 Certificate IV in Business Management
BSA40200 Certificate 1V in Business (Legal Services)
BSB41201 Certificate IV in e-Business

BSB41301 Certificate IV in e-Business Development
BSB41403 Certificate IV in Business (Purchasing)
BSB41503 Certificate IV in Project Management
BSB41703 Certificate IV in Business (Franchising)
BSB41803 Certificate IV in Unionism

BSB41903 Certificate IV in Business (Employment
Services)

BSB42003 Certificate IV in Business (International
Trade)

BSB41603 Certificate IV in Occupational Health and
Safety

BSB60101 Advanced Diploma of Business
(Recordkeeping)

BSB60201 Advanced Diploma of Business Management
BSB60301 Advanced Diploma of Business (Human
Resources)

BSB60401 Advanced Diploma of Business Development
BSB60501 Advanced Diploma of Business (Advertising)
BSB60601 Advanced Diploma of Business (Marketing)
BSB60701 Advanced Diploma of e-Business

BSB60801 Advanced Diploma of Strategic e-Business
Development

BSB60903 Advanced Diploma of Project Management
BSB61003 Advanced Diploma of Occupational Health
and Safety
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Units of competency in BSB01
Business Services Training

Package

All the units of competency in BSBO01 are
listed below under fields and domains.

Note: Imported units are also shown in the lists
below — either in the list relating to the specific
domain, or in the list at the end titled ‘Units
imported from other Training Packages’. Where
they are in the domain list they make up part of a
specific qualification in that domain; where they
are in the list of imported units, they can be
selected according to the packaging advice in the
Qualification Guide.

COMMON BUSINESS FIELD

Certificate |

BSBCMN101A
BSBCMN102A
BSBCMN103A
BSBCMN104A
BSBCMN105A
BSBCMN106A
BSBCMN107A
BSBCMN108A
BSBCMN109A

Certificate |1
BSBCMN201A

BSBCMN202A

BSBCMN203A
BSBCMN204A
BSBCMNZ205A
BSBCMNZ206A

BSBCMN207A

BSBCMNZ208A
BSBCMNZ209A
BSBCMN210A
BSBCMN211A

BSBCMN212A
BSBCMN213A

BSBCMN214A
BSBCMN215A

BSBCMN216A
BSBCMN217A
BSBCMN218A

Prepare for work

Complete daily work activities
Apply basic communication skills
Plan skills development

Use business equipment

Follow workplace safety procedures
Operate a personal computer
Develop keyboard skills

Follow environmental work practices

Work effectively in a business
environment

Organise and complete daily work
activities

Communicate in the workplace
Work effectively with others

Use business technology

Process and maintain workplace
information

Prepare and process
financial/business documents
Deliver a service to customers
Provide information to clients
Implement improved work practices
Participate in workplace safety
procedures

Handle mail

Produce simple wordprocessed
documents

Create and use simple spreadsheets
Participate in environmental work
practices

Create customer relationship
Process customer feedback

Apply basic first aid

Certificate 111
BSBCMN301A

BSBCMN302A

BSBCMN304A

BSBCMN305A
BSBCMN306A
BSBCMN307A
BSBCMN308A
BSBCMN309A
BSBCMN310A

BSBCMN311A
BSBCMN312A
BSBCMN313A
BSBCMN314A

BSBCMN315A
BSBCMN316A
BSBCMN317A

BSBCMN318A
BSBCMN319A
BSBCMN320A

Certificate IV

BSBCMN402A
BSBCMN403A
BSBCMN404A
BSBCMN405A

BSBCMN406A
BSBCMN407A
BSBCMN408A
BSBCMN409A
BSBCMN410A

BSBCMN411A
BSBCMN412A
BSBCMN413A

BSBCMN414A
BSBCMN415A
BSBCMN416A

BSBCMN417A

BSBCMN418A
BSBCMN419A
BSBCMN420A
BSBCMN421A

Exercise initiative in a business
environment

Organise personal work priorities
and development

Contribute to personal skill
development and learning
Organise workplace information
Produce business documents
Maintain business resources
Maintain financial records
Recommend products and services
Deliver and monitor a service to
customers

Maintain workplace safety
Support innovation and change
Maintain environmental procedures
Utilise a knowledge management
system

Work effectively with diversity
Process customer complaints
Meet customer needs and
expectations

Write simple documents

Apply advanced first aid
Maintain first aid equipment and
resources

Develop work priorities
Establish business networks
Develop teams and individuals
Analyse and present research
information

Maintain business technology
Coordinate business resources
Report on financial activity
Promote products and services
Coordinate implementation of
customer service strategies
Monitor a safe workplace
Promote innovation and change
Implement and monitor
environmental policies
Undertake marketing activities
Manage first aid policy
Identify risk and apply risk
management processes
Coordinate customer service
activities

Address customer needs
Manage projects

Write complex documents
Assist with compliance with OHS
and other relevant laws
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BUSINESS ADMINISTRATION
SERVICES FIELD

SPECIALIST ADMINISTRATION

Certificate 111

BSBADM301A
BSBADM302A
BSBADM303A

BSBADMB304A
BSBADMB305A
BSBADMB306A
BSBADMB307A
BSBADMB308A
BSBADMB309A

BSBADM310A

Certificate IV
BSBADM401A

BSBADMA402A
BSBADM403A
BSBADMA404A

BSBADMA405A
BSBADMA406A
BSBADMA407A
BSBADMA408A

Diploma
BSBADM501A

BSBADMS502A
BSBADMS503A
BSBADMb504A

BSBADMS05A
BSBADMS506A

Produce texts from shorthand notes
Produce texts from notes

Produce texts from audio
transcription

Design and develop text documents
Create and use databases

Create electronic presentations
Organise schedules

Process payroll

Process accounts payable and
receivable

Maintain a general ledger

Produce complex texts from
shorthand notes

Produce complex business documents
Develop and use complex databases
Develop and use complex
spreadsheets

Organise meetings

Organise business travel

Administer projects

Prepare financial reports

Manage the establishment and
maintenance of a workgroup network
Manage meetings

Plan and manage conferences

Plan or review administration
systems

Manage payroll

Manage business document design
and development

LEGAL SERVICES

Certificate 111
BSALPP301A

BSALPP302A
BSALPP303A
BSACS301A
BSALR301A
BSALC301A

BSALO301A

BSALF301A

Apply knowledge of the legal system
to complete tasks

Carry out search of the public record
Deliver court documentation

Apply the principles of confidentiality
and security within the legal
environment

Handle receipt and despatch of
information

Use legal terminology in order to
carry out tasks

Assist in prioritising and planning
activities in a legal practice

Maintain records for time and
disbursements in a legal practice

Certificate IV
BSALPP401A

BSACS401A
BSALC401A
BSALC402A

BSALF401A
BSALPL401A

BSALPL402A
BSALPL403A
BSALPL404A

FNAMERCO03B
BSALLG401A

206/01

206/05
CHCAD2A

CHCCD7A
CHCCD3A

CHCCD1A

Diploma
BSALC501A
BSALO501A

BSALPP501A
BSALPP502A
BSALLG501A
BSALLG502A
BSALLG503A
BSALPL501A
BSALPL502A

206/04

206/09
CHCCDS8A
CHCCD13A
CHCCD11A

PURCHASING

Certificate 111
BSBPUR301A

Certificate IV
BSBPUR401A
BSBPUR402A
BSBPUR403A

Prepare and produce complex legal
documents

Provide non-legal advice

Interact with other parties

Research, locate and provide legal
and other information in response to
requests

Maintain trust accounts

Provide support in Property Law
matters

Provide support in Family Law
matters

Provide support in Criminal Law
matters

Provide support in Commercial Law
matters

Serve legal process

Arrange documents and list exhibits
for litigation support

Take instructions in relation to a
transaction

Prepare and execute documents
Support the interests, rights and needs
of clients within duty of care
requirements

Support community resources

Meet information needs of the
community

Support community participation

Run afile

Perform legal research and prepare
reports to meet identified needs
Obtain information from a client
Draft legally binding documents
Assist with the discovery process
Appear in court

Attend pre-trial negotiations

Cost complex files

Administer in-house mortgage
practice

Negotiate with others to achieve tasks
and goals

Finalise transaction

Support community action

Work within specific communities
Provide advocacy and representation

Purchase goods and services

Plan purchasing
Negotiate contracts
Conduct international purchasing
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Diploma
BSBPURS01A

BSBPURS02A
BSBPURS03A
BSBPURS04A

Develop, implement and review
purchasing strategies

Manage supplier relationships
Manage international purchasing
Manage a supply chain

MEDICAL ADMINISTRATION

Certificate |1
BSBMED201A
BSBMED202A

Certificate 111

BSBMED301A
BSBMED302A
BSBMED303A
BSBMED304A

BSBMED305A

Certificate IV
BSBMEDA401A

BSBMED402A

BUSINESS INFORMATION SERVICES
FIELD

Use basic medical terminology
Follow OHS policies and procedures
in medical office

Use advanced medical terminology
Prepare and process medical accounts
Maintain patient records

Assist in controlling stocks and
supplies

Apply the principles of
confidentiality, privacy and security
within the medical environment

Manage patient record-keeping
system
Control stocks and supplies

RECORDKEEPING

Certificate 111
BSBRKG301A
BSBRKG302A
BSBRKG303A
BSBRKG304A
Certificate IV
BSBRKG401A
BSBRKG402A
BSBRKG403A
BSBEBUS406A
Diploma
BSBRKG501A
BSBRKG502A
BSBRKG503A
BSBRKG504A

BSBRKG505A

Control records

Undertake disposal

Retrieve information from records
Maintain business records

Review the status of a record
Provide information from and about
records

Set up a business or records system
for a small office

Monitor and maintain records in an
online environment

Determine business or records
system specifications

Manage and monitor business or
records systems

Develop and maintain a
classification scheme

Develop terminology for activities
and records

Document or reconstruct a business
or records system

Advanced Diploma

BSBRKG601A
BSBRKG602A
BSBRKGG603A
BSBRKG604A
BSBRKGG605A
BSBRKGG606A
BSBRKG607A

BSBRKG608A

Define recordkeeping framework
Develop recordkeeping policy
Prepare a functional analysis for an
organisation

Determine security and access rules
and procedures

Determine records requirements to
document a function

Design a records retention and
disposal schedule

Document and monitor the record-
creating context

Plan management of records over
time

BUSINESS MANAGEMENT SERVICES
FIELD

SMALL BUSINESS MANAGEMENT

Certificate 111
BSBSBM301A

Certificate IV
BSBSBM401A

BSBSBM402A
BSBSBM403A
BSBSBM404A
BSBSBM405A

BSBSBM406A
BSBSBM407A

Research business opportunities

Establish business and legal
requirements

Undertake financial planning
Promote the business
Undertake business planning
Monitor and manage business
operations

Manage finances

Manage a small team

FRONTLINE MANAGEMENT

Certificate 11
BSBFLM303B

BSBFLM305B
BSBFLM306B

BSBFLM309B

BSBFLM311B

BSBFLM312A

Certificate IV
BSBFLM403B

BSBFLM405B
BSBFLM406B

BSBFLM409B

BSBFLM412A

Contribute to effective workplace
relationships

Support operational plan

Provide workplace information and
resourcing plans

Support continuous improvement
systems and processes

Support a workplace learning
environment

Contribute to team effectiveness

Implement effective workplace
relationships

Implement operational plan
Implement workplace information
system

Implement continuous
improvement

Promote team effectiveness
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Diploma
BSBFLM501B

BSBFLMS503B

BSBFLM505B
BSBFLM506B

BSBFLM507B
BSBFLM509B
BSBFLM510B
BSBFLM511B

BSBFLM512A
BSBFLM513A

BSBFLM514A

Manage personal work priorities
and professional development
Manage effective workplace
relationships

Manage operational plan

Manage workplace information
systems

Manage quality customer service
Facilitate continuous improvement
Facilitate and capitalise on change
and innovation

Develop a workplace learning
environment

Ensure team effectiveness

Manage budgets and financial plans
within the work team

Manage people

GOVERNANCE (INDIGENOUS
ORGANISATIONS)

Certificate IV
BSBATSIL401A

BSBATSIL402A
BSBATSIC403A
BSBATSIM404A
BSBATSIM405A

BSBATSIM406A
BSBATSIM407A
BSBATSIL408A
BSBATSIL409A
BSBATSIL410A
BSBATSIC411A
BSBATSIM412A
BSBATSIM413A
BSBATSIM414A

BSBATSIM415A
BSBATSIWA416A

BSBATSIWA417A

Diploma
BSBATSIL501A

BSBATSIL502A
BSBATSIL503A
BSBATSIM504A

BSBATSIMS05A
BSBATSIMS06A
BSBATSIM507A

BSBATSIL508A
BSBATSIL509A
BSBATSIC510A
BSBATSIM511A
BSBATSIMS512A

Meet the roles and responsibilities
of a Board member (1)

Use the constitution

Maintain and protect culture

Use the business plan

Monitor financial management and
budgets

Manage assets

Plan for organisational needs
Manage a Board meeting

Manage time

Manage stress

Communicate with the community
Implement a business-like approach
Oversee business planning
Oversee the organisation’s annual
budget

Contribute to a positive and
culturally appropriate workplace
Obtain and manage consultancy
services

Select and utilise technology

Meet the roles and responsibilities
of a Board member (2)

Work with the manager

Manage conflict

Develop and implement
organisational policies

Control organisation finances
Develop employment policies
Establish and maintain a strategic
planning cycle

Be a community leader

Manage self as a Board member
Conduct a community meeting
Develop enterprise opportunities
Manage board competencies

BSBATSIMS513A

BSBATSIW514A
BSBATSIW515A

Oversee recruitment and induction
of staff

Represent your organisation
Secure funding

STRATEGIC MANAGEMENT

Diploma
BSBMGT501A

BSBMGT502A
BSBMGT503A
BSBMGTS504A
BSBMGT505A
BSBMGT506A
BSBMGTS507A

BSBMGT508A
BSBMGT509A

BSBMGT510A

BSBMGT511A
BSBMGT512A

BSBMGT513A
BSBMGT514A

Advanced Diploma

BSBMGT601A
BSBMGT602A

BSBMGT603A
BSBMGT604A
BSBMGT605A

BSBMGT606A
BSBMGT607A

BSBMGT608A

BSBMGT609A
BSBMGT610A

BSBMGT611A
BSBMGT612A

BSBMGT613A

BSBMGT614A

Market services and concepts to
internal customers

Manage people performance
Prepare budgets and financial plans
Manage budgets and financial plans
Ensure a safe workplace

Recruit, select and induct staff
Manage environmental
performance

Manage risk management system
Manage a knowledge management
system

Determine needs of customer
populations

Develop a business opportunity
Manage relationships in a family
business

Plan for family business succession
Plan and manage growth in a
family business

Contribute to strategic direction
Contribute to the development and
implementation of strategic plans
Review and develop business plans
Manage business operations
Provide leadership across the
organisation

Manage customer focus

Manage knowledge and
information

Manage innovation and continuous
improvement

Manage risk

Manage environmental
management systems

Develop risk management strategy
Plan and implement a knowledge
management system

Review and improve a knowledge
management system

Develop and implement diversity
policy

PROJECT MANAGEMENT

Certificate IV
BSBPM401A

BSBPM402A
BSBPM403A
BSBPM404A

Apply scope management
techniques

Apply time management techniques
Apply cost management techniques

Apply quality management
techniques
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BSBPM405A
BSBPM406A

BSBPM407A
BSBPM408A

Diploma
BSBPM501A

BSBPM502A
BSBPM503A
BSBPM504A
BSBPM505A
BSBPM506A
BSBPM507A
BSBPM508A
BSBPM509A

Advanced Diploma

BSBPMG601A

BSBPM602A

BSBPMG03A

BSBPMG604A

BSBPMG605A

BSBPMG606A

BSBPM607A

BSBPMG608A

BSBPMG609A

FRANCHISING

Certificate 111
BSBFRA301A

Certificate IV
BSBFRA401A

BSBFRA402A
BSBFRA403A
BSBFRA404A

Diploma

BSBFRAS501A
BSBFRA502A
BSBFRAS503A
BSBFRAS504A

BSBFRAS05A

Apply human resource
management approaches

Apply communications
management techniques

Apply risk management techniques
Apply contract procurement
techniques

Manage application of project
integrative processes

Manage project scope

Manage project time

Manage project costs

Manage project quality

Manage project human resources
Manage project communications
Manage project risk

Manage project procurement

Direct the integration of multiple
projects/programs

Direct the scope of multiple
projects/programs

Direct time management of
multiple projects/programs
Direct cost management of multiple
projects/programs

Direct quality management of
multiple projects/programs
Direct human resources
management of multiple
projects/programs

Direct communications
management of multiple
projects/programs

Direct risk management of multiple
projects/programs

Direct project procurement and
contracts of multiple
projects/programs

Work within a franchise

Manage compliance with franchisee
obligations and legislative
requirements

Establish a franchise

Manage relationship with franchisor
Manage a multiple site franchise

Establish a franchise operation
Manage a franchise operation
Manage establishment of new sites
or regions

Manage relationships with
franchisees

Manage closure of a franchise

QUALITY AUDITING

Certificate IV
BSBAUD401A
BSBAUD402A

Diploma

BSBAUDS501A
BSBAUD502A
BSBAUD503A
BSBAUD504A

OHS

Certificate IV
BSBOHS401A

BSBOHS402A
BSBOHS403A
BSBOHS404A
BSBOHS405A

BSBOHS406A

Diploma
BSBOHS501A

BSBOHS502A

BSBOHS503A

BSBOHS504A
BSBOHS505A

BSBOHS506A

BSBOHS507A

BSBOHS508A

Advanced Diploma

BSBOHS601A

BSBOHS602A

BSBOHS603A
BSBOHS604A

Prepare for a quality audit
Participate in a quality audit

Initiate a quality audit
Prepare to lead a quality audit
Lead a quality audit

Report on a quality audit

Contribute to the implementation of
a systematic approach to managing
OHS

Contribute to the implementation of
the OHS consultation process
Identify hazards and assess OHS
risks

Contribute to the implementation of
strategies to control OHS risk
Contribute to the implementation of
emergency procedures

Use equipment to conduct
workplace monitoring

Participate in the coordination and
maintenance of a systematic
approach to managing OHS
Participate in the management of
the OHS information and data
systems

Assist in the design and
development of OHS participative
arrangements

Apply principles of OHS risk
management

Manage hazards in the work
environment

Monitor and facilitate the
management of hazards associated
with plant

Facilitate the application of
principles of occupational health to
control OHS risk

Participate in the investigation of
incidents

Develop a systematic approach to
managing OHS

Develop OHS information and data
analysis and reporting and
recording processes

Analyse and evaluate OHS risk
Apply ergonomic principles to
control OHS risk
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BSBOHS605A

BSBOHS606A

BSBOHS607A

BSBOHS608A
BSBOHS609A

Apply occupational hygiene
principles to control OHS risk
Develop and implement crisis
management processes

Advise on application of safe
design principles to control OHS
risk

Conduct an OHS audit

Evaluate an organisation’s OHS
performance

COMPLIANCE MANAGEMENT

Certificate IV
BSBCOMA401A

BSBCOM402A

BSBCOM403A

Diploma
BSBCOM501A

BSBCOM502A
BSBCOM503A

BSBCOM504A

Advanced Diploma

BSBCOMG01A

BSBCOM602A

BSBCOMG603A

HUMAN RESOURCES MANAGEMENT
FIELD

Organise and monitor the operation
of compliance management system
Implement processes for the
management of breaches in
compliance requirements

Promote and liaise on compliance
requirements, systems and related
issues

Identify and interpret compliance
requirements
Evaluate and review compliance

Develop processes for the
management of breaches in
compliance requirements
Create a culture of compliance
within an organisation

Research compliance requirements
and issues

Develop and create compliance
requirements

Plan and establish compliance
management systems

HUMAN RESOURCES

Certificate IV
BSBHR401A
BSBHR402A
BSBHR403A
BSBHR404A
BSBHR405A
Diploma

BSBHR501A

BSBHR502A

Administer human resource systems
Recruit and select personnel
Process human resource documents
and inquiries

Co-ordinate human resource
services

Implement industrial relations
procedures

Manage human resource
consultancy services

Manage human resource
management information systems

BSBHR503A
BSBHR504A
BSBHR505A
BSBHR506A
BSBHR507A
BSBHR508A
BSBHR509A
BSBHR510A
BSBHR511A
BSBHR512A

BSBHR513A

Advanced Diploma

BSBHRG601A
BSBHRG602A

BSBHRG603A

BSBHRG04A
BSBHRG605A

Manage performance management
systems

Manage industrial relations policies
and processes

Manage remuneration and
employee benefits

Manage recruitment selection and
induction processes

Manage separation/termination
Manage work/life skills

Manage rehabilitation/return to
work programs

Plan mediation processes
Implement mediation processes
Manage industrial relations
initiatives

Manage industrial relations
disputes

Manage change

Manage human resource strategic
planning

Contribute to organisation
development

Manage employee relations
Contribute to organisation design

ASSESSMENT AND WORKPLACE TRAINING

Certificate IV
BSZ401A
BSZ402A
BSZ403A
BSZ404A
BSZ405A

BSZ406A

BSZ407A
BSZ408A

Diploma

BSZ501A
BSZ502A
BSZ503A
BSZ504A
BSZ505A
BSZ506A

BSZ507A
BSZ508A

UNIONISM

Certificate IV
BSBUN401A

BSBUN402A
BSBUN403A

Plan assessment

Conduct assessment

Review assessment

Train small groups

Plan and promote a training
program

Plan a series of training sessions
Deliver training sessions
Review training

Analyse competency requirements
Design and establish the training
system

Design and establish the assessment
system

Manage the training and assessment
system

Evaluate the training and
assessment system

Develop assessment procedures
Develop assessment tools

Design training courses

Develop and implement an
organising plan

Empower members
Communicate with workers
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BSBUN404A
BSBUN405A

BSBUNA406A
BSBUN407A

BSBUN408A
BSBUN409A
Diploma

BSBUNS01A

BSBUN502A
BSBUN503A

BSBUNS04A
BSBUN505A

BSBUNS06A

Promote equality of opportunity
and fair treatment for all members
Promote the values, principles and
policies of the union

Undertake bargaining

Provide advice to union members
and undertake negotiations
Prepare cases for the union
Appear before tribunals and
represent members

Develop, manage and review
campaigns and projects

Represent the union in key forums
Coordinate case preparation and
research

Advocate and present cases for
members

Develop, implement and manage
union policy

Coordinate research and analysis

EMPLOYMENT SERVICES

Certificate IV

BSBEMS401A

BSBEMS402A

BSBEMS403A

BSBEMS404A

BUSINESS DEVELOPMENT FIELD

ADVERTISING

Certificate IV
BSBADV401A
BSBADV402A
BSBADV403A
BSBADV404A

Diploma

BSBADV501A
BSBADV502A
BSBADV503A
BSBADV504A
BSBADV505A

BSBADV506A

BSBADV507A
BSBADV508A

Advanced Diploma

BSBADVG601A
BSBADV602A
BSBADV603A
BSBADVG604A

Develop and implement business
development strategies to expand
client base

Develop and implement strategies
to source and assess candidates
Develop and provide employment
management services to candidates
Manage the recruitment process for
client organisations

Profile a target audience
Conduct pre-campaign testing
Monitor advertising production
Schedule advertisements

Develop a creative concept
Write persuasive copy
Coordinate advertising research
Create advertisements

Evaluate and recommend ‘above
the line” media options

Evaluate and recommend ‘below
the line” media options

Develop a media plan

Present an advertising campaign

Create an advertising brief
Develop an advertising campaign
Manage advertising production
Execute an advertising campaign

BSBADVG605A
MARKETING

Certificate 11

BSBMKG301A
BSBMKG302A
BSBMKG303A

BSBMKG304A

Certificate IV
BSBMKG401A
BSBMKG402A

BSBMKG403A
BSBMKG404A
BSBMKG405A

BSBMKG406A
BSBMKG407A
BSBMKG408A

Diploma
BSBMKG501A
BSBMKG502A

BSBMKGS503A
BSBMKG504A

BSBMKG505A
BSBMKGS506A

Advanced Diploma

BSBMKG601A
BSBMKG602A
BSBMKGG603A
BSBMKGG604A

BSBMKG605A

BSBMKGG606A

BSBMKG607A

SALES

Certificate 11
BSBSLS301A
BSBSLS302A
BSBSLS303A
BSBSLS304A
BSBSLS305A
BSBSLS306A

Certificate IV
BSBSLS401A

Evaluate campaign effectiveness

Research the market

Identify marketing opportunities
Draft an elementary marketing
audit report

Assist with market research

Profile the market

Analyse consumer behaviour for
specific markets

Analyse market data

Forecast market and business needs
Implement and monitor marketing
activities

Build client relationships

Make a presentation

Conduct market research

Evaluate marketing opportunities
Establish and adjust the marketing
mix

Develop a marketing
communications plan

Implement a marketing solution
Review marketing performance
Plan market research

Develop marketing strategies
Develop a marketing plan
Manage the marketing process
Develop and manage direct
marketing campaigns

Evaluate international marketing
opportunities

Manage international marketing
programs

Manage market research

Develop product knowledge
Identify sales prospects
Present a sales solution

Secure prospect commitment
Support post-sale activities
Self-manage sales performance

Lead a sales team
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E-BUSINESS FIELD

e-BUSINESS

Certificate 111
BSBEBUS301A

BSBEBUS302A

BSBEBUS303A
BSBEBUS304A
BSBEBUS305A
BSBEBUS306A
BSBEBUS307A
BSBEBUS308A
BSBEBUS309A
BSBEBUS310A

Certificate IV
BSBEBUS401A
BSBEBUS402A

BSBEBUS403A
BSBEBUS404A
BSBEBUS405A

BSBEBUS406A
BSBEBUS407A
BSBEBUS408A

BSBEBUS409A

Diploma

BSBEBUS501A
BSBEBUS502A
BSBEBUS503A
BSBEBUS504A
BSBEBUS505A

BSBEBUS506A
BSBEBUS507A

BSBEBUSS508A
BSBEBUSS509A

BSBEBUS510A
BSBEBUS511A

BSBEBUS512A

BSBEBUS513A
BSBEBUS514A
BSBEBUS515A
BSBEBUS516A
BSBEBUS517A
BSBEBUS518A
BSBEBUS519A
BSBEBUS520A

Search and assess online business
information

Use and maintain electronic mail
system

Participate in a virtual community
Buy online

Sell online

Make payments online

Bank online

Maintain online business records
Undertake e-learning

Work effectively as an off-site
e-worker

Conduct online research
Implement e-correspondence
policies

Communicate electronically

Trade online

Conduct online financial
transactions

Monitor and maintain records in an
online environment

Review and maintain the business
aspects of a website

Implement and monitor delivery of
quality customer service online
Lead and facilitate e-staff

Evaluate e-business opportunities
Evaluate e-business models
Design an e-business

implement an e-business strategy

Implement new technologies for
business

Plan and develop a business website
Manage the business aspects of a
website

Build a virtual community
Implement e-business outsourcing
arrangements

Manage e-business outsourcing
Implement a knowledge
management strategy for an
e-business

Implement electronic
communication policy

Plan e-learning

Implement e-learning

Facilitate e-learning

Manage online purchasing
Manage online inventory

Manage an e-business supply chain
Manage online sales systems
Manage online payments systems

BSBEBUS521A
BSBEBUS522A

BSBEBUS523A

BSBEBUS524A

Advanced Diploma

BSBEBUS601A
BSBEBUS602A

BSBEBUS603A

BSBEBUS604A
BSBEBUS605A

BSBEBUS606A
BSBEBUS607A

BSBEBUSG608A

BSBEBUS609A

BSBEBUS610A

BSBEBUS611A

BSBEBUS612A

BSBEBUS613A

BSBEBUS614A
BSBEBUS615A

BSBEBUS616A

Plan e-marketing communications
Conduct e-marketing
communications

Investigate and plan e-work
business solutions

Implement and manage e-working
arrangements

Develop an e-business strategy
Develop an action plan for an
e-business strategy

Evaluate new technologies for
business

Develop a business website strategy
Identify and implement e-business
innovation

Manage e-business risk

Develop e-business outsourcing
policy and guidelines

Develop and implement online
information policy

Develop a knowledge management
strategy for an e-business

Develop electronic communication
policy

Develop and implement e-business
human resource management policy
and practices

Develop and implement e-work
policy and guidelines

Develop online customer service
strategies

Build online customer loyalty

Use online systems to support
managerial decision-making

Plan an e-business supply chain

INTERNATIONAL SERVICES FIELD

INTERNATIONAL TRADE / BUSINESS

Certificate 111
BSBINT301A

BSBINT302A

BSBINT303A

BSBINT304A

BSBINT305A

BSBINT306A

Certificate IV
BSBINT401A

BSBINT402A

Apply knowledge of the
international trade environment to
complete work

Apply knowledge of legislation
relevant to international trade to
complete work

Organise the importing and
exporting of goods

Assist in the international transfer
of services

Prepare business documents for the
international trade of goods
Apply knowledge of international
finance and insurance to complete
work requirements

Research international business
opportunities

Market goods and services
internationally
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BSBINT403A
BSBINT404A

BSBINT405A

BSBINT406A
BSBINT407A

BSBINT408A

BSBINT409A
Diploma

BSBINT501A
BSBINT502A
BSBINT503A
BSBINT504A
BSBINT505A
BSBINT506A
BSBINT507A

BSBINTS508A

Research international markets
Implement international client
relationship strategies

Apply knowledge of import and
export international conventions,
laws and finance

Promote compliance with
legislation

Prepare business advice on export
Free on Board Value

Prepare business advice on the
taxes and duties for international
trade transactions

Plan for international trade

Profile international markets
Analyse consumer behaviour for
specific international markets
Analyse data from international
markets

Forecast international market and
business needs

Build international client
relationships

Build international business
networks

Report on finances related to
international business

Promote products and services to
international markets

IMPORTED UNITS FOR THE E-BUSINESS
BLENDED QUALIFICATIONS

ICAITADO43A
ICAITADO51B
ICAITADO052B
ICAITADO53B
ICAITADO054B
ICAITAD138A
ICAITAD141A
ICAITAD146A

ICAITAD147A

ICAITAD148A

ICAITAD149A

ICAITAD150A

ICAITAD151A

ICAITAD152A

ICAITAD156A

Develop and present a feasibility
report

Develop client user interface
Design IT security framework
Design system security and controls
Validate quality and completeness
of design

Determine acceptable solution
providers for e-business projects
Design dynamic websites to meet
technical requirements

Develop web site information
architecture

Determine that data base
functionality and scalability suits
business requirements

Identify new technology models for
e-business

Implement quality assurance
process for e-commerce solutions
Evaluate vendor products and
equipment

Gather data to identify business
requirements

Implement risk management
processes

Review and plan for risk to
e-commerce solution providers

ICAITAD157A

ICAITAD158A

ICAITB059A
ICAITB073B
ICAITB074B
ICAITD208A
ICAITS108B

ICAITS116A
ICAITS119B

ICAITS191A
ICAITS194A
ICAITS199A
ICAITS200A

ICAITS202A
ICAITS203A
ICAITSP039B

ICAITSPO40A
ICAITT183A

ICAITT184A

ICAITTW214A

ICAITU127B
ICAITU205A

CUFIMAO1A

CUFIMAO4A
CUFIMAOSA

CUFMEMO6A
CUFMEMO7A

CUFMEMO8A

CUFMEM10A

CUFMEM11A

CULLB412A

Develop technical requirements for
an e-commerce solution
Translate the business needs into
technical requirements

Develop detailed technical design
Pilot the developed system
Monitor the system pilot
Writing for the World Wide Web
Complete database backup and
recovery

Undertake capacity planning
Monitor and administer system
security

Maintain web site performance
Ensure basic web site security
Manage E-commerce websites
Monitor traffic and compile
specified site traffic reports
Ensure privacy for users

Choose a web hosting service
Match the IT needs with the
strategic direction of the enterprise
Manage and review contracts
Confirm accessibility of web site
design

Ensure site usability

Maintain ethical conduct
Support system software

Select and employ software and
hardware multimedia tools
Produce and manipulate digital
images

Create 3D digital animation
Create 3D digital models and
images

Design a multimedia product
Apply principles of visual design
and communication to the
development of a multimedia
product

Apply principles of instructional
design to a multimedia product
Design and create a multimedia
interface

Design the navigation for a
multimedia product

Undertake cataloguing activities

UNITS IMPORTED FROM OTHER TRAINING
PACKAGES (SEE NOTE AT TOP OF TABLE ON

PAGE 14)

Diversity
THHGLE09B

Manage workplace diversity

Employment Services

CHCAD1A
CHCCS1A
CHCCS401A
CHCES302A

CHCES304A
CHCES305A

Advocate for clients

Deliver and monitor service to clients
Facilitate cooperative behaviour
Work with government in a purchaser
provider relationship

Deliver recruitment services

Monitor New Apprenticeships
support services
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CHCES303A
CHCES402A
CHCES301A
CHCCAR501A
CHCES303A
CHCCM2A
CHCES406A
CHCCM4A
CHCORG29A
CHCCS2A
CHCCD12B
CHCCS3B

CHCCS402A
CHCCS5A

CHCCS405A

CHCES405A

CHCDIS18A
CHCCS6A
CHCDIS9B

CHCDIS8A
CHCES502A

CHCES401A
CHCCS4A
CHCES403A

CHCDIS11A
CHCES404A
CHCESS501A

PSPGOV603A

Purchasing
LGACOMA409
A
PSPPROC602
A
PSPPROC702
A

Work within a legal and ethical
framework

Deliver New Apprenticeship support
services

Work in Employment Services area
Provide careers guidance

Use labour market information
Establish and monitor a case plan
Provide job search support

Promote high quality case
management

Provide coaching and motivation
Develop and deliver client service
Apply a community development
framework

Coordinate the provision of services
and programs

Respond holistically to client issues
Identify and address specific client
issues

Work effectively with culturally
diverse clients and co-workers
Monitor service performance in a
purchaser provider relationship with
government

Support people with disabilities as
workers

Assess and deliver services to clients
with complex needs

Maximise participation in work by
people with disabilities

Work with clients intensively
Research and report on labour market
information

Analyse and apply labour market
information

Manage the delivery of quality client
service

Develop and monitor employment
plans

Coordinate disability work

Promote clients to employers
Manage service delivery in a
purchaser-provider relationship with
government

Develop a tender submission

Prepare tender documents
Direct management of contracts

Establish the procurement context
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Business Services Training Package

Structure of BSB01 Volumes

VOLUME 1

Introduction

Qualification
Guide

Assessment
Guidelines

Units of
Competency

Field: ComMON

BUSINESS

Domain:
Common

VOLUME 2A
Units of
Competency

Field: BUSINESS

VOLUME 2B
Units of
Competency

Field: BUSINESS

VOLUME 3
Units of
Competency

Field: BUSINESS

VOLUME 4A
Units of
Competency

Field: BUSINESS

VOLUME 4B
Units of
Competency

Field: BUSINESS

VOLUME 4C
Units of
Competency

Field: BUSINESS

ADMINISTRATION ADMINISTRATION INFORMATION MANAGEMENT MANAGEMENT MANAGEMENT
SERVICES SERVICES SERVICES SERVICES SERVICES SERVICES
Domain: Domain: Domain: Domain: Domain: Domain:
Legal Services Specialist Recordkeeping Small Business Project Management Strategic Management
Medical Administration Management Frontline Management
Administration Governance
Purchasing (Indigenous

Organisations)

Franchising

Quality Auditing

VOLUME 4D VOLUME 5A VOLUME 5B VOLUME 6 VOLUME 7 VOLUME 8

Units of Units of Units of Units of Units of Units of
Competency Competency Competency Competency Competency Competency
Field: BUSINESS Field: HuMAN Field: HumAN Field: E-BUSINESS Field: BUSINESS Field:
MANAGEMENT RESOURCE RESOURCE DEVELOPMENT INTERNATIONAL
SERVICES MANAGEMENT MANAGEMENT SERVICES
Domain: Domain: Domain: Domain: Domain: Domain:
Occupational Health Human Resources Assessment and E-Business Advertising International Trade
& Safety Employment Services Workplace Training Sales International Business
Compliance Unionism Marketing
Management

[This domain will be
replaced after the
Training And
Assessment Training
Package is endorsed]
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Business Services Training Package

Competency Standards

The broad concept of industry competency concerns the ability to perform particular tasks and
duties to the standard of performance expected in the workplace. Competency requires the
application of specified skills, knowledge and attitudes relevant to effective participation in an
industry, industry sector or enterprise.

Competency covers all aspects of workplace performance and involves performing individual
tasks; managing a range of different tasks; responding to contingencies or breakdowns; and,
dealing with the responsibilities of the workplace, including working with others. Workplace
competency requires the ability to apply relevant skills, knowledge and attitudes consistently
over time and in the required workplace situations and environments. In line with this concept
of competency Training Packages focus on what is expected of a competent individual in the
workplace as an outcome of learning, rather than focussing on the learning process itself.

Competency standards in industry Training Packages are determined by industry to meet
identified industry skill needs. Competency standards are made up of a number of units of
competency each of which describes a key function or role in a particular job function or
occupation. Each unit of competency within a Training Package is linked to one or more AQF
qualifications.

Contextualisation of Units of Competency by RTOs

Registered Training Organisation (RTOs) may contextualise units of competency to reflect
local outcomes required. Contextualisation could involve additions or amendments to the unit
of competency to suit particular delivery methods, learner profiles, specific enterprise
equipment requirements, or to otherwise meet local needs. However, the integrity of the
overall intended outcome of the unit of competency must be maintained.

Any contextualisation of units of competency in this endorsed Training Package must be
within the bounds of the following advice. In contextualising units of competency, RTOs:

o must not remove or add to the number and content of elements and performance criteria

o may add specific industry terminology to performance criteria where this does not
distort or narrow the competency outcomes

o may make amendments and additions to the range statement as long as such changes do
not diminish the breadth of application of the competency and reduce its portability,
and/or

o may add detail to the evidence guide in areas such as the critical aspects of evidence or

resources and infrastructure required where these expand the breadth of the competency
but do not limit its use.

Components of Units of Competency

The components of units of competency are summarised below, in the order in which they
appear in each unit of competency.

Unit Title

The unit title is a succinct statement of the outcome of the specific unit of competency. Each
unit of competency title is unique, both within and across Training Packages.
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Unit Descriptor

The unit descriptor broadly communicates the purpose of the unit of competency and the skill
area it addresses. Where units of competency have been contextualised from units of
competency from other endorsed Training Packages, summary information about the
relationship of the units of competency is provided in the unit descriptor.

Competency Field (Optional)

The competency field either reflects the way the units of competency are categorised in the
Training Package or denotes the industry sector, specialisation or function. It is an optional
component of the unit of competency.

Application of the Competency

The application of the competency fleshes out the scope, purpose and operation of the unit of
competency in different contexts, for example its application in the workplace.

Elements of Competency

The elements of competency are the basic building blocks of the unit of competency. They
describe in terms of outcomes the significant functions and tasks that make up the competency.

Performance Criteria

The performance criteria specify the required performance in relevant tasks, roles, skills and in
the applied knowledge that enables competent performance.

Range Statement

The range statement provides a context for the unit of competency, describing any variables
that may apply in workplace situations.

Evidence Guide

The evidence guide is critical in assessment as it provides information to the Registered
Training Organisation (RTO) and assessor about how the described competency may be
demonstrated. The evidence guide does this by providing a range of evidence for the assessor
to make determinations, and by providing the assessment context. The evidence guide
describes:

o conditions under which competency must be assessed including variables such as the
assessment environment or necessary equipment

o relationships with the assessment of any other units of competency

o suitable methodologies for conducting assessment including the potential for workplace
simulation

o resource implications, for example access to particular equipment, infrastructure or
situations

o how consistency in performance can be assessed over time, various contexts and with a
range of evidence, and

o the required underpinning knowledge and skills

Key Competencies
All Training Packages require the integration of Key Competencies either in each unit of
competency, or across a qualification, depending on industry needs and preferences.

The Key Competencies were first defined in 1992 in the project report, Putting General
Education to Work: The Key Competencies Report (Mayer Committee 1992). The skills and
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knowledge they describe are essential for effective workplace participation and involve the
sorts of capabilities commonly used by employers as selection criteria. They underpin the
ability of employees to adapt to technological, organisational, societal and functional change.

The Key Competencies are generic, in that they apply to work in general, rather than to
particular occupations or industries. They focus on the application of knowledge and skills in
an integrated way in workplace situations. The seven Key Competencies are:

1 Collecting, analysing and organising information
The capacity to locate, sift and sort information in order to select what is required and
to present it in a useful way, and evaluate both the information itself and the sources
and methods used to collect it.

2 Communicating ideas and information
The capacity to communicate effectively with others using the range of spoken, written,
graphic and other non-verbal means of expression.

3 Planning and organising activities
The capacity to plan and organise one’s own work activities, including making good
use of time and resources, sorting out priorities and monitoring one’s performance.

4 Working with others in teams
The capacity to interact effectively with other people both on a one-to-one basis and
in groups, including understanding and responding to the needs of a client and
working effectively as a member of a team to achieve a shared goal.

5 Solving problems
The capacity to apply problem-solving strategies in purposeful ways, both in
situations where the problem and the solution are clearly evident and in situations
requiring creative thinking and a creative approach to achieve a desired outcome.

6 Using mathematical ideas and techniques
The capacity to use mathematical ideas, such as number and space, and techniques
such as estimation and approximation, for practical purposes.

7 Using technology
The capacity to apply technology, combining the physical and sensory skills needed to
operate equipment with the understanding of scientific and technological principles
needed to explore and adapt systems.

Performance Levels

There are three levels of performance defined within the Key Competencies. These are stand-
alone levels and do not correspond to the AQF qualification levels.

o Performance Level 1 is concerned with the level of competence needed to undertake
activities efficiently with sufficient self-management to meet the explicit requirements
of the activity, and to make judgements about the quality of outcomes against
established criteria.

o Performance Level 2 describes the competence needed to manage activities requiring
the selection, application and integration of a number of elements, and to select from
established criteria to judge quality of process and outcome.
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o Performance Level 3 describes the competence needed to evaluate and reshape
processes, to establish and use principles in order to determine appropriate ways of
approaching activities, and to establish criteria for judging quality of process and
outcome.

However, relating performance to the specific industry or workplace context may be more
useful than interpreting the somewhat abstracted performance levels provided above. Where
the Key Competencies are defined in the unit of competency, you will find them in a table,
together with examples of their application, to help with assessment of their performance.
Also, in evaluating the level of performance for the Key Competencies, consider the
performance expectations at the AQF qualification level involved.

Delivery and Assessment of Key Competencies

The Key Competencies are integral to workplace competency, and, as such must be explicitly
considered in the design, customisation, delivery and assessment of vocational education and
training programs as represented diagrammatically below.

Competency
Standards/
Competency

Reflection Learning
Outcomes

Integration
of
Key Competencies

Workplace Assessment
Activities Strategies

Learning
Strategies
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BSBEBUS301A Search and assess online business information

BSBEBUS301A Search and assess online business information

Unit Descriptor This unit covers determining, locating and retrieving business
information using Internet, intranet or extranet. It also covers
evaluation of research results.

This unit is related to BSBEBUS401A Conduct online research.
Consider co-assessment with BSBEBUS302A Use and maintain
electronic mail system.

Competency Field e-business

Element

1. Determine and assess
information requirements

2. Locate online information

Performance Criteria

11

1.2

1.3

1.4

2.1

2.2

2.3

2.4

2.5

Purpose and scope of the required information is
identified and clarified

Possible internal and external sources of online
information are identified in accordance with
organisational requirements

Search engines and databases relating to required
information are identified and utilised in consultation
with relevant personnel to satisfy information
requirements

Key words and phrases are determined and used to
assist in locating online sources

Websites and databases are identified using relevant
search engines / information brokers / potholes

Key words and phrases are identified for the search
using logic and other research tools

Websites are navigated and information located
using key words and phrases identified for the
research topic

Breadth and depth of information source/s meet the
requirements of the research brief in terms of its
scope and purpose

Information is located and assessed against set
criteria in accordance with organisational
requirements
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BSBEBUS301A Search and assess online business information e-business

Element

3. Retrieve, evaluate and report
on information

Range Statement

Performance Criteria

3.1

3.2

3.3

3.4

Information is downloaded, printed or ordered in
accordance with the requirements of the online
source

Information is analysed for sufficiency, currency and
accuracy against initial requirements and further
search/es conducted where information is
insufficient, inaccurate or outdated

Legal and ethical requirements relating to copyright
and protection of intellectual property are met

Information is organised in a format suitable for use
in accordance with organisational requirements and
reported on as required

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

this particular unit:

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

Relevant personnel may
include:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

copyright law

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business

senior staff

information management staff
help desk

librarians

Page 4 Volume 6
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BSBEBUS301A Search and assess online business information

Range Statement

Online information may
include:

Websites and databases may
include:

Search engines/information

brokers may include:

Key words and phrases may
include:

price lists

catalogues

technical information relating to products
government information
legislation and regulations
statistical information

market research data

travel information

banking information
employment opportunities
electronic tendering opportunities
business opportunities

copyright information

public information

industry websites

Government online information services
virtual business communities/networks
educational institutions” websites
archived material

value chain integrators eg recruitment websites,
mortgage brokers websites

global Internet search engines

Internet search engines focusing on particular
locations eg Australia and New Zealand

online market research organisations

American spelling when searching
cultural or geographic terms
different thesauri in different databases
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Range Statement

Set criteria may include: o

Legal and ethical requirements e
may include:

Reports may include but are o
not restricted to:

Evidence Guide

relevance

currency

authenticity

quality

accuracy

reliability

validity

reputability of source

the organisation’s code of ethics
policy and protocols for online use

copyright and intellectual property protection laws
and regulations

Trade Practices Act

sales and/or marketing information
market research data

statistical information

labour market or employment data

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

Critical Aspects of Evidence o

Integrated demonstration of all elements of
competency and their performance criteria

Information is relevant, sufficient, accurate and from
reputable sources

Location and retrieval of information complies with
legal and ethical requirements

Page 6 Volume 6
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BSBEBUS301A Search and assess online business information

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

e Use of Internet / World Wide Web

e Knowledge of service provider requirements
especially with regard to downloading large files

e Copyright and intellectual property requirements as
they relate to online information

e Online navigation tools
e Electronic file handling (saving, copying, printing)

e Occupational Safety and Health requirements for
working with computer technology

e Basic computer skills

e Communication skills to confirm search requirements
and access relevant personnel

e Literacy skills to determine key words, read and
analyse information and follow policies and
procedures

e Numeracy skills for using logic

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

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

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

© Australian National Training Authority 2004
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BSBEBUS301A Search and assess online business information

Evidence Guide

Context/s of Assessment

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1. Perform
2. Administer
3. Design

e Collecting, analysing and organising information — to locate and assess online
information and to produce research results

e Communicating ideas and information — when clarifying information requirements and

reporting when required

e Planning and organising activities — to prepare for and conduct online research, and in
the assessment and reporting of results

e Working with teams and others — to identify information sources
e Using mathematical ideas and techniques — when using logic and other search tools

e Solving problems — to identify sufficiency of results and conduct further searches

e Using technology — to locate and retrieve online information and to produce reports

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies

Page 8 VVolume 6
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BSBEBUS302A Use and maintain electronic mail system

BSBEBUS302A  Use and maintain electronic mail system

Unit Descriptor This unit covers the organisation and maintenance of electronic

mail system.

This unit is related to BSBEBUS402A Implement
e-correspondence policies. Consider co-assessment with
BSBEBUS301A Search and assess online business information.

Competency Field e-business

Element

1. Access and organise
electronic mail

2. Initiate and respond to
electronic mail

3. Maintain housekeeping
system

Performance Criteria

11

1.2

1.3

1.4

2.1

2.2

2.3

3.1

3.2

3.3

Urgent mail is identified, prioritised and dealt with
first in accordance with organisational requirements

Suspicious or potentially dangerous electronic mail
is identified and handled in accordance with
organisational requirements and
information/warnings/remedial action is conveyed to
work team

Electronic mail is checked for completeness, opened
or forwarded in accordance with organisational
policy and procedures relating to confidentiality or
privacy

Returned email is dealt with in accordance with
organisational policy and procedures

Messages are prepared in accordance with
organisational protocols for language, tone and
format

Content, structure and recipient address/es for
electronic mail are checked for accuracy and any
attachments identified and prepared in accordance
with organisational and service provider
requirements

Electronic mail is dispatched in accordance with
organisational requirements within required
timeframes

Electronic mail and/or attachments are copied or
stored in accordance with organisational
requirements

Electronic mailing lists are prepared and maintained
in accordance with organisational requirements

Inboxes are emptied and electronic mail is archived
or permanently deleted in accordance with
organisational requirements

© Australian National Training Authority 2004
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BSBEBUS302A Use and maintain electronic mail system e-business

Range Statement

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

Legislation, codes and national e award and enterprise agreements
standards relevant to the

. e national, State/Territory legislative requirements
workplace may include:

especially in regard to Occupational Health and
Safety

e industry codes of practice

e and must include:

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Suspicious or potentially e unsolicited mail containing viruses
?nir;ggg’us electronic mailmay spam (unsolicited commercial email or junk mail)
' e mail where sender is unknown and subject line is
enticing and/or personal (eg urging the receiver to
open immediately)
e attachments
e particular file extensions
Dealing with returned e checking email address

(bounced) email may include: e checking size of attachment/s

e re-sending
e sending message by other means eg facsimile, post
e telephoning addressee

Page 10 Volume 6 © Australian National Training Authority 2004
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BSBEBUS302A Use and maintain electronic mail system

Range Statement

Organisational protocols may
include:

Net etiquette (netiquette) refers
to:

Checking for accuracy should
include:

net etiquette

net ethics

form of address

formality / informality of language, tone and structure
length of emails (ie short and to the point)
concise, relevant subject line

carbon copies or blind carbon copies
including original message in the reply
requesting read receipt

sender’s name and address

electronic signature

codes of conduct or codes of practice such as those
used by discussion groups

accepted (not mandated) rules for being a good net
citizen (netizen)

remember you’re dealing with real people not
computers

if you wouldn’t do it in real life don’t do it in
cyberspace

adjust to the style and tone of discussion groups
respect other’s time and bandwidth

look good online (spelling, grammar, and something
worth saying)

share expert knowledge

keep flames under control (flaming is making
personal attacks on others)

respect other people’s privacy
don’t abuse your power
be forgiving of other’s mistakes

from Virginia Shea (1994) Netiquette, Albion Books
San Francisco pp 32 - 33

clarity of intended meaning
spelling

grammar

punctuation

© Australian National Training Authority 2004
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Range Statement

Preparing attachments may e dealing with large attachments especially picture files
include: e considering the limitations when sending large files

e checking that file size will negotiate the service
provider’s gateway

e separating large documents into a number of files
e compressing files

Dispatching email may include: e single receiver
e group email
e carbon copies
¢ blind carbon copies
e email bulletin board or discussion list

Storage of electronic mail may e within electronic mail application software

include: e specialised record keeping, spreadsheet or database
software

e paper-based filing system

Mailing lists may include: e electronic address books
e database or spreadsheet records
e wordprocessing tables or data files

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Knowledge of the organisation’s policies and
procedures relating to electronic mail

e Knowledge of service provider requirements

Page 12 Volume 6 © Australian National Training Authority 2004
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Evidence Guide

Underpinning Knowledge* ¢ Relevant legislation from all levels of government

* Required knowledge/skills is to be limited : H : i
{0 that which is sufficient to perform the that affe(_:ts business operation, espeually in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Knowledge of the organisation’s policies and
procedures relating to electronic mail

e Knowledge of service provider requirements
especially with regard to email attachments

e Naming protocols for email addresses

e Electronic file handling (saving, copying, moving,
deleting)

e Occupational Safety and Health requirements for
working with computer technology

Underpinning Skills e Computer technology skills to use email

e Literacy skills to compose and check accuracy of
messages, and follow policies and procedures

e Communication skills to refer information to
supervisors or peers especially in dealing with
suspicious or potentially dangerous electronic mail

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

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

Consistency of Performance In order to achieve consistency of performance, evidence

should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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BSBEBUS302A Use and maintain electronic mail system

e-business

Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.

1

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies

Perform
Administer

3. Design

Collecting, analysing and organising information — to receive and administer incoming
mail and to dispatch outgoing electronic mail

Communicating ideas and information — when initiating and responding to incoming
mail and when composing and sending electronic mail

Planning and organising activities — when dividing or compressing email attachments
and for the administration and dispatch of electronic mail

Working with teams and others — to deal with suspicious or potentially dangerous email
and to administrate the electronic mail system

Using mathematical ideas and techniques — to sort and record electronic mail

Solving problems —in the administration of the system especially in dealing with returned
mail and in dealing with suspicious or potentially dangerous email

Using technology — to administrate the electronic mail system and to send and receive
email
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e-business

BSBEBUS303A Participate in a virtual community

BSBEBUS303A Participate in a virtual community

Unit Descriptor This unit covers participation in a virtual business community
built around a common interest / area of business.

This unit is related to BSBEBUS403A Communicate
electronically and BSBEBUS508A Build a virtual community.
Consider co-assessment with BSBEBUS310A Work effectively as
an off-site e-worker.

Competency Field e-business

Element

1. Investigate virtual
communities

2. Join a virtual community

3. Contribute to a virtual
community

Performance Criteria

11

1.2

1.3

14

1.5

2.1

2.2

3.1

3.2

3.3

3.4

The area of business or common interest for a virtual
community is identified and online research
undertaken to identify potential virtual communities
for investigation

Technology requirements to achieve optimum access
to each virtual community are identified and
compared with personal / organisational resources

Products and/or services available within the virtual
community are identified and compared with
personal / organisational requirements

Fee structures and the availability of free and priced
services within each virtual community is assessed
and compared

Security measures in place for each virtual
community are identified and compared with
personal / organisational requirements

Registration / membership requirements and
guidelines for participating in the virtual community
are confirmed

Registration information is provided for
authentication in accordance with membership
requirements

Accepted net etiquette within the virtual community
is identified

Contributions are made to the virtual community in
accordance with accepted net etiquette

Services are accessed and feedback provided on
personal / organisational satisfaction with the virtual
community

Information is provided to the virtual community on
personal / organisational needs to allow products /
services to be adjusted to suit changing member
requirements
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BSBEBUS303A Participate in a virtual community e-business

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Virtual community refers to: e awebsite built around a common interest / area of
business where members / clients contribute and
access information

Guidelines may include: e legal, ethical and security issues
e pre-requisites for membership
e roles, rights and responsibilities of members
e open posting and viewing of free materials
e moderated postings
e roles, rights and responsibilities of moderator
e viewing restricted by log-on and/or password
e subscription conditions and fees
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e-business

BSBEBUS303A Participate in a virtual community

Range Statement

Net etiquette (netiquette) refers
to:

Evidence Guide

protocols for discussion groups

accepted (not mandated) rules for being a good net
citizen (netizen)

remember you’re dealing with real people not
computers

if you wouldn’t do it in real life don’t do it in
cyberspace

adjust to the style and tone of discussion groups
respect other’s time and bandwidth

look good online (spelling, grammar, and something
worth saying)

share expert knowledge

keep flames under control (flaming is making
personal attacks on others)

respect other people’s privacy
don’t abuse your power
be forgiving of other’s mistakes

from Virginia Shea (1994) Netiquette, Albion Books
San Francisco pp 32 - 33

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

Critical Aspects of Evidence

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Integrated demonstration of all elements of
competency and their performance criteria

Level of participation in the virtual community

Contributing to building the culture of the virtual
community

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

Internet / World Wide Web

Legal, ethical and security issues relating to accessing
and contributing to virtual communities

Culture of virtual community versus traditional
business community

© Australian National Training Authority 2004
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BSBEBUS303A Participate in a virtual community

e-business

Evidence Guide

Underpinning Skills

Resource Implications

Consistency of Performance

Context/s of Assessment

Computer technology skills

Literacy skills to interpret guidelines and provide
information to others

Numeracy skills for evaluating prices and fee
structures

Communication skills for interaction with other
members

Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

BSBEBUS303A Participate in a virtual community

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1. Perform

2. Administer

3. Design

e Collecting, analysing and organising information — to determine the focus and
membership of a virtual community

e Communicating ideas and information — through the virtual community website

¢ Planning and organising activities — to contribute to virtual community

e Working with teams and others — to participate in a virtual community

e Using mathematical ideas and techniques — to compare prices and fee structures

e Solving problems — to select the most appropriate community

e Using technology — to participate in a virtual community

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS304A Buy online e-business
BSBEBUS304A Buy online
Unit Descriptor This unit covers the identification and assessment of suppliers, the

purchase of goods and services online and recommendations for
future provision of goods and/ or services.

This unit is related to BSBEBUS404A Trade online. Consider

co-assessment with BSBEBUS305A Sell online and
BSBEBUS306A Make payments online.

Competency Field e-business

Element

1. ldentify supplier/s

2. Make online purchases

3. Review online purchasing

Performance Criteria

11

1.2

1.3

2.1

2.2

3.2

3.3

Off and online research is conducted to identify
sources/suppliers for required products in
accordance with requirements for quality, budget and
timeframes

Potential suppliers are assessed for authenticity,
reliability and financial stability

Payment and fulfilment options are assessed for
reliability and security in accordance with
organisational requirements

Value for money comparisons are made and products
are ordered in accordance with personal /
organisational requirements

Purchase is completed in accordance with
organisational requirements and the terms of the
purchase order

Products received are checked to ensure they meet
purchase order requirements and shortfalls addressed
in accordance with personal / organisational
requirements

Supplier is reviewed to determine quality, timeliness
and level of customer service in relation to
advertised profile

Recommendations are made regarding continued or
future use of online purchasing provider and are
supported by purchase information
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e-business BSBEBUS304A Buy online

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e copyright laws

e defamation laws

e privacy legislation

o intellectual property, confidentiality requirements
o legal and regulatory policies affecting e-business

Online sources may include: e e-shop
e e-mall
e e-brokerage service
e e-procurement service
e third party market place
e e-auction

Products may include: e goods
e services
e shares
e insurance
e loans
¢ financial services

Payment options may include: online payment using credit card, debit card,

electronic funds transfer, digital signature

o off-line payment eg credit card authorised via
telephone or facsimile, mailed cheque, over the
counter
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BSBEBUS304A Buy online e-business

Range Statement

Fulfilment options may include:

direct delivery by online provider

o delivery by off-line supplier

e delivery by post, courier or other third party
e download of electronic information

e electronic delivery of digitised information, software,
books etc

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Choice of supplier and value for money decisions
e Legal requirements relating to online purchasing

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H P
{0 that which is sufficient to perform the that affe_cts business operation, espemally in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Internet / World Wide Web

e Knowledge of policies and procedures relating to use
of Internet and online purchasing

e Knowledge of service provider requirements

e Proof of ownership requirements relating to online
purchasing

e Online navigation tools

e Occupational Safety and Health requirements for
working with computer technology

Underpinning Skills e Computer technology skills

e Literacy skills to read and analyse information for its
relevance and sufficiency, and follow policies and
procedures

e Numeracy skills to determine value for money

e Communication skills to negotiate with online service
provider/s

e Ability to relate to people from a range of social,
cultural and ethnic backgrounds and physical and
mental abilities
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e-business

BSBEBUS304A Buy online

Evidence Guide

Resource Implications

Consistency of Performance

Context/s of Assessment

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

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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BSBEBUS304A Buy online

e-business

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective

workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to compare online purchasing
suppliers and assess information on potential suppliers and on payment options

Communicating ideas and information — through purchase orders and other purchase
related correspondence, especially in regard to problems and or recommendations for
future provision of goods and/ or services

Planning and organising activities — to assess information, and to complete purchases
and receive goods / services

Working with teams and others — to assess information, to address shortfalls in purchase
orders and to make recommendations for future provision of goods and/ or services

Using mathematical ideas and techniques — to estimate value for money and to assess
information

Solving problems — to select the most appropriate supplier and to investigate problems in
regard to supply

Using technology — to buy online

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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e-business

BSBEBUS305A Sell online

BSBEBUS305A Sell online

Unit Descriptor This unit covers the identification, pricing, cataloguing,
advertising and selling of goods and services online. It also covers
the negotiation of online services and sales with online outlets,
review of product sales and recommendations for future
operations.

This unit is related to BSBEBUS404A Trade online. Consider
co-assessment with BSBEBUS304A Buy online and
BSBEBUS306A Make payments online.

Competency Field e-business

Element

1. Prepare for the sale of goods
/ services

2. Sell goods / services online

3. Review online sales

Performance Criteria

11

1.2

1.3

1.4

2.1

2.2

2.3

3.1

3.2

3.3

Products to be sold are identified, priced and
catalogued in accordance with personal /
organisational requirements

Websites providing sales outlets are investigated and
their terms and conditions compared

An online outlet is identified and arrangements
negotiated for the sale of goods / services

The online outlet is contracted in accordance with
legal and organisational requirements

Products are advertised and supplied in accordance
with negotiated terms and conditions and personal /
organisational requirements

Products are sold and any after sales requirements
met in accordance with negotiated terms and
conditions

Payment arrangements are finalised with online
outlet in accordance with negotiated terms and
conditions

Product sales are reviewed and analysed to identify
areas for improvement in accordance with personal /
organisational requirements

Online outlet is reviewed to determine quality,
timeliness and level of customer service in relation to
negotiated terms and conditions

Recommendations are made regarding continued or
future use of online selling outlet and are supported
by sales information
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BSBEBUS305A Sell online e-business

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Products may include: e goods
e services
e shares
Online outlets may include: e e-shop
e e-mall

e e-brokerage service

e e-procurement service
e third party market place
e e-auction

Arrangements may include: e trading terms
e advertising
e supply
o delivery
e payment
e warranty
e customer service
e after sales service
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e-business

BSBEBUS305A Sell online

Range Statement

Payment options may include:

Evidence Guide

online payment using credit card, debit card,
electronic funds transfer, digital signature

off-line payment eg credit card authorised via
telephone or facsimile, mailed cheque, over the
counter

payment less commission from online outlet

direct payment by buyer with commission to be
remitted back to online outlet

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

Critical Aspects of Evidence

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Integrated demonstration of all elements of
competency and their performance criteria

Choice of supplier and value for money decisions
Legal requirements relating to online selling

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

Internet / World Wide Web

Knowledge of policies and procedures relating to use
of Internet and online trade

Knowledge of online sales requirements

Copyright, intellectual property and proof of
ownership requirements relating to online trade

Online navigation tools

Occupational Safety and Health requirements for
working with computer technology
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BSBEBUS305A Sell online

e-business

Evidence Guide

Underpinning Skills

Resource Implications

Consistency of Performance

Context/s of Assessment

Computer technology skills

Literacy skills to read and analyse information for its
relevance and sufficiency, and follow policies and
procedures

Numeracy skills to determine value for money etc

Communication skills to negotiate with online sales
outlets

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

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

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

BSBEBUS305A Sell online

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to identify, price and catalogue,
goods and services for sale online and to review product sales

Communicating ideas and information — through cataloguing sales information and
selling products

Planning and organising activities — to prepare products for sale and to prepare reports
Working with teams and others — to negotiate terms and conditions of online selling

Using mathematical ideas and techniques — to price products for sale and to review
sales figures

Solving problems — to resolve contractual problems relating to the sale of goods and
services online and to improve sales and service figures

Using technology — to sell online

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS306A Make payments online e-business

BSBEBUS306A Make payments online

Unit Descriptor This unit covers the investigation and use of online payment
facilities. It also covers security aspects of online payments and
the maintenance of payment records.

This unit is related to BSBEBUS404A Trade online. Consider
co-assessment with BSBEBUS304A Buy online and
BSBEBUS305A Sell online or BSBEBUS307A Bank online.

Competency Field e-business

Element Performance Criteria

1. Investigate online payment 1.1 Online policies, codes of practice and guarantees are
facilities obtained and analysed for providers of online
payment facilities

1.2 Confidentiality and privacy aspects of online bill
paying facilities are assessed in accordance with
individual and organisational requirements

1.3 Security of credit card transactions is confirmed and
authentication methods verified in accordance with
individual and organisational requirements

2. Use online payment facilities 2.1 Personal or organisational authentication information
is kept secure in accordance with individual /
organisational requirements and used to access
online bill-paying facilities

2.2 Invoices are checked for accuracy and to ensure
payment has not previously been made

2.3 Payments are made in accordance with financial
controls, security procedures and level of authority

2.4 Difficulties in accessing or using online payment
facilities are conveyed to the service provider in
accordance with organisational policy and
procedures

3. Maintain payment records 3.1 Records of payments are maintained in accordance
with individual / organisational requirements for
accounting purposes

3.2 Records are reconciled with online transaction
records, and irregularities dealt with in accordance
with organisational policy and procedures
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e-business BSBEBUS306A Make payments online

Range Statement

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

Legislation, codes and national e award and enterprise agreements
standards relevant to the

. e national, State/Territory legislative requirements
workplace may include:

especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Authentication may include: e user name and password
e Personal Identification Number (PIN)
e authentication services eg Verisign

Online payments may include: e credit card
e debit card
e electronic funds transfer

requirement for digital signature

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Knowledge of secure payment systems
e Legal requirements relating to online payments
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BSBEBUS306A Make payments online

e-business

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

e Internet / World Wide Web

e Knowledge of the organisation’s policies and
procedures relating to use of Internet and online
payment facilities

e Knowledge of service provider requirements
e Online navigation tools

e Occupational Safety and Health requirements for
working with computer technology

e Computer technology skills

e Literacy skills to read and analyse information for its
relevance and sufficiency, and follow policies and
procedures

e Numeracy skills to reconcile payment records

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

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

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

BSBEBUS306A Make payments online

Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to assess online payment facilities
and to maintain payment records

Communicating ideas and information — regarding difficulties in using online facilities
and in investigation of security issues

Planning and organising activities — to check invoices for accuracy and make payments
and to maintain payment records

Working with teams and others — to discuss irregularities in online payment records
Using mathematical ideas and techniques — to check invoice amounts

Solving problems — to reconcile transaction records, to maintain security and investigate
and use online payment facilities

Using technology — to make payments online

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS307A Bank online e-business
BSBEBUS307A  Bank online
Unit Descriptor This unit covers the investigation, confirmation and use of online

banking services. It also covers security issues in regard to
transactions and maintenance of banking records.

This unit is related to BSBSEBUS405A Conduct online financial
transactions. Consider co-assessment with BSBSEBUS306A
Make payments online.

Competency Field e-business

Element

1. Investigate online banking
facilities

2. Bank online

3. Maintain banking records

Performance Criteria

11

1.2

1.3

1.4

2.1

2.2

2.3

2.4

3.1

3.2

Online policies, codes of practice and guarantees are
obtained and analysed for online banking facilities

Confidentiality and privacy aspects of online
banking facilities are assessed in accordance with
individual and organisational requirements

Security of credit card transactions is confirmed and
authentication methods verified in accordance with
individual and organisational requirements

Security and regulatory requirements for online
banking are identified and clarified if necessary

Authentication data is kept secure in accordance with
organisational requirements and used to access
online banking services in accordance with the
organisation’s security policy and level of authority

Bank accounts are accessed online and balances and
transaction history checked in accordance with
organisational requirements

Available funds are confirmed and transactions
completed in accordance with organisational policy
and procedures and level of authority

Accountability, security and control requirements for
online financial transactions are met

Records of banking transactions and balances are
maintained in accordance with organisational
requirements for accounting purposes

Organisational records are compared with online
records and balances, and irregularities dealt with in
accordance with organisational policy and
procedures
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e-business

BSBEBUS307A Bank online

Range Statement

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

this particular unit:

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

Online banking facilities may
include:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

OECD International Guidelines for Consumer
Protection in E-Commerce

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business

access to bank statements

account balances

transfer of money between accounts

electronic funds transfer (EFT)

credit card transactions

account transaction history

online applications for services such as new accounts
electronic cash

stored value smart card (or electronic purse)
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BSBEBUS307A Bank online e-business

Range Statement

Security requirements may e level of encryption
include: e firewall protection

e physical site security of web server
e terms and conditions of website use

e use of ‘cookies’ — small files automatically
downloaded from a web server to the computer of
someone browsing a website — information stored in
cookies can be accessed any time that computer
returns to the site

e jurisdiction

e warranties

e disclaimers

e limit of liability
e receipting

e access to independent reviews of financial services:
ACCC, FPA

Regulatory requirements may e national

include: e international
Authentication may include: e user name and password
e Personal Identification Number (PIN)
e authentication services eg Verisign
Transactions may include: e transfer of money between accounts

e credit card transactions

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Following security procedures to prevent
unauthorised use of user name, password or PIN

e Control measures to identify and prevent errors
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e-business

BSBEBUS307A Bank online

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

Internet / World Wide Web

Knowledge of the organisation’s policies and
procedures relating to use of Internet and online
banking services

Internet security issues
Organisational security policy

Computer technology skills

Literacy skills to read and analyse information for its
relevance and sufficiency, and follow policies and
procedures

Numeracy skills to confirm banking records

Communication skills to negotiate with online
banking providers to deal with irregularities

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

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

In order to achieve consistency of performance, evidence
should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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BSBEBUS307A Bank online

e-business

Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to investigate and confirm online
banking services and to check security of transactions and balances and funds available
prior to transactions

Communicating ideas and information — on differences between online and
organisational records and to confirm transactions

Planning and organising activities — to complete online transactions
Working with teams and others — to discuss transaction irregularities
Using mathematical ideas and techniques — to reconcile online banking records

Solving problems - to resolve irregularities in banking records, resolve security issues in
regard to transactions and maintenance of banking records

Using technology — to bank online

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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e-business

BSBEBUS308A Maintain online business records

BSBEBUS308A Maintain online business records

Unit Descriptor This unit covers maintenance of records relating to electronic
business.

This unit is related to BSBEBUS406A Monitor and maintain
records in an online environment.

Competency Field e-business

Element
1. Confirm requirements for

keeping online business
records

2. ldentify records to be stored

3.  Maintain online business
records

Performance Criteria

11

1.2

2.1

2.2

2.3

3.1

3.2

3.3

3.4

3.5

Reasons for recording online business transactions
are identified

A checklist is prepared in accordance with
organisational requirements that identifies criteria for
assessing which electronic information should be
captured, for how long and in what format

Information is assessed against organisational
checklist and records identified for capture

Information not to be stored is disposed of in
accordance with organisational procedures

Storage methods and media are determined in
accordance with retention requirements

Records are stored on required media in accordance
with organisational and record retention
requirements

Access and security status, and disposal requirements
of records are determined and recorded in
accordance with organisational procedures

Migration of records from one medium to another is
carried out in accordance with organisational
procedures

Archiving or disposal of records is completed and
recorded in accordance with disposal schedule and
organisational procedures

Records are maintained in a usable and accessible
form in accordance with security conditions and
legislative requirements
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BSBEBUS308A Maintain online business records e-business

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice and standards

e Government State/Territory/Commonwealth
standards

e Freedom of Information Acts
e public Records Acts (State/Territory/Commonwealth)

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws particularly in relation to digital
material (ie digital amendment)

e privacy legislation
o intellectual property, confidentiality requirements

¢ legal and regulatory policies affecting business in
general and e-business in particular

e records, archive management and disposal laws

o legal deposit requirements (libraries) ie copies of all
published documents are usually required to go to
libraries

e AS4390 Records Management
e AS9000 Quality Standards — quality records sections

Reasons for keeping records e legal
may include: e  business
e financial

e socio-historical
e security
e backup and recovery
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e-business

BSBEBUS308A Maintain online business records

Range Statement

Storage may include:

Storage media may include:

Retention requirements may
include:

Access and security status may
include:

Migration of records may
include:

Disposal of records may
include:

online
off-line
on-site
off-site
outsourced

migration of records from one medium to another eg
tape to compact disc

server
hard drive
diskette
computer tape
audiotape

film

video

compact disc
imaging systems
audiovisual
multimedia
mainframe
microform
paper based

remote storage of backup data in case of fire or other
incidents

long term storage media for information / records

most cost-effective storage media for ephemeral or
short term records

confidential
high security (restricted)
open

from tapes, which may deteriorate over time
from about-to-be superseded media eg 5% disks

permanent deletion from electronic media
destruction of paper based records eg shredding
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BSBEBUS308A Maintain online business records e-business

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Checklist reflects organisational requirements and
record keeping principles and practice

e Legal and regulatory requirements relating to online
business records

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H H
{0 that which is sufficient to perform the that affet;ts business operation, espeually in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Record keeping / information management principles
and processes

e Organisational record keeping system

e Online record keeping environment including
location and nature of transactions

e Policy and procedures relating to online business
records including risk management

e Access and security issues
e Legal and regulatory requirements

Underpinning Skills e Computer skills especially relating to record keeping
systems

e Organisational skills especially attention to detail

e Literacy skills for reading and interpreting
information and content of records, retention and
disposal schedules, and access/security conditions,
and for preparing checklist and schedules

e Communication skills to identify organisational
requirements for record keeping in an online
environment

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

Resource Implications The learner and trainer should have access to appropriate
documentation and resources normally used in the
workplace
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e-business

BSBEBUS308A Maintain online business records

Evidence Guide

Consistency of Performance

Context/s of Assessment °

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

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform

Administer

Design

Collecting, analysing and organising information — to store online business records
Communicating ideas and information — to prepare assessment checklist

Planning and organising activities — to identify records for storage

Working with teams and others — to assess incoming and outgoing information
Using mathematical ideas and techniques — to interpret disposal schedules

Solving problems — in determining status of records

Using technology — to maintain online business records

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS309A Undertake e-learning e-business

BSBEBUS309A Undertake e-learning

Unit Descriptor This unit covers self-directed, self-managed e-learning. It relates
to the identification of learning needs and opportunities and to the
development of an e-learning plan.

This unit relates to BSBEBUS513A Plan e-learning. Consider
co-assessment with BSBEBUS310A Work effectively as an
off-site e-worker and BSBCMN304A Contribute to personal skill
development and learning.

Competency Field e-business
Element Performance Criteria
1. Identify learning needs 1.1 Personal learning needs and skill gaps are self

assessed

1.2 Learning factors related to e-learning are self
assessed and any support requirements to optimise
e-learning outcomes are identified

1.3 Required outcomes from e-learning are identified
and prioritised in accordance with individual, team
and organisational requirements

2. ldentify e-learning 2.1 e-learning opportunities are identified and selected
opportunities in consultation with management in accordance with
identified learning outcomes, available technology,
time and budgetary requirements

2.2 e-learning content, materials and methodology are
examined to determine their quality, applicability
and acceptability to individual and organisational
requirements

2.3 Where e-learning opportunities alone are insufficient
for personal learning needs, training solutions that
blend traditional learning with and e-learning are
identified in accordance with organisational
requirements
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e-business

BSBEBUS309A Undertake e-learning

Element

3. Develop an e-learning plan

4. Undertake e-learning

5. Review e-learning

Performance Criteria

3.1

3.2

3.3

3.4

4.1

4.2

4.3

5.1

5.2

5.3

Agreed e-learning opportunities are included in
learning plans and timeframes for their completion
are negotiated in accordance with individual and
organisational needs

Time required to access e-learning opportunities is
negotiated and included in plans

Learning plans are prepared, agreed to and resourced
by management

Negotiations are undertaken with management to
enable recognition of competencies developed
through e-learning

Workload and deadlines are re-negotiated to provide
for the allocation of e-learning time in accordance
with agreed e-learning plan and budgetary
requirements

e-learning is undertaken in accordance with
e-learning plan and contingencies managed when
unforeseen circumstances intervene

The integration of work and learning is managed in
accordance with the e-learning plan and
organisational requirements

The e-learning experience is evaluated in terms of its
applicability to individual learning style and
individual / organisational satisfaction with the
process and the outcomes

The advantages and disadvantages of e-learning are
identified and weighed, and recommendations made
regarding participation in future e-learning

Individual e-learning plan is reviewed and adjusted
in accordance with individual requirements and
organisational needs
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BSBEBUS309A Undertake e-learning e-business

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-learning

Learning needs may include: e new work practices
e new technology
e application of new information
e development/update of existing skills and knowledge
e business processes
e corporate values and culture
e competencies to access e-learning

Learning factors may include: e previous experience with e-learning
e comfort with online technologies
o preferred learning style
e language, literacy and numeracy
e cultural, language and educational background
e physical ability / disability
o level of confidence or anxiety
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e-business

BSBEBUS309A Undertake e-learning

Range Statement

Support requirements may
include:

e-learning opportunities may
include:

Online methodology may
include:

induction into e-learning
online tutors

workplace mentors

technical experts

learning / assessment partners
print-based materials
class-based / face-to-face

dedicated e-learning personal computer in a quiet
location in the workplace

laptop computer
access to the internet from home

multi-media
web-based
video-conferencing
intranet

PC based

e-study: a blend of text, graphics and on-screen
interactions

e-seminars, with experts talking on video about
cutting edge developments

short (10 — 15 minute) segments

1 hour sessions

business simulations

scenarios

user control of the action

mentor discussion re choices made
interactive technologies

exploration of underlying issues
personalised to user’s learning style
adaptable to learner preferences and values
choice of male or female “mentor’
use of multimedia

interaction with fellow e-students and instructors in
threaded discussions
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BSBEBUS309A Undertake e-learning e-business

Range Statement

Blended solutions may include: e e-learning and face-to-face training courses
e e-learning and traditional distance education
e e-learning and on-the-job training

Unforeseen circumstances may e urgent work
include: e increased workload

e absent staff

e changed work requirements

e illness (self or others)

Contingency management may e re-negotiating timeframes
include: e re-negotiating work deadlines
e re-scheduling e-learning

e re-negotiating dedicated e-learning time

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e e-learning plan meets individual and organisational
needs

e Successful contingency management

e Satisfactory e-learning outcomes for self and
organisation

Underpinning Knowledge* ¢ Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H H
{0 that which is sufficient to perform the that affe(_:ts business operation, espeually in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Internet / World Wide Web

e Legal, ethical and security issues relating to
e-learning

e Organisational learning and development policy
e Personal competency requirements
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e-business BSBEBUS309A Undertake e-learning

Evidence Guide

Underpinning Skills e Computer literacy to access e-learning

e Literacy skills to interpret information about
e-learning opportunities

e Numeracy skills of complying with budgetary
requirements

e Communication skills for negotiation with
management

o Self assessment skills to identify skill gaps

¢ Self management skills to maintain motivation and
seek assistance

e Time management skills

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

Consistency of Performance In order to achieve consistency of performance, evidence

should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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BSBEBUS309A Undertake e-learning

e-business

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.
1. Perform

2. Administer

3. Design

e Collecting, analysing and organising information — to identify e-learning needs and
opportunities and to develop an e-learning plan

e Communicating ideas and information — to identify opportunities and consult with
management to develop and negotiate an e-learning plan, to negotiate the time and
funding required to complete the plan, and to negotiate recognition of competencies

e Planning and organising activities — to manage contingencies and to develop training
solutions to enable completion of the requirements of the learning plan

e Working with teams and others — to negotiate an e-learning plan

e Using mathematical ideas and techniques — to comply with budgetary requirements
e Solving problems - to deal with unforeseen circumstances

e Using technology — to undertake e-learning

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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e-business

BSBEBUS310A Work effectively as an off-site e-worker

BSBEBUS310A Work effectively as an off-site e-worker

Unit Descriptor This unit covers negotiating and performing self-managed,
self-directed work as an off-site e-worker performing agreed
duties at an alternative site (usually home) during some or all of
scheduled work hours. It is a flexible employment option that
meets all legal and regulatory employment requirements.

This unit is related to BSBEBUS409A Lead and facilitate e-staff.
Consider co-assessment with BSBEBUS309A Undertake
e-learning and BSBCMN302A Organise personal work priorities
and development.

Competency Field e-business

Element

1. Negotiate off-site e-working
arrangements

2. Organise off-site e-work
environment

Performance Criteria

11

1.2

1.3

14

1.5

2.1

2.2

2.3

Legal and ethical issues relating to off-site e-work
are identified and included in e-working
arrangements

e-worker rights and responsibilities and those of
supervisor/s and the organisation are identified and
included in e-working arrangements

e-work employment conditions are agreed and
documented in an agreement in accordance with
legal requirements

Equipment and technology requirements for off-site
e-work are confirmed, and supply and maintenance

arrangements agreed and documented in accordance
with legal and organisational requirements

Supervisory and performance management
arrangements are confirmed and requirements for
any on-site work, meetings or other events are agreed
in accordance with e-work policy and practices

Requirements for a safe, effective off-site work
environment are identified in consultation with
management

Equipment and technology for off-site work
environment are obtained in accordance with e-work
agreement

Off-site work environment is arranged in accordance
with occupational health and safety requirements and
e-work agreement
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BSBEBUS310A Work effectively as an off-site e-worker e-business

Element Performance Criteria

3. Plan e-work schedules 3.1 Work objectives and priorities are established in
consultation with management

3.2 Work requirements are analysed and incorporated
into personal work schedules

3.3 Factors affecting the achievement of work objectives
are identified and contingencies addressed in work
schedules

4. Complete e-work 4.1 Work schedules are completed or revised in
accordance with organisational requirements

4.2 On-site work, meetings or events are scheduled and
attended in accordance with organisational
requirements

4.3 Assistance is sought regarding breakdowns in work
arrangements, equipment or technology and work
schedules are adjusted in accordance with
organisational requirements

4.4 Work practices meet occupational health and safety
requirements and the terms of the e-work agreement

5. Monitor and improve e-work 5.1 Personal performance is monitored against work
performance requirements and schedules and any areas for
improvement identified

5.2 Feedback is obtained from colleagues and clients and
analysed in the context of personal and
organisational objectives

5.3 e-work processes and systems are evaluated for their
usefulness in assisting e-work outcomes and
recommendations made for improvement in
accordance with organisational requirements

5.4 Changes to e-work practices are negotiated and
implemented in accordance with organisational
requirements and e-work agreement
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e-business

BSBEBUS310A Work effectively as an off-site e-worker

Range Statement

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

this particular unit:

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

Legal and ethical requirements
of off-site e-work may include:

Off-site e-work requires:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

OECD International Guidelines for Consumer
Protection in E-Commerce

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business
enterprise standards

legal deposit, archival and disposal laws ie old copies
of web pages must be recoverable eg customers may
have undertaken transactions based on older versions
of web pages and these must be available for legal
reasons

workers compensation for work related
injury/accident

public liability
business contents insurance against damage and theft
taxation law

a work agreement between an employee and the
business that allows the employee to perform agreed
duties at an alternative site (usually home) during
some or all of scheduled work hours. It is a flexible
employment option and must meet all legal and
regulatory employment requirements
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BSBEBUS310A Work effectively as an off-site e-worker

e-business

Range Statement

Employment conditions and
agreement may include:

Equipment and technology
requirements of off-site e-work
may include:

formal written e-work agreement

core office hours at given site/s so customers and
staff know where to contact you

salary and benefits

taxation

performance monitoring
performance management / appraisal
security of information

ensuring confidentiality of all work
obeying software licensing laws
protecting employer’s records
ensuring protection of intellectual property
use of employer’s equipment

use of employee’s own equipment

employer reimbursement and/or maintenance of
employee’s equipment

overtime arrangements
right to terminate e-work agreement
right to inspect e-worker’s work site

reasonable notice of supervisor visits to the
e-worker’s work site

occupational health and safety

powerful computers, high speed modems, technical
help line

technical support in case of hardware failure

using equipment, computer, software and data
supplied by the business (company assets)

consumables

e-worker’s own equipment and software
access to business computer/network
remote access hardware

remote access software

network interface equipment
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e-business

BSBEBUS310A Work effectively as an off-site e-worker

Range Statement

Supervisory arrangements may
include:

Safe and effective work o
environment may include:

Evidence Guide

flexibility in supervisory practices
management based on outcomes

goal setting

assessing progress

regular feedback

telephone supervision

focus on quality of work rather than time spent
early identification and handling of problems
remote-site visits

including e-staff in office meetings, both official and
social

dedicated room or quiet area
adequate lighting
ample electrical outlets

safe deployment of electrical cords to avoid tripping,
falling

ergonomically appropriate desks and chairs

accommodation for separate phone line/s if necessary
for open data link, facsimile etc

arrangements for family commitments

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

Critical Aspects of Evidence o

Integrated demonstration of all elements of
competency and their performance criteria

e-work agreement meets individual, organisational,
legal and ethical requirements

e-work environment, processes and outcomes
satisfactory to e-worker and the organisation
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BSBEBUS310A Work effectively as an off-site e-worker

e-business

Evidence Guide

Underpinning Knowledge* o
* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills o

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

Legal, ethical and security issues relating to off-site
e-work

Organisational policy and procedures

Roles and responsibilities of e-worker/, supervisor/s
and the organisation

Barriers to successful e-working

Computer technology skills

Literacy skills to interpret work requirements and
prepare work schedules

Numeracy skills to negotiate salary component of
e-work agreement

Communication skills for negotiating e-work
agreement

Time management skills

Self management skills to maintain motivation and
seek assistance

Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

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

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to identify legal and ethical
requirements of e-work, to allow negotiation of e-work arrangements and employment
conditions and to identify details of work requirements

Communicating ideas and information — to identify work requirements, objectives and
priorities through electronic communication, and to obtain feedback from work team and
colleagues

Planning and organising activities — to prepare e-work schedules, complete work
requirements and evaluate e-work processes and systems in order to improve work
outcomes

Working with teams and others — to negotiate e-work agreement and to obtain feedback
from work team and colleagues to improve work outcomes

Using mathematical ideas and techniques — to negotiate salary component of agreement
Solving problems — to manage contingencies and to complete work requirements
Using technology — to work as an off-site e-worker

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS401A Conduct online research

Unit Descriptor This unit covers researching business information using Internet,
intranet or extranet, communicating with team as required and
presenting reports on research outcomes.

Consider co-assessment with BSBEBUS402A Implement
e-correspondence policies and BSBEBUS403A Communicate
electronically.

Competency Field e-business

Element Performance Criteria

1. Prepare self and/or others 1.1 Purpose and scope of the research brief are clarified and
for online search meet organisational requirements

1.2 Research requirements for combining online research
with non-electronic sources of information are
identified and communicated as required

1.3 Possible internal and external sources of online
information are identified and communicated as
required

1.4 Search engines and databases relevant to research needs
are identified in consultation with expert personnel

1.5 Key elements of the research brief are identified to
assist in online search

1.6 Organisational requirements for reporting or presenting
research results are confirmed

2. Research business 2.1 Websites and databases are identified using relevant
information search engines / information brokers / portals

2.2 Key words and phrases are identified for the search
using logic and other research tools

2.3 Websites are navigated and searches conducted using
key words and phrases identified for the research topic

2.4 Breadth and depth of research source/s meet the
requirements of the research brief in terms of its scope
and purpose

2.5 Research is conducted in accordance with legal and
ethical requirements
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Element Performance Criteria
3. Locate and retrieve 3.1 Information is located and assessed against set criteria
information in accordance with research requirements

3.2 Search results are analysed for sufficiency against the
research brief and further research conducted where
information is insufficient

3.3 Information is downloaded, printed or ordered in
accordance with the requirements of the distributor and
copyright owner and organisational requirements

4. Report online research 4.1 A report or presentation of the outcomes of online
results research is prepared in accordance with organisational
requirements

4.2 Qutcomes are reported with referenced material from
the search/es integrated with non-electronic search
results if applicable and sources documented in
accordance with organisational requirements

4.3 Information is organised in a format suitable for use in
accordance with organisational requirements

4.4 Legal requirements relating to copyright and protection
of intellectual property are met

Range Statement

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

Legislation, codes and national e award and enterprise agreements
standards relevant to the

. e national, State/Territory legislative requirements
workplace may include:

especially in regard to Occupational Health and
Safety

e industry codes of practice

e copyright law

e privacy legislation

e intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Communication may include: instructions to work team

Expert personnel may include: librarians

e senior staff
¢ information management staff
e help desk
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Range Statement

Business information may e public information
include: e copyright information

e price lists

e catalogues

e technical information relating to products
e business opportunities

e electronic tendering opportunities

e government information

¢ legislation and regulations relating to running the
business, human resource management, taxation, etc

e statistical information

e market research data

e travel information

e Dbanking information

e employment opportunities

Websites and databases may e Government online information services
include: e educational institutions’ websites

e virtual business communities/networks
e industry websites

¢ value chain integrators eg recruitment websites,
mortgage brokers websites

e archived material

Search engines/information e global Internet search engines

brokers may include: e Internet search engines focusing on particular

locations eg Australia and New Zealand
e online market research organisations

Key words and phrases may e American spelling when searching

include: e cultural or geographic terms

e using different thesauri in different databases

Legal and ethical requirements e the organisation’s code of ethics

may include: e policy and protocols for online use

e copyright and intellectual property protection laws
and regulations

e Trade Practices Act
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Range Statement

Set criteria may include: o

Reports or presentations may °
include:

Evidence Guide

relevance

currency

authenticity

quality

accuracy

reliability

validity

reputability of source

oral report

written report

electronic presentation

copies of source documents
comparative data

information from non-electronic sources

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

Critical Aspects of Evidence o

Integrated demonstration of all elements of
competency and their performance criteria

Knowledge of the organisation’s policies and
procedures relating to electronic access to Internet,
intranet and/or extranet

Retrieval of information complies with legal and
ethical requirements
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e-business

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

e Use of Internet / World Wide Web

e Knowledge of the organisation’s policies and
procedures relating to use of Internet, intranet,
extranet

e Knowledge of service provider requirements
especially with regard to downloading large files

e Copyright and intellectual property requirements as
they relate to online information

e Online navigation tools
e Electronic file handling (saving, copying, printing)

e Occupational Safety and Health requirements for
working with computer technology

e Basic computer skills

e Literacy skills to determine key words, read and
analyse information and follow policies and
procedures

e Numeracy skills to use logic theory such as Boolean
logic and other tools

e Communication skills to report or present information
resulting from research

e Report writing skills

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

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

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

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to research business websites and to
analyse, prepare and present the results of online research

Communicating ideas and information —to clarify purpose and scope of research brief
and to report/present research outcomes

Planning and organising activities — to prepare for and conduct online research and to
analyse and evaluate research and report on results

Working with teams and others — to clarify key elements of research brief, identify
information sources and report on results

Using mathematical ideas and techniques — to determine search criteria / key words
using logic theory and other tools

Solving problems — to identify sufficiency of results, evaluate results and conduct further
research

Using technology — to conduct online research

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS402A  Implement e-correspondence policies

Unit Descriptor This unit covers sending and receiving email correspondence via
Internet, intranets or extranets, setting up and maintaining
electronic software, maintaining and managing individual email
mailing lists/address books, implementing email policy and
adhering to organisational protocols or practices for email.

Consider co-assessment with BSBEBUS401A Conduct online
research and BSBEBUS403A Communicate electronically.

Competency Field e-business

Element Performance Criteria

1. Set up and send electronic 1.1 Software for sending and protecting email is set up
mail and maintained in accordance with organisational

requirements

1.2 Messages are prepared in accordance with
organisational protocols for language, tone and
format

1.3 Content, structure and recipient address/es for
electronic mail are checked for accuracy and any
attachments identified and prepared in accordance
with organisational and service provider
requirements

1.4 Records and/or copies of outgoing electronic mail
are maintained in accordance with organisational
requirements

1.5 Electronic mail is dispatched in accordance with
organisational requirements within required

timeframes
2. Implement procedures to 2.1 Procedures implemented to ensure incoming
receive electronic mail electronic mail is recorded/copied in accordance with

organisational requirements

2.2 Urgent, confidential and personal mail is identified
and forwarded in accordance with organisational
requirements

2.3 Procedures to identify suspicious or potentially
dangerous electronic mail implemented in
accordance with organisational requirements

2.4 Electronic mail is checked for completeness, opened
or forwarded in accordance with organisational
policy and procedures relating to confidentiality or
privacy

2.5 Returned email is dealt with in accordance with
organisational policy and procedures
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Element

3. Manage electronic mail

Range Statement

Performance Criteria

3.1

3.2

3.3

3.4

3.5

3.6

Security levels and/or filters are set for incoming
electronic mail in accordance with organisational
requirements

Individual mailboxes are created and maintained in
accordance with organisational requirements

Inboxes are emptied and electronic mail is archived
or permanently deleted in accordance with
organisational requirements

Electronic mail and/or attachments are stored in
accordance with organisational requirements

Electronic mailing lists are prepared and maintained
in accordance with organisational requirements

Mailing lists are imported/exported between software
applications where required in accordance with
organisational requirements

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

this particular unit:

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

Software for protecting email
may include:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

and must include:

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business

virus protection
firewalls
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e-business

Range Statement

Setting up email may include:

Organisational protocols may
include:

Net etiquette (netiquette) refers
to:

set up procedures especially in non-networked
situations where there is no system administrator

setting folders

procedures for general housekeeping such as
archiving files, emptying temporary Internet folders,
cookies etc

net etiquette

net ethics

form of address

formality / informality of language, tone and structure
length of emails (ie short and to the point)
concise, relevant subject line

carbon copies or blind carbon copies
including original message in the reply
requesting read receipt

sender’s name and address

electronic signature

codes of conduct or codes of practice such as those
used by discussion groups

accepted (not mandated) rules for being a good net
citizen (netizen)

remember you’re dealing with real people not
computers

if you wouldn’t do it in real life don’t do it in
cyberspace

adjust to the style and tone of discussion groups
respect other’s time and bandwidth

look good online (spelling, grammar, and something
worth saying)

share expert knowledge

keep flames under control (flaming is making
personal attacks on others)

respect other people’s privacy
don’t abuse your power
be forgiving of other’s mistakes

from Virginia Shea (1994) Netiquette, Albion Books
San Francisco pp 32 - 33
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Range Statement

Net ethics (nethics) refers to:

Checking for accuracy should
include:

Preparing attachments may
include:

Dispatching email may include:

Suspicious or potentially
dangerous electronic mail may
include:

Storage of electronic mail may
include:

behaviour on the Internet:

if it’s inappropriate or illegal in real life, it’s
inappropriate or illegal in cyberspace eg

e copyright and intellectual property rights must be
respected (links to intellectual property sites, eg
IP Australia, CAL)

e people have been sued for libel over the content
of email messages

clarity of intended meaning
spelling

grammar

punctuation

dealing with large attachments especially picture files
considering the limitations when sending large files

checking that file size will negotiate the service
provider’s gateway

separating large documents into a number of files
compressing files
preparing self-executable files

single receiver

group email

carbon copies

blind carbon copies

email bulletin board or discussion list

unsolicited mail containing viruses
spam (unsolicited commercial email or junk mail)

mail where sender is unknown and subject line is
enticing and/or personal (eg urging the receiver to
open immediately)

attachments
particular file extensions

within electronic mail application software

specialised record keeping, spreadsheet or database
software

paper-based filing system
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Range Statement

Dealing with returned e checking email address
(bounced) email may include: | cocying size of attachment/s

e re-sending

e sending message by other means eg facsimile, post

e telephoning addressee

Mailing lists may include: e electronic address books
e database or spreadsheet records
e wordprocessing tables or data files

Evidence Guide

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

Critical Aspects of Evidence
e Integrated demonstration of all elements of
competency and their performance criteria

e Knowledge of the organisation’s policies and
procedures relating to electronic mail

e Knowledge of service provider requirements

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H : H i
{0 that which is sufficient to perform the that affet;ts business operation, espeually in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Knowledge of the organisation’s policies and
procedures relating to electronic mail

e Knowledge of service provider requirements
especially with regard to email attachments

e Set up and maintenance procedures for electronic
software

e Naming protocols for email addresses

e Electronic file handling (saving, copying, moving,
deleting)

e Security levels for receiving electronic mail

e Occupational Safety and Health requirements for
working with computer technology
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Evidence Guide

Underpinning Skills

Resource Implications

Consistency of Performance

Context/s of Assessment

Computer technology skills to manage and maintain
email

Literacy skills to compose and check accuracy of
messages, and follow policies and procedures

Communication skills to refer information to
management or other staff especially in dealing with
suspicious or potentially dangerous electronic mail

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

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

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.
1. Perform

2. Administer

3. Design

e Collecting, analysing and organising information — to set up the electronic mail system
and to deal with incoming and outgoing electronic mail

e Communicating ideas and information — to set up the electronic mail system and
composing and sending electronic mail

e Planning and organising activities — to implement the electronic mail system including
security requirements and dividing or compressing email attachments

e Working with teams and others — to set up and implement the electronic mail system
especially when dealing with suspicious or potentially dangerous email

e Using mathematical ideas and techniques — to sort and record electronic mail
e Solving problems - in setting up and implementing the system
e Using technology — to send and receive correspondence

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS403A Communicate electronically

Unit Descriptor This unit covers online communication, electronic conferencing
and collaboration, and participation in a virtual community via
Internet / intranet / extranet and implementation of organisational
policies and procedures.

Consider co-assessment with BSBEBUS401A Conduct online
research and BSBEBUS402A Implement e-correspondence

policies.

Competency Field e-business

Element

1. Communicate online

2. Collaborate online

Performance Criteria

11

1.2

1.3

1.4

1.5

2.1

2.2

2.3

2.4

2.5

Technology requirements for communicating online
are researched and current equipment and software
confirmed as sufficient for participation

Internet culture, net ethics and net etiquette is
investigated and implemented to enable effective
participation using electronic communication media

Electronic groups are accessed to share information
on business topics in accordance with organisational
policy and procedures

Participation in business electronic chat rooms and
Internet meetings occurs in accordance with
organisational policy and procedures and accepted
net etiquette

Record keeping requirements relating to online
communication are met in accordance with
organisational requirements

Parameters for online collaboration are negotiated
with group members in accordance with
organisational requirements

Available hardware and software are confirmed as
meeting the requirements for online collaboration in
accordance with specified parameters

Material is posted and responded to and online
discussions held with group members in accordance
with agreed collaboration parameters and
organisational requirements

Record keeping requirements relating to online
collaboration are met in accordance with
organisational requirements

Legal and ethical requirements for online
collaboration are met in accordance with
organisational requirements
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Element Performance Criteria
3. Implement electronic 3.1 Procedures, protocols and meeting behaviour for
conferencing procedures electronic conferencing are identified and
implemented

3.2 Technology requirements for electronic conferencing
are confirmed

3.3 Software features to be used during conferencing are
agreed and mastered

3.4 Participation in electronic conferencing occurs in
accordance with electronic communication policy
and organisational requirements

3.5 Record keeping requirements relating to electronic
conferencing are met in accordance with
organisational requirements

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
e legal and regulatory policies affecting e-business
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Range Statement
Requirements for

communicating online may
include:

Net ethics (nethics) refers to:

Internet connection

web browser

email software

news reader software

Internet Relay Chat (IRC) software
voice over the Internet software

net meeting software (with text chat, whiteboard and
file transfer)

video conferencing software
sound card - full (or half) duplex

full-duplex audio (desirable) allowing you to speak
and hear at the same time

half-duplex audio — one speaker at a time — if both
speak, no-one hears

video card

digital camera

digitiser

microphone

speakers or headphones
Internet telephone

behaviour on the Internet:
if it’s inappropriate or illegal in real life, it’s
inappropriate or illegal in cyberspace eg

e copyright and intellectual property rights must be
respected

e people have been sued for libel over the content
of email messages
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Range Statement

Net etiquette (netiquette) refers
to:

protocols for discussion groups

e accepted (not mandated) rules for being a good net
citizen (netizen)

e remember you’re dealing with real people not
computers

e if youwouldn’tdo itin real life don’t do it in
cyberspace

e adjust to the style and tone of discussion groups
e respect other’s time and bandwidth

¢ ook good online (spelling, grammar, and something
worth saying)

e share expert knowledge

o keep flames under control (flaming is making
personal attacks on others)

e respect other people’s privacy
e don’t abuse your power
e Dbe forgiving of other’s mistakes

e from Virginia Shea (1994) Netiquette, Albion Books
San Francisco pp 32 - 33

Electronic groups may include: e electronic bulletin boards
e discussion lists
e discussion groups
e NEWs groups
e virtual communities

Electronic bulletin board refers e an electronic discussion list where members each

to: have an email address; subscribers to the list can
leave messages, ask questions and share ideas and
others can respond; everyone on the list receives
every message; some lists allow a digest to be created
and a single email sent rather than multiple emails

Discussion group refers to: e an electronic bulletin board on a website where
registered members read and post to the discussions;
online discussions may be open (for viewing and
contribution), moderated (contributions are checked
by a moderator before being publicly visible) or
closed (visible only to a specified group of people)
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Range Statement

Newsgroup refers to:

Chat may include:

Parameters for online
collaboration may include:

Legal and ethical requirements
may include:

Procedures, protocols and
meeting behaviour for
conferencing may include:

Electronic conferencing may
include:

Requirements for electronic
conferencing may include:

discussion groups dedicated to specific topics hosted
on ISP servers; some newsgroups are moderated,
most are not; newsreader software is required,
registration is not

Internet chat
Internet Relay Chat (IRC)

posted materials only

access levels restricted by password

access to data files

open access to all members’ working documents
application sharing

privacy
confidentiality
intellectual property

appointment of gatekeeper
procedure for connecting
conferencing facilitator
conference chair
conferencing etiquette
meeting behaviour guidelines
conference agenda

audio conferencing via the Internet
video conferencing

voice over the Internet software
net meeting software

video conferencing software
sound card

video card

digital camera

digitiser

microphone

speakers or headphones
Internet telephone
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Range Statement

Conferencing software features
may include:

text chat

e whiteboard
o file transfer
e application sharing

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Meeting the requirements of the organisation’s
electronic communication policy while
communicating online

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H P
{0 that which is sufficient to perform the that affe_cts business operation, espemally in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Internet/ World Wide Web

¢ Organisational electronic communication policy

e ‘Netiquette’

e Technology requirements for communicating online
e Software features for communicating online

e Privacy, intellectual property and confidentiality
requirements

Underpinning Skills e Computer technology skills for corresponding and
communicating electronically

e Literacy skills to compose and check accuracy of text
and follow policies and procedures

e Communication skills to participate in online
conferences and chat rooms

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

Resource Implications The learner and trainer should have access to appropriate
documentation and resources normally used in the
workplace
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Evidence Guide

Consistency of Performance

Context/s of Assessment

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective

workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

P

Perform
Administer
Design

Collecting, analysing and organising information — to investigate ‘netiquette’
requirements and to implement recordkeeping and electronic conferencing procedures

Communicating ideas and information — by collaboration in online conferences and
through text

Planning and organising activities — to participate in electronic conferencing, to keep
records and to implement procedures and protocols for online conferencing

Working with teams and others — implement procedures and protocols and to
collaborate online

Using mathematical ideas and techniques — to connect to online conferences

Solving problems — to implement procedures and protocols and to negotiate collaboration
parameters

Using technology — to communicate online

lease refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS404A Trade online

Unit Descriptor This unit covers assessment of suppliers, ordering, purchasing,
selling or exchanging business goods and services online
including the use of electronic shopping agents, reverse markets

and auctions.

This unit is related to BSBEBUS304A Buy online,
BSBEBUS305A Sell online and BSBEBUS306A Make payments
online. Consider co-assessment with BSBEBUS405A Conduct
online financial transactions and BSBEBUS408A Implement and
monitor delivery of quality customer service online.

Competency Field e-business

Element

1. Assess suppliers and purchase
online

2. Implement online payment
procedures

Performance Criteria

11

1.2

1.3

14

1.5

2.1

2.2

2.3

2.4

2.5

Off and online research is conducted to identify
sources/suppliers for required products in
accordance with requirements for quality, budget and
timeframes

Potential suppliers are assessed for authenticity,
reliability and financial stability

Payment and fulfilment options are assessed and
chosen for reliability and security in accordance with
organisational requirements

Value for money comparisons are made and products
are ordered in accordance with organisational
requirements

Purchase is completed and products received in
accordance with the terms of the purchase order

Security, confidentiality and privacy aspects of
online bill paying facilities are assessed in
accordance with individual and organisational
requirements

Authentication information is secured in accordance
with organisational requirements and used to access
online bill-paying facilities

Payments are made in accordance with financial
controls, security procedures and level of authority

Records of payments are maintained in accordance
with organisational requirements for accounting
purposes

Organisational records are reconciled with online bill
paying transaction records, and irregularities dealt
with in accordance with organisational policy and
procedures
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e-business

Element

3.

4. Participate in an e-auction /

5.

Use an electronic shopping
agent

reverse auction

Sell or exchange
goods/services online

Performance Criteria

3.1

3.2

3.3

3.4

41

4.2

4.3

4.4

4.5

5.1

5.2

5.3

5.4

Purchasing specifications are determined and
documented in accordance with organisational
requirements

Specifications include vendor options for quality and
quantity, value for money criteria, security and time
requirements

Specifications are provided to shopping agent and
commission or other payment options confirmed

Shopping agent arrangements are monitored over
time to ensure organisational requirements are met
and action is taken to address performance gaps

Organisational requirements are confirmed for
products to be procured through e-auction or reverse
auction

Bidding ceiling and level of authority for decision
making is confirmed in accordance with
organisational requirements

e-auction arrangements and documentation for
bidding, contracting, payment and delivery are
identified and confirmed as meeting organisational
requirements

Auction items are assessed for suitability against
organisational requirements

Bids are made and transactions completed in
accordance with level of authority, bidding ceiling,
legal and organisational requirements

Products to be sold or exchanged are identified,
priced and catalogued in accordance with
organisational requirements

Trading, advertising, supply, delivery, warranty and
service arrangements are negotiated with website
provider in accordance with organisational
requirements

Products are advertised and supplied in accordance
with negotiated terms and conditions and
organisational requirements

Goods are sold or exchanged and any after sales
requirements met in accordance with organisational
guidelines
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Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Online sources may include: e e-shop
e e-mall
e e-brokerage service
e e-procurement service
e third party market place
e e-auction

Products may include: e goods
e services
e shares
e insurance
e loans
¢ financial services

Payment options may include:

online payment using credit card, debit card,
electronic funds transfer, digital signature

o off-line payment eg credit card authorised via
telephone or facsimile, mailed cheque, over the
counter
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Range Statement

Fulfilment options may include: e direct delivery by online provider
o delivery by off-line supplier
e delivery by post, courier or other third party
e download of electronic information

e electronic delivery of digitised information, software,
books etc

Vendor options may include: e larger quantities of lower quality items
e lower cost for larger quantities
e higher cost for immediate delivery

e lower cost for items that meet minimum (but not all)
requirements

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Knowledge of organisational policies and authority
structure for trading online

e Knowledge of secure payment and supply systems
e Legal requirements relating to online trade

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H i
to that which is sufficient to perform the that affe(_:ts business operation, espeCIaIIy in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Internet / World Wide Web

e Knowledge of the organisation’s policies and
procedures relating to use of Internet and online trade

e Knowledge of service provider requirements

e Copyright, intellectual property and proof of
ownership requirements relating to online trade

e Online navigation tools

e Occupational Safety and Health requirements for
working with computer technology

Page 82 Volume 6 © Australian National Training Authority 2004
BSBO01 Business Services Training Package to be reviewed by 30/04/2006 Version 4



e-business

BSBEBUS404A Trade online

Evidence Guide

Underpinning Skills

Resource Implications

Consistency of Performance

Context/s of Assessment

Computer technology skills

Literacy skills to read and analyse information for its
relevance and sufficiency, and follow policies and
procedures

Numeracy skills to determine value for money etc

Communication skills to negotiate with online service
provider/s

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

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

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective

workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

P

Perform
Administer
Design

Collecting, analysing and organising information — to identify products to purchase,
sell or trade and to assess suitability of suppliers

Communicating ideas and information — to negotiate terms and conditions of online
trading, to develop trading specifications, and to negotiate and implement a range of
transactions

Planning and organising activities — to prepare and promote products for sale or auction
and to implement a range of transactions in a secure environment, to benefit
organisational objectives

Working with teams and others — to negotiate and confirm organisational requirements
for online trade, and to negotiate the promotion and administration of online transactions

Using mathematical ideas and techniques — to price products for sale and to facilitate
the transaction process

Solving problems — to administrate organisational requirements for online trade, to
provide a secure trading environment and to facilitate the transaction process

Using technology — to trade online

lease refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS405A

Unit Descriptor

Competency Field

Conduct online financial transactions

This unit covers evaluation, use and management of online
financial services.

This unit is related to BSBEBUS307A Bank online. Consider
co-assessment with BSBEBUS404A Trade online.

e-business

Element Performance Criteria
1. Evaluate online financial 1.1 Financial institutions providing online services are
services identified and their fees and services compared

2. Complete financial
transactions online

3. Maintain and manage
financial records

1.2 Security issues, regulatory requirements and
authentication arrangements are investigated and
online policies, codes of practice and guarantees are
obtained and analysed

1.3 Online financial services are compared with
organisational requirements and a provider chosen
that best meets service, security, privacy and value
for money criteria

2.1 Authentication data is secured in accordance with
organisational requirements and used to access
online financial services in accordance with the
organisation’s security policy and level of authority

2.2 Accounts are accessed online and balances and
transaction history checked in accordance with
organisational requirements

2.3 Available funds are confirmed and transactions
completed in accordance with organisational policy
and procedures and level of authority

2.4 The organisation’s accountability, security and
control requirements for online financial transactions
are implemented and met

3.1 Records of financial transactions and balances are
maintained in accordance with organisational
requirements for accounting purposes

3.2 Organisational records are compared with online
financial transaction records and balances, and
irregularities dealt with in accordance with
organisational or system policy and procedures
and/or national guidelines
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Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

e intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business

Security issues may include: e level of encryption
o firewall protection
e physical site security of web server
e terms and conditions of website use

e use of ‘cookies’ — small files automatically
downloaded from a web server to the computer of
someone browsing a website — information stored in
cookies can be accessed any time that computer
returns to the site

e jurisdiction

e warranties

e disclaimers

e limit of liability

e receipting
e access to independent reviews o0f financial services:
ACCC, FPA
Regulatory requirements may e national
include: e international
Authentication may include: e user name and password
e Personal Identification Number (PIN)
e authentication services eg Verisign
Page 86 Volume 6 © Australian National Training Authority 2004

BSBO01 Business Services Training Package to be reviewed by 30/04/2006 Version 4



e-business

BSBEBUS405A Conduct online financial transactions

Range Statement

Online financial services may
include:

Transactions may include:

Evidence Guide

access to bank statements

account balances

transfer of money between accounts

electronic funds transfer (EFT)

BPay

electronic bill paying

downloads from electronic accounting packages
online payment

credit card transactions

account transaction history

online applications for services such as new accounts,
loans, insurance, credit cards, share trading, business
products and services, superannuation

electronic cash
stored value smart card (or electronic purse)

access to non-Internet based services such as call
centres, interactive voice response (IVR)

transfer of money between accounts
bill paying

credit card transactions

share trading transactions
applications

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

Critical Aspects of Evidence

Integrated demonstration of all elements of
competency and their performance criteria

Security procedures to prevent unauthorised use of
user name, password or PIN

Control measures to identify and prevent errors
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e-business

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

Internet / World Wide Web

Knowledge of the organisation’s policies and
procedures relating to use of Internet and online
financial services

Internet security issues
Organisational security policy

Organisational levels of authority for online
transactions

Computer technology skills

Literacy skills to read and analyse information for its
relevance and sufficiency, and follow policies and
procedures

Numeracy skills to confirm banking records

Communication skills to negotiate with online
financial service providers to deal with irregularities

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

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

In order to achieve consistency of performance, evidence
should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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BSBEBUS405A Conduct online financial transactions

Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to compare online financial
services, provide a secure trading environment and to maintain, manage and record
financial transactions

Communicating ideas and information — to negotiate financial arrangements and to
compare differences between online and organisational records

Planning and organising activities — to complete online financial transactions in a secure
trading environment

Working with teams and others — to discuss transaction irregularities and to administer
financial transactions

Using mathematical ideas and techniques — to administer and complete online financial
transactions

Solving problems — to administer financial transactions in a secure trading environment
and to evaluate and choose online financial services

Using technology — to complete financial transactions online

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS406A Monitor and maintain records in an online
environment

Unit Descriptor This unit covers the identification and assessment of records for
storage and the maintenance and monitoring of electronic business
records.

This unit is related to BSBEBUS308A Maintain online business
records.

Competency Field e-business

Element Performance Criteria

1. Confirm requirements for 1.1 Organisational record keeping system is identified

record keeping in an online and system procedures for capturing and managing
environment records are confirmed

1.2 Organisational and risk management requirements
for classifying and storing online information are
identified and verified

1.3 Legal, business, financial, socio-historical, and
security requirements for recording online business
transactions are identified

1.4 An organisational checklist is prepared in accordance
with organisational requirements for use in
assessing which electronic information should be
captured, for how long and in what format

2. Identify and assess records 2.1 Incoming and outgoing information is categorised in
for storage terms of key activities and responsible personnel

2.2 Information is assessed against organisational
checklist and records identified for capture

2.3 Information not to be stored is disposed of in
accordance with organisational procedures

2.4 Storage methods and media are determined in
accordance with retention requirements
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Element

3.  Monitor and maintain
business records in an online
environment

Performance Criteria

3.1

3.2

3.3

3.4

3.5

3.6

3.7

Records are classified, sentenced and linked to other
records in the system in accordance with system
rules and organisational procedures

Unique identifiers are assigned and records are
registered into the record keeping system in
accordance with system rules and organisational
procedures

Access and security status, and disposal requirements
of records are determined and recorded in
accordance with organisational procedures

Records are stored on required media in accordance
with organisational and record retention
requirements

Migration of records from one medium to another is
carried out in accordance with organisational
procedures

Archiving or disposal of records is actioned and
recorded in accordance with disposal schedule and
organisational procedures

Records are maintained in a usable and accessible
form in accordance with security conditions and
legislative requirements
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Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice and standards

e Government State/Territory/Commonwealth
standards

e Freedom of Information Acts
e public Records Acts (State/Territory/Commonwealth)

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws particularly in relation to digital
material (ie digital amendment)

e privacy legislation
o intellectual property, confidentiality requirements

¢ legal and regulatory policies affecting business in
general and e-business in particular

e records, archive management and disposal laws

o legal deposit requirements (libraries) ie copies of all
published documents are usually required to go to
libraries

e AS4390 Records Management
e AS9000 Quality Standards — quality records sections

Risk management requirements policy and procedures for checking the accuracy and
may include: currency of data

e Dbackup and recovery procedures
e secondary storage requirements
e remote storage for backup data

Organisational requirements e legal
may include: e  business
e financial

e socio-historical
e security
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Range Statement

Storage may include:

Storage media may include:

Retention requirements may
include:

Access and security status may
include:

Migration of records may
include:

Disposal of records may
include:

online
off-line
on-site
off-site
outsourced

migration of records from one medium to another eg
tape to compact disc

server
hard drive
diskette
computer tape
audiotape

film

video

compact disc
imaging systems
audiovisual
multimedia
mainframe
microform
paper based

remote storage of backup data in case of fire or other
incidents

long term storage media for information / records

most cost-effective storage media for ephemeral or
short term records

confidential
high security (restricted)
open

from tapes, which may deteriorate over time
from about-to-be superseded media eg 5% disks

permanent deletion from electronic media
destruction of paper based records eg shredding
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Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Record keeping / information management principles
and processes

e Knowledge of organisational record keeping system,
and policy and procedures relating to record keeping
in an online/business environment

e Access and security issues relating to record keeping
in a business environment

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H i
{0 that which is sufficient to perform the that affe_cts business operation, espemally in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Internet / World Wide Web

e Information technology skills related to record
keeping

e Record keeping / information management principles
and processes

e Organisational record keeping system

e Online record keeping environment including
location and nature of transactions

e Policy and procedures relating to record keeping in an
online environment including risk management

e Access and security issues
e Legal and regulatory requirements
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Evidence Guide

Underpinning Skills

Resource Implications

Consistency of Performance

Context/s of Assessment

Computer skills especially relating to record keeping
systems

Organisational skills especially attention to detail

Literacy skills for reading and interpreting
information and content of records, retention and
disposal schedules, and access/security conditions,
and for preparing checklist and schedules

Communication skills to identify organisational
requirements for record keeping in an online
environment

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

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

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

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

Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective

workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to identify and assess information,
to aid decision making on classification and storage of records and to maintain and
monitor records in an online environment

Communicating ideas and information — to prepare checklist and schedules, delegate
responsibilities and to monitor and administrate the record keeping system

Planning and organising activities — to classify, register and store records and to monitor
and administrate the record keeping system

Working with teams and others — to access all incoming and outgoing information, to
confirm responsibilities and to achieve cooperation to maintain and monitor records in an
online environment

Using mathematical ideas and techniques — to interpret disposal schedules

Solving problems — in determining status and maintenance procedures of records and to
monitor and administrate the record keeping system

Using technology — to maintain records in an online environment

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS407A  Review and maintain the business aspects of a
website

Unit Descriptor This unit covers data analysis, review of website content and
updating and maintenance of the business aspects of a website.

This unit is related to BSBEBUS507A Manage the business
aspects of a website.

Competency Field e-business

Element

1. Review website content and
use

2. Update website

Performance Criteria

11

1.2

1.3

14

2.1

2.2

2.3

2.4

2.5

Customer and user feedback is monitored and
analysed in accordance with organisational timelines

Automatically collected website data is analysed and
trends identified

Recommendations are made on changes to the
website and its content in response to feedback and
data analysis and approved changes scheduled for
implementation

Cost implications of the recommended changes are
reviewed to determine their viability

Superseded and inaccurate information is replaced
with current information and additional material is
added in accordance with organisational
requirements

Protocols for ensuring the accuracy and authenticity
of information are followed

Services no longer available or required are removed
and new ones added in accordance with
organisational requirements

Off-line information is checked against that posted
on the website and discrepancies rectified in
accordance with organisational timelines

Security procedures for updating the website are
followed
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Element

3. Carry out non-technical site
maintenance

Range Statement

Performance Criteria

3.1

3.2

3.3

3.4

User feedback is analysed to confirm that faults have
resulted from the site and are not user problems

Faults are rectified and improvements made to the
site in response to user feedback approved by the
organisation

New web pages and/or active links are added and
redundant pages and links removed in accordance
with organisational requirements

Site changes are made in response to changes in
e-marketing strategy in accordance with
organisational requirements and consideration of cost
benefits

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

this particular unit:

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

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

OECD International Guidelines for Consumer
Protection in E-Commerce

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business
enterprise standards

legal deposit, archival and disposal laws ie old copies
of web pages must be recoverable eg customers may
have undertaken transactions based on older versions
of web pages and these must be available for legal
reasons
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BSBEBUS407A Review and maintain the business aspects of a website

Evidence Guide

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

Critical Aspects of Evidence

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

Integrated demonstration of all elements of
competency and their performance criteria

Website and its content continues to meet the
requirements of the business after maintenance
changes

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

Internet / World Wide Web

Website business design and maintenance

Legal, ethical and security issues relating to websites
e-business

e-business terminology

Computer literacy

Literacy skills to interpret policies and procedures
and provide recommendations to others

Numeracy and basic statistical skills for website data
analysis

Communication skills for consultation with users, and
customers

Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

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

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

Work with Use

e-business

Collect, analyse
and organise
information

Communicate
ideas and
information

Plan and
organise
activities

others and in
teams

mathematical
ideas and
techniques

Solve problems

Use technology

Level 3

Level 3

Level 3

Level 2

Level 2

Level 3

Level 3

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

P

Perform
Administer
Design

Collecting, analysing and organising information — to evaluate and review website
content and use, and to update and enhance website content

Communicating ideas and information — to receive and convey information on current
use and needs, and to gather information to aid decision making for recommendations for
website changes

Planning and organising activities — to maintain and monitor the website and to
investigate, initiate, evaluate and implement changes and updates

Working with teams and others — to gain feedback on website use and content
Using mathematical ideas and techniques — to analyse website data

Solving problems - to evaluate and implement changes and updates and to rectify faults
and correct inaccuracies

Using technology — to maintain a website

lease refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS408A Implement and monitor delivery of quality
customer service online

Unit Descriptor This unit covers implementation and monitoring of online
customer service policy, developing and enhancing customer
relationships online, integrating customer service into business
processes and continuous improvement of customer service in
accordance with company policy.

This unit is related to BSBEBUS613A Develop online customer
service strategies and BSBEBUS614A Build online customer
loyalty. Consider co-assessment with BSBEBUS404A Trade

online.

Competency Field e-business

Element

1. Implement online customer
service policy

2. Develop and enhance
customer relationships using
online means

Performance Criteria

11

1.2

1.3

14

1.5

2.1

2.2

Customer service strategies are implemented in
accordance with organisational policy and standards
for online service

Online services are matched to the skill levels of
customers and coaching/mentoring provided on or
off-line to assist where necessary

Access and security of online services is monitored
and problems are rectified or notified online in
accordance with organisational timelines and
standards

On and off-line communication with customers
occurs in accordance with organisational
requirements and the business’ customer service
standards

Customer difficulties and complaints are resolved in
accordance with customer service standards and
protocols

Customer service strategies are personalised to meet
individual needs in accordance with customer service
standards and legal and ethical requirements

Customer needs and preferences are analysed and
opportunities for customised service assessed and
implemented in accordance with customer service
policy and level of authority
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Element Performance Criteria

3. Integrate online customer 3.1 Business processes and staff training to support the
services into business delivery of quality customer service online are
processes determined and implemented in consultation with

relevant personnel

3.2 Operational areas of the business impacting on the
delivery of quality customer service online are
identified, and complementary procedures
implemented to enable their integration in
accordance with online customer service policy

4. Monitor and continuously 4.1 Regular feedback is gathered from online customer
improve online customer communications to gauge levels of satisfaction to
services complement formal feedback procedures

4.2 Customer service feedback is recorded, analysed and
reported in accordance with organisational
requirements

4.3 Business processes / suggestions identified in
customer feedback are reviewed and
recommendations made for improved services in
accordance with customer service policy and
procedures

4.4 New and improved services are identified and
recommended in response to customer and staff input
in accordance with organisational policy and
procedures

4.5 The effectiveness of competitors’ solutions /
customer service strategies are analysed and new
technology or e-business solutions are identified for
clients
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BSBEBUS408A Implement and monitor delivery of quality customer service online

Range Statement

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

this particular unit:

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

e-business is:

Online services may include:

Customers may include:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

OECD International Guidelines for Consumer
Protection in E-Commerce

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business
net etiquette

every type of business transaction in which the
participants (ie suppliers, end users etc) prepare or
transact business or conduct their trade in goods or
services electronically (Definition of e-commerce in
E-competent Australia, ANTA, May 2000)

online registration

access to product database by customers online
online ordering

online payments

access to purchase, delivery and account records
online

two-way communication online
quick / reasonable response
call / contact centre

internal
external
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Range Statement

Customer difficulties and
complaints may include:

Operational areas may include:

Customer service feedback may
include:

difficulty accessing services

customer dissatisfaction with service quality
services not available

unfriendly website design

website faults

inactive links

time taken to access services

administrative errors such as incorrect invoices or
prices

supply errors such as incorrect product delivered
service errors

delivery errors

products not delivered on time

damaged goods or goods not delivered

not appreciating differing hardware and software

marketing and sales
administration
accounting

service support
procurement

positive and negative comments made in online
communications

responses via online feedback mechanisms
telephone

face-to-face

letters

emails

secondhand feedback

increase in sales results etc through e-business
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e-business BSBEBUS408A Implement and monitor delivery of quality customer service online

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Personalised and customised services continue to
meet legal and ethical requirements and online
customer service standards

Underpinning Knowledge* ¢ Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H H
{0 that which is sufficient to perform the that affe(_:ts business operation, espeually in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e Internet/ World Wide Web
e e-business culture
e e-business terminology

e Principles of customer service and its application to
an online environment

e Customer concerns with online business

e Techniques for dealing with customers with special
needs

e Legal and ethical requirements

Underpinning Skills e Computer skills for online communication

e Literacy skills to interpret requirements and
personalise / customise responses

e Communication skills, including negotiation and
conflict resolution, to resolve customer difficulties
and complaints

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

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

Consistency of Performance In order to achieve consistency of performance, evidence

should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

e-business

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

P

Perform
Administer
Design

Collecting, analysing and organising information — to gauge customer needs and
requirements and to measure customer satisfaction in support of continuous improvement
policies

Communicating ideas and information — to identify customer needs and requirements,
to improve customer satisfaction and assisting online customers

Planning and organising activities — to monitor and continuously improve online
customer service and integrate online customer services with business operations

Working with teams and others — to improve integration of online customer services
with business processes and to improve online customer service through staff training and
use of feedback from customers and team members

Using mathematical ideas and techniques — to analyse feedback data

Solving problems — to deliver quality online customer service while resolving customer
difficulties and complaints

Using technology — to provide online customer service

lease refer to the Assessment Guidelines for advice on how to use the Key Competencies
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e-business BSBEBUS409A Lead and facilitate e-staff

BSBEBUS409A Lead and facilitate e-staff

Unit Descriptor This unit covers supervision of e-staff who perform agreed duties
at an alternative site (usually home) during some or all of
scheduled work hours. It is a flexible employment option that
meets all legal and regulatory employment requirements.

This unit is related to BSBEBUS310A Work effectively as an
off-site e-worker and BSBEBUS524A Investigate and plan
e-work business solutions and BSBEBUS525A Implement and
manage e-working arrangements. Consider co-assessment with
BSBFLMA404A Lead work teams or BSBCMN401A Lead the
work of a group.

Competency Field e-business

Element Performance Criteria

1. Facilitate e-work outcomes 1.1 Role and responsibilities of e-work supervisors are
clarified with management and e-staff

1.2 Leadership and direction are provided to e-staff to
foster independent self-managed work practices that
address agreed outcomes in terms of quality and
milestones

1.3 Work objectives for e-staff are linked to measurable
targets and include agreed timeframes

1.4 Decision making is participative, transparent and
used to review work allocation responsibilities of
e-staff and related on-site staff

2. Support e-staff 2.1 Guidance is provided to e-staff to establish and
maintain a supportive working environment in
accordance with legal and organisational
requirements

2.2 Key personnel / mentors are assigned to support
e-staff and to provide a link between them and the
organisation

2.3 Effective working relations between office-based
staff and e-staff are established and maintained
through regular meetings and other occasions used to
build organisational culture and values
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Element Performance Criteria

3. Manage e-staff performance 3.1 Regular meetings are planned and conducted to
determine individual progress, identify needs,
clarify/solve issues and provide networking
opportunities

3.2 Performance is evaluated against agreed goals and
targets and addressed in accordance with
organisational policy and practice

3.3 Problems in work performance are addressed
through constructive solutions identified with e-staff

3.4 Evidence relating to performance is valid,
documented and evaluated to identify learning and
development requirements

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e privacy legislation

o intellectual property, confidentiality requirements
o legal and regulatory policies affecting e-business

e-work is working at a distance e telecommuting: a type of teleworking where

and may include: employees are physically situated at an alternative
workplace such as a home office, and continue to
carry out their duties

e home-based work: staff members work at home with
access to various types of employer equipment/data
bases/networks

e hotelling or hot desking: employees who work out of
the office for significant periods of time can call
ahead and reserve a workspace, eg office or
workstation in the organisation’s office facilities

e virtual office: remote electronic work station for
employees or work station for self employed
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BSBEBUS409A Lead and facilitate e-staff

Range Statement

Role and responsibilities of
supervisors may include:

Legal and ethical requirements
of off-site e-work may include:

Regular meetings may involve:

And may be used to:

flexibility in supervisory practices
management based on outcomes

goal setting

coaching

assessing progress

regular feedback

telephone supervision

focus on quality of work rather than time spent
early identification and handling of problems
remote-site visits

including e-staff in office meetings, both official and
social

recruitment and selection

workers compensation for work related
injury/accident

public liability

business contents insurance against damage and theft
other insurance eg travel

taxation law

periodical meetings at the off-site workplace
periodical meetings at the organisation’s premises

meeting with mentor / supervisor or with other team
members or stakeholders

ensure the key person / mentor is kept up to date and
fully informed of each e-work schedule

to aid the communication process between e-staff and
other members of the organisation
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Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Legal requirements for e-work

e e-staff performance management achieves required
outcomes for both the organisation and the staff

Underpinning Knowledge* e Relevant legislation from all levels of government

* Required knowledge/skills is to be limited H H H H
{0 that which is sufficient to perform the that affet;ts business operation, espeually in regard to
particular workplace competency Occupational Health and Safety and environmental

issues, equal opportunity, industrial relations and
anti-discrimination

e e-work policy and practices

e Legal and ethical requirements for e-work
e Occupational health and safety

e Relationship management

Underpinning Skills e Computer skills for online communication

e Literacy skills to interpret requirements and
document performance management outcomes

e Numeracy skills for determining timelines and
milestones

e Communication skills, including negotiation and
conflict resolution, to resolve difficulties

e Performance management and appraisal skills

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

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

Consistency of Performance In order to achieve consistency of performance, evidence

should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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Evidence Guide

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective

workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

P

Perform
Administer
Design

Collecting, analysing and organising information — to identify individual objectives
and progress and to clarify roles and responsibilities

Communicating ideas and information — to identify and communicate work objectives
using participative, transparent decision making processes to review work allocations and
maintain effective working relations

Planning and organising activities — to provide guidance and support for e-workers and
to organise activities such as regular meetings

Working with teams and others — to provide effective leadership and direction, to
improve and foster self-managed work practices through staff training, and to facilitate
effective working relationships between office based and e-staff

Using mathematical ideas and techniques — to maintain staff schedules

Solving problems — to maintain effective working relationships while achieving agreed
targets and timelines

Using technology — to provide online customer service

lease refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS501A  Evaluate e-business opportunities

Unit Descriptor This unit covers evaluation of the impact of e-business for an
industry sector, new opportunities or capabilities provided by the
Internet, threats and opportunities related to e-business, and risks /
obstacles to be overcome to take advantage of e-business
opportunities.

This unit is related to BSBEBUS601A Develop an e-business
strategy. Consider co-assessment with BSBEBUS502A Evaluate
e-business models and BSBEBUS503A Design an e-business.

Competency Field e-business

Element

1. Analyse the external
e-business environment

2. Analyse the business’
capabilities in relation to
e-business

Performance Criteria

11

1.2

1.3

1.4

1.5

1.6

2.1

2.2

2.3

2.4

2.5

2.6

The extent of e-business and its applications are
identified
The current or likely effect of e-business on key

sectors of the economy which impact on the
business, is evaluated

The impact of e-business in the business’ industry
sector is researched and evaluated

A competitive analysis of existing and potential
competitors and allies in e-business is undertaken

The likely impact of embracing e-business solutions
is estimated for the business using valid and reliable
information sources

The potential impact of foreign and domestic
government legislation is evaluated

The business’ existing resources and core
competencies are evaluated to identify competitive
advantage

Value chain analysis is completed across the
organisation to identify processes and relationships
that may benefit from the adoption of e-business
solutions

Threats and opportunities for the business related to
the introduction of e-business solutions are identified

Implications for the value chain of adopting
e-business solutions are assessed

Risks and obstacles in implementing e-business
solutions are evaluated and ways to deal with them
identified

Resource analysis is conducted to identify cost and
revenue implications in developing opportunities
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Element Performance Criteria
3. Evaluate e-business 3.1 New capabilities provided by the Internet and other
opportunities forms of e-business are identified through research

and consultation and possible changes to the business
and its culture are evaluated

3.2 New e-business opportunities are identified and
evaluated in terms of their compatibility with
business goals and direction and their likely
contribution to the business

3.3 Legal and ethical issues relating to e-business
opportunities are identified and evaluated

3.4 The impact of the international nature of e-business
is evaluated for each business opportunity

3.5 The viability of making changes to current
operations to take advantage of e-business
opportunities is determined through cost-benefit
analysis

3.6 Timeframes required for implementation are
evaluated for e-business opportunities

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e defamation laws

e privacy legislation

¢ intellectual property, confidentiality requirements
e legal and regulatory policies affecting e-business
e Internet codes of practice
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Range Statement

e-business is: e every type of business transaction in which the
participants (ie suppliers, end users etc) prepare or
transact business or conduct their trade in goods or
services electronically (A definition of e-business in
E-competent Australia, ANTA, May 2000)

Processes and relationships e organisation structures
may include: e customer service

o delivery of core services

e delivery of products

e delivery of Government services
e trading communities

e development of new products, services and markets

Value chain analysis is: e an analysis of a series of primary activities, such as:
e inbound logistics
e operations
e outbound logistics
e marketing and sales
e service support
e and their support activities, such as:
e business infrastructure
e human resource management
e technological development
e procurement
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e-business

Range Statement

Threats and opportunities may
include:

New capabilities may include:

Contribution to the business
may include:

business-to-business (B2B) opportunities where
e-business is conducted between companies

business-to-consumer (B2C) opportunities where
e-business is conducted between an enterprise and a
customer

business to Government (B2G) opportunities where
e-business is conducted between an enterprise and the
government

disintermediation threats/opportunities where the role
of ‘middlemen’ or other middle supply chain
elements is reduced or made redundant as newer
more efficient supply chain technologies are
implemented

re-intermediation opportunities, where e-business
creates new value between producers and consumers

Competition legislation

internal business opportunities that improve
productivity utilising e-business development

risk management: payments, fraud etc

infrastructure requirements: disaster recovery, failsafe
systems

24-hour operation
communication

global reach

supply channel

distribution channel

online customer service
automated marketing efforts

effect on:

e sales

e market share

e profitability

e growth

e return on investment

e customer satisfaction ratings

e staff productivity and professional development

e staff morale ie using efficient technologies to
enhance workplace
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BSBEBUS501A Evaluate e-business opportunities

Range Statement

International nature of
e-business may include:

Technology focus of e-business
may include:

Evidence Guide

language

culture

legal issues
technology
distribution factors

access to support
basic understanding of processes

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

Critical Aspects of Evidence

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Integrated demonstration of all elements of
competency and their performance criteria

Evaluation of e-business opportunities involving new
business models not simply electronic versions of
existing businesses

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

Familiarity with Internet / World Wide Web
e-business environment

e-business terminology

Sources of market information

Value chain analysis

Cost-benefit analysis

Computer operating skills

Literacy skills to identify and interpret market
information

Numeracy skills for data analysis and cost-benefit
analysis

Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities
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BSBEBUSS501A Evaluate e-business opportunities e-business

Evidence Guide

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

Resource Implications

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

Consistency of Performance

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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e-business

BSBEBUS501A Evaluate e-business opportunities

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to analyse the e-business market and to
determine the impact of e-business solutions

Communicating ideas and information — to identify and communicate e-business
opportunities and objectives and to identify and encourage business enabled by new
capabilities which may become available

Planning and organising activities — to analyse the current external environment, to
evaluate the business’s current capabilities and to identify new business opportunities

Working with teams and others — to provide effective leadership and direction and to
facilitate change in order to take advantage of new business opportunities

Using mathematical ideas and techniques — to conduct an analysis of current and future
business opportunities in relation to the current business position

Solving problems — to evaluate current situation and to position the business to take
advantage of new business opportunities

Using technology - to facilitate analysis and evaluation of current situation and future
opportunities

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS502A Evaluate e-business models e-business

BSBEBUS502A Evaluate e-business models

Unit Descriptor This unit covers evaluating different e-business models such as
e-shop, e-mall, e-brokerage, e-procurement, e-auction,
collaboration partners, etc.

This unit is related to BSBEBUS601A Develop an e-business

strategy. Consider co-assessment with BSBEBUS501A Evaluate
e-business opportunities and BSBEBUS503A Design an

e-business.
Competency Field e-business
Element Performance Criteria

1. Investigate e-business models 1.1 Business-to-business, business-to-consumer and
intra-organisational e-business applications are
identified and analysed

1.2 e-business models are identified and their features
distinguished

1.3 The structure and features of each business model
are evaluated for their relevance within the industry
and for the business

2. Evaluate e-business models 2.1 The strengths and weaknesses of e-business models
are identified in relation to the business

2.2 The resourcing, technical and security requirements
of each model are identified and compared with
current business capability

2.3 Compatible e-business models are ranked in terms of
their viability and likely success

2.4 An e-business model is determined for the business
in accordance with the requirements of its business
plan
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e-business BSBEBUS502A Evaluate e-business models

Range Statement

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

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

award and enterprise agreements

e national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e privacy legislation

¢ intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business
¢ Internet codes of practice

Business-to-business (B2B): involves e-business between organisations

e may be B2G - business to government

Business-to-consumer (B2C): involves e-business between an enterprise and a

customer

e-business is: e every type of business transaction in which the
participants (ie suppliers, end users etc) prepare or
transact business or conduct their trade in goods or
services electronically (Definition of e-commerce in
E-competent Australia, ANTA, May 2000)
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BSBEBUS502A Evaluate e-business models e-business

Range Statement

e-business models may include:

e-shop / e-tailing

e e-mall

e e-procurement

e e-auction

e e-office

e virtual community

e portal

e collaboration partners

e third party marketplaces

e value chain integrators

e value chain service providers
¢ information brokers

e trust services

e competitor cooperation model
e web rings

e multilevel marketing

e aggregator models

e tender services

e e-government

e micro-payments business model

Evidence Guide

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

Critical Aspects of Evidence e Integrated demonstration of all elements of
competency and their performance criteria

e Rationale and supporting evidence for choice of
e-business model
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e-business

BSBEBUS502A Evaluate e-business models

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

e Internet/ World Wide Web
e e-business
e e-business terminology

e Accepted and emerging e-business models for
business-to-business and business-to-consumer

e Opportunities and threats for the business related to
e-business

e Electronic technology (computer, modem, telephone
etc) skills

e Literacy skills to identify and interpret business
models

e Numeracy skills for analysis of resourcing
requirements and viability

e Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

In order to achieve consistency of performance, evidence
should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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BSBEBUS502A Evaluate e-business models

Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

e-business

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

Three levels of performance denote level of competency required to perform a task.

1. Perform

2.  Administer

3. Design

e Collecting, analysing and organising information — to identify and evaluate e-business
models and their relevance for the business

e Communicating ideas and information —to assist planning through ranked business
models

e Planning and organising activities — to evaluate the structure and features of a variety of
business models in order to develop an e-business model for the business

e Working with teams and others —to gather and analyse information on business models

e Using mathematical ideas and techniques — to rank compatible business models

e Solving problems - to evaluate and determine viable business models and develop an
e-business model for the business which will provide a secure environment for business
growth

e Using technology — to investigate e-business models

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUSS503A Design an e-business

BSBEBUSS503A  Design an e-business

Unit Descriptor This unit covers design of an e-business using an accepted or
emerging e-business model. It may be a stand alone e-business or
an existing business adding in an e-business facility and running
both business models. Consider co-assessment with
BSBEBUSS501A Evaluate e-business opportunities and
BSBEBUS502A Evaluate e-business models.

Competency Field e-business

Element

1. Determine e-business model

2. Design an e-business

3. Plan e-business
implementation

Performance Criteria

11

1.2

1.3

1.4

2.1

2.2

2.3

2.4

3.1

3.2

3.3

3.4

An e-business model is confirmed for the business in
accordance with the requirements of its business plan

Legal, ethical, risk management and security issues
for the business are identified and addressed in
accordance with e-business model

Cost implications of implementation of the
e-business model are assessed and provided for

Policies and procedures are identified for
development, to guide business operation in
accordance with the e-business model

Purpose, objectives and values are formulated for the
e-business

Elements of the value chain are identified and
structured for electronic business in accordance with
the business model

The target market for the e-business strategy is
identified and customer priorities investigated

The e-business is designed to address the needs of
the target market in accordance with the purpose,
objectives and values of the business

The benefits of internal development versus
outsourcing versus partial outsourcing are assessed

The technical needs for implementation of the
e-business model are identified in consultation with
technical expert/s

Culture change issues are investigated and a plan
developed to manage transition to an e-business

Options are developed and costed for e-business
implementation and an implementation plan
developed to manage the process in accordance with
organisational requirements
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BSBEBUSS503A Design an e-business e-business

Range Statement

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

Legislation, codes and national e award and enterprise agreements
standards relevant to the

. e national, State/Territory legislative requirements
workplace may include:

especially in regard to Occupational Health and
Safety

e industry codes of practice

e OECD International Guidelines for Consumer
Protection in E-Commerce

e copyright laws

e privacy legislation

o intellectual property, confidentiality requirements
¢ legal and regulatory policies affecting e-business
¢ Internet codes of practice

e ethics

) _ e every type of business transaction in which the
e-business is: participants (ie suppliers, end users etc) prepare or
transact business or conduct their trade in goods or
services electronically (Definition of e-commerce in
E-competent Australia, ANTA, May 2000)
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e-business

BSBEBUSS503A Design an e-business

Range Statement

e-business models may include:

Value chain may include:

and their support activities,
such as:

e-shop / e-tailing

e-mall

e-procurement

e-auction

e-office

virtual community
collaboration partners

third party marketplaces
value chain integrators

value chain service providers
information brokers

trust services

competitor cooperation model
portals

web rings

multilevel marketing
aggregator models

tender services

e-government
micro-payments business model

inbound logistics
operations
outbound logistics
marketing and sales
service support

business infrastructure
human resource management
technological development
procurement
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BSBEBUSS503A Design an e-business

e-business

Range Statement

Policies and guidelines may
include:

Evidence Guide

security

privacy

integrity

confidentiality

information management

risk management

intellectual property

fraud prevention and detection
business ethics

human resource management
performance management
electronic communication
outsourcing

legal issues eg jurisdiction, contract validity, taxation
change management

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

Critical Aspects of Evidence o

Integrated demonstration of all elements of
competency and their performance criteria

Rationale for value chain and marketing mix
decisions
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e-business

BSBEBUSS503A Design an e-business

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

e Internet/ World Wide Web
e e-business environment
e e-business terminology

e Accepted and emerging e-business models for
business-to-business and business-to-consumer

e Value chain

e Legal, ethical, security and risk management issues
relating to e-business

e Marketing mix

e Culture of e-business versus traditional business
models

e Computer technology skills

e Literacy skills to identify and plan implementation of
a business model

e Numeracy skills for value chain analysis

e Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

In order to achieve consistency of performance, evidence
should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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BSBEBUSS503A Design an e-business e-business

Evidence Guide

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

Key Competency Levels

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

Three levels of performance denote level of competency required to perform a task.
1. Perform

2. Administer

3. Design

e Collecting, analysing and organising information —to collect marketing information, to
determine a suitable business model and to make value chain decisions

e Communicating ideas and information — through the implementation, plan to develop
business partnerships and to create a positive culture within the business

e Planning and organising activities — to assist e-business implementation, to address the
needs of the target market and to identify and implement the most appropriate options for
the business

e Working with teams and others —to develop policies and procedures, to gather and
analyse information on business models and to facilitate changes in the business culture
required by the development of an e-business model for the business

e Using mathematical ideas and techniques — for value chain analysis

e Solving problems — to determine marketing mix and technical needs to aid
implementation decisions in regard to the best mix of internal and outsourced solutions

e Using technology — to prepare implementation plan

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUS504A implement an e-business strategy

BSBEBUS504A  Implement an e-business strategy

Unit Descriptor This unit covers implementation, monitoring and review of
e-business strategy.

This unit is related to BSBEBUS601A Develop an e-business
strategy. Consider co-assessment with BSBEBUS505A
Implement new technologies for business.

Competency Field e-business

Element

1. Implement action plan for
e-business strategy

2. Manage the business change
process

3. Monitor implementation and
manage contingencies

Performance Criteria

11

1.2

1.3

1.4

1.5

2.1

2.2

3.1

3.2

3.3

Business processes are identified and re-engineered
using online technologies in accordance with the
business plan and the e-business model

Technology for e-business implementation is
acquired in accordance with the action plan and
budgetary requirements

Policies and procedures are used to guide business
operations in accordance with the e-business model

Learning and development opportunities are
provided in accordance with the business plan and
staff needs

Information and development support is provided to
customers and supply chain to assist in
implementation of the e-business strategy

Coaching and mentoring is provided to assist staff,
supply chain and customers to master new processes
and new technologies in accordance with individual
needs

Staff, supply chain and customers are kept informed
of progress in the implementation of change to an
e-business model

The culture of the business and its effect on
achievement of business goals is monitored and
processes for dealing with culture change are
managed in accordance with the e-business strategy

Opportunities are identified to adjust policies and
processes to respond to the changing needs of
customers, supply chain and the organisation

Adjustments to manage contingencies are made in
accordance with level of responsibility and authority
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BSBEBUS504A implement an e-business strategy

e-business

Element

4. Evaluate and improve
e-business strategy

Range Statement

Performance Criteria

4.1

4.2

4.3

4.4

Review of the implementation of the e-business
strategy is undertaken in accordance with
organisational requirements

Information and reports are used to compare plans,
budgets, timelines and forecasts to actual
performance

e-business systems are reviewed in consultation with
users and personnel responsible for e-business and
recommendations made for improvements

Evaluation results and feedback from users are used
to plan and improve future e-business strategies

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

this particular unit:

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

e-business is:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

OECD International Guidelines for Consumer
Protection in E-Commerce

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business

every type of business transaction in which the
participants (ie suppliers, end users etc) prepare or
transact business or conduct their trade in goods or
services electronically (Definition of e-commerce in
E-competent Australia, ANTA, May 2000)
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e-business

BSBEBUS504A implement an e-business strategy

Range Statement

Policies and guidelines may o
include:

Information and development o
support may include:

Evidence Guide

security

privacy

confidentiality

information management

risk management

intellectual property

fraud prevention and detection
business ethics

human resource management
performance management
electronic communication
outsourcing

legal issues eg jurisdiction, contract validity, taxation

personal identification and password for online access
to business processes eg purchasing or supply

banking information for electronic funds transfer

new protocols relating to legal or security issues for
e-business

open and international standards e.g. EAN.UCC or
UN/EDIFACT

contact person
advice on staffing arrangements
advice on technology issues / compatibility

advice on existing business strategy and base
business versus growth business

feedback loops

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

Critical Aspects of Evidence o

Integrated demonstration of all elements of
competency and their performance criteria

The importance of culture change for the successful
implementation of an e-business strategy
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BSBEBUS504A implement an e-business strategy

e-business

Evidence Guide

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

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

e e-business environment
e e-business terminology

e Legal, ethical and security issues relating to
e-business

e Culture of e-business versus traditional business
models

e Open and international standards
e Implementation issues

e Computer technology skills

e Literacy skills to interpret policies and procedures
and provide information to others

e Numeracy skills for complying with budgetary
requirements

e Communication skills for consultation with users,
supply chain and customers

e Change management

e Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

In order to achieve consistency of performance, evidence
should be collected over a set period of time which is
sufficient to include dealings with an appropriate range
and variety of situations
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BSBEBUS504A implement an e-business strategy

Evidence Guide

Context/s of Assessment °

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit

Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They
relate to the seven areas of generic competency that underpin effective
workplace practices.

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

Three levels of performance denote level of competency required to perform a task.

1.
2.
3.

Perform
Administer
Design

Collecting, analysing and organising information — to re-engineer business processes
and to evaluate and produce reports

Communicating ideas and information — to assist and coach staff, supply chain and
customers with new e-business model and to keep stakeholders constantly informed of the
changes in e-business strategies

Planning and organising activities — by developing policies and procedures to inform
business operations and to implement e-business strategies

Working with teams and others — to provide training and development and to bring
about the culture change necessary to manage change and to implement effective
e-business strategies

Using mathematical ideas and techniques — to meet budgetary requirements

Solving problems — to manage change, to deal with contingencies and to develop and
adapt processes and procedures to implement e-business strategies

Using technology —to provide business services

Please refer to the Assessment Guidelines for advice on how to use the Key Competencies
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BSBEBUSS505A Implement new technologies for business e-business

BSBEBUS505A  Implement new technologies for business

Unit Descriptor This unit covers planning for the introduction of new
technologies, implementing new technologies for the business and
managing the change process associated with implementation.

Consider co-assessment with BSBEBUS504A Implement an
e-business strategy.

Competency Field e-business

Element Performance Criteria

1. Develop implementation plan 1.1 Staff skills and culture change issues in adoption of
for new technologies new technologies are determined in accordance with

organisational requirements

1.2 Risks and obstacles relating to the introduction of
new technologies are identified and planned for

1.3 Changes to current business practices necessary in
adopting new technologies are identified

1.4 Suppliers of new technologies are confirmed and
their provision of initial and ongoing training and
support identified

1.5 Implementation plan identifies objectives, activities,
timeframes and budget for the introduction of new
technologies

2. Implement new technologies 2.1 Responsibility for new technologies is assigned in
accordance with organisational requirements

2.2 Technologies are introduced and business processes
are re-engineered in accordance with the
implementation plan

2.3 New policy and procedures are developed for the
introduction and integration of new technologies into
the business

2.4 New and existing staff are inducted, and learning and
development opportunities for staff affected by new
technologies are provided in accordance with the
implementation plan

2.5 Information and support are made available to
customers and supply chain affected by the
introduction of new technologies in accordance with
organisational requirements
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BSBEBUSS505A Implement new technologies for business

Element
3. Monitor implementation of

new technologies and
manage contingencies

Range Statement

Performance Criteria

3.1

3.2

3.3

3.4

Staff, supply chain and customers are kept informed
of progress in the implementation of change to new
technologies

The culture of the business is monitored and
processes for facilitating culture change are utilised
in accordance with the e-business strategy

Opportunities are identified to adjust policies and
processes to respond to the changing needs of
customers, supply chain and the organisation within
budgetary requirements

Adjustments to policy and procedures to manage
contingencies are made in accordance with level of
responsibility and authority

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

this particular unit:

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

e-business is:

award and enterprise agreements

national, State/Territory legislative requirements
especially in regard to Occupational Health and
Safety

industry codes of practice

OECD International Guidelines for Consumer
Protection in E-Commerce

copyright laws

defamation laws

privacy legislation

intellectual property, confidentiality requirements
legal and regulatory policies affecting e-business

every type of business transaction in which the
participants (ie suppliers, end users etc) prepare or
transact business or conduct their trade in goods or
services electronically (Definition of e-commerce in
E-competent Australia, ANTA, May 2000)
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BSBEBUSS505A Implement new technologies for business e-business

Range Statement

New technologies may include:

mobile technologies eg second generation such as
GSM (Global System for Mobile communications)

e 3G (third generation cellular radio for mobile
technology, designed to support wideband data
communications just as well as voice — the basis for a
wireless information society)

e location based services for mobile

e digital signature technology for mobile phone users
e General Packet Radio Services (GPRS)

e WAP (wireless application protocol)

e UMTS (universal mobile telephony system)

e XxDSL technologies eg ADSL (Asymmetric Digital
Subscriber Line)

e computer telephony integration

e access gateways (to hide type of access that may be
via cable modem, mobile telephone, landline, ADSL
modem)

e fax gateways

e Bluetooth chips for short distance wireless
connections over short distances (alternative to cable)

e EDGE (Enhanced Data rates for GSM Evolution) to
increase GSM network capacity and data rates

e Internet telephony
e voice verification technology

e business to business electronic data intransfer e.g.
UN/EDIFACT, XML via internet, web browsers.

Policies and procedures may e security
include: e risk management

¢ information management

e human resource management
e business ethics

e privacy

e confidentiality

e intellectual property

o fraud prevention and detection

e electronic communication
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BSBEBUSS505A Implement new technologies for business

Evidence Guide

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

Critical Aspects of Evidence

Underpinning Knowledge*

* Required knowledge/skills is to be limited
to that which is sufficient to perform the
particular workplace competency

Underpinning Skills

Resource Implications

Consistency of Performance

Integrated demonstration of all elements of
competency and their performance criteria

Sufficiency of provision for staff support and
training, attention to cultural change issues, and
integration of new technologies with other business
processes

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

e-business
e-business terminology
Change management

Legal, ethical and security issues relating to
introduction of new technologies

Culture of e-business versus traditional business
models

Implementation issues

Computer technology skills

Literacy skills to adjust policies and procedures and
provide information to others

Numeracy skills for complying with budgetary
requirements

Communication skills for consultation with suppliers,
staff, supply chain and customers

Ability to relate to stakeholders from a range of
social, cultural and ethnic backgrounds and physical
and mental abilities

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

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

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

e Assessment must take account of the endorsed
assessment guidelines in the Business Services
Training Package

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

e Assessment should reinforce the integration of the
key competencies and the business services common
competencies for the particular AQF level. Refer to
the Key Competency Levels at the end of this unit
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Key Competency Levels

NB: These levels do not relate to the Australian Qualifications Framework. They

relate to the seven areas of generic competency that underpin effective
workplace practices.

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