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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

2 April 2007 Category 2 change: Title and qualification requirement
changes to an existing Aviation qualification:

Licensed qualification

Change: TDA40203A Certificate IV in Transport & Distribution -
Aviation Flight Operations

To: TDA40107 Certificate IV in Aviation Operations
(Commercial Pilot Aeroplane Licence) and

TDA40207 Certificate IV in Aviation Operations (Commercial
Pilot Helicopter Licence)

Change title from 'Transport & Distribution' to 'Aviation
Operations' to more accurately reflect the Aviation industry.

Reduces the requirements for completion from twenty eight
(28) to fifteen (15) units. The fifteen (15) units are all placed at
level IV.

Removes the thirteen (13) Cert 1-Cert III level units from the
qualification which do not contribute to occupational outcomes
for commercial pilots.

Category 1 change:Code amendment to all Aviation
qualifications:

This involves deleting the redundant 'A' character at the end of
each qualification code to comply with the NTIS and DEST
requirements as outlined in the Training Package Development
Handbook .

1 March 2003 Primary Release

Forms control: All endorsed training packages will have a version number displayed on the
imprint page of every volume constituting that training package. Every training package will
display an up-to-date copy of this modification history form, to be placed immediately after the
contents page of the first volume of the training package. Comments on changes will only
show sufficient detail to enable a user to identify the nature and location of the change.
Changes to training packages will generally be batched at quarterly intervals. This
modification history form will be included within any displayed sample of that training package
and will constitute all detail available to identify changes.
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Qualifications Framework

The Australian Qualifications Framework

What is the Australian Qualifications Framework?

A brief overview of the Australian Qualifications Framework (AQF) follows. For a full
explanation of the AQF see the AQF Implementation Handbook, 3rd Edition 2002. You can
download it from the Australian Qualifications Advisory Board (AQFAB) website (
www.aqf.edu.au) or obtain a hard copy by contacting AQFAB on phone 03 9639 1606 or by
emailing AQFAB on aqfab@curriculum.edu.au

The AQF provides a comprehensive, nationally consistent framework for all qualifications in
post-compulsory education and training in Australia. In the vocational education and training
(VET) sector it assists national consistency for all trainees, learners, employers and providers
by enabling national recognition of qualifications and Statements of Attainment.

Training Package qualifications in the VET sector must comply with the titles and guidelines of
the AQF. Endorsed Training Packages provide a unique title for each AQF qualification which
must always be reproduced accurately.

Qualifications

Training Packages can incorporate the following eight AQF qualifications.

• Certificate I in ...
• Certificate II in ...
• Certificate III in ...
• Certificate IV in ...
• Diploma of ...
• Advanced Diploma of ...
• Vocational Graduate Certificate of ...
• Vocational Graduate Diploma of ...

On completion of the requirements defined in the Training Package, a Registered Training
Organisation (RTO) may issue a nationally recognised AQF qualification. Issuance of AQF
qualifications must comply with the advice provided in the AQF Implementation Handbook
and the Australian Quality Training Framework Standards for Registered Training
Organisations, particularly Standard 10.

Statement of Attainment

Where an AQF qualification is partially achieved through the achievement of one or more
endorsed units of competency, an RTO may issue a Statement of Attainment. Issuance of
Statements of Attainment must comply with the advice provided in the AQF Implementation
Handbook and the Australian Quality Training Framework Standards for Registered Training
Organisations, particularly Standard 10.

Under the Standards for Registered Training Organisations, RTOs must recognise the
achievement of competencies as recorded on a qualification or Statement of Attainment
issued by other RTOs. Given this, recognised competencies can progressively build towards
a full AQF qualification.

AQF Guidelines and Learning Outcomes

The AQF Implementation Handbook provides a comprehensive guideline for each AQF
qualification. A summary of the learning outcome characteristics and their distinguishing
features for each VET related AQF qualification is provided below.
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Certificate I

Characteristics of Learning Outcomes

Breadth, depth and complexity of knowledge and skills would prepare a person to perform a
defined range of activities most of which may be routine and predictable.

Applications may include a variety of employment related skills including preparatory access
and participation skills, broad-based induction skills and/or specific workplace skills. They
may also include participation in a team or work group.

Distinguishing Features of Learning Outcomes

Do the competencies enable an individual with this qualification to:

• demonstrate knowledge by recall in a narrow range of areas;
• demonstrate basic practical skills, such as the use of relevant tools;
• perform a sequence of routine tasks given clear direction
• receive and pass on messages/information.

Certificate II

Characteristics of Learning Outcomes

Breadth, depth and complexity of knowledge and skills would prepare a person to perform in
a range of varied activities or knowledge application where there is a clearly defined range of
contexts in which the choice of actions required is usually clear and there is limited
complexity in the range of operations to be applied.

Performance of a prescribed range of functions involving known routines and procedures
and some accountability for the quality of outcomes.

Applications may include some complex or non-routine activities involving individual
responsibility or autonomy and/or collaboration with others as part of a group or team.

Distinguishing Features of Learning Outcomes

Do the competencies enable an individual with this qualification to:

• demonstrate basic operational knowledge in a moderate range of areas;
• apply a defined range of skills;
• apply known solutions to a limited range of predictable problems;
• perform a range of tasks where choice between a limited range of options is required;
• assess and record information from varied sources;
• take limited responsibility for own outputs in work and learning.

Certificate III

Characteristics of Learning Outcomes

Breadth, depth and complexity of knowledge and competencies would cover selecting,
adapting and transferring skills and knowledge to new environments and providing technical
advice and some leadership in resolution of specified problems. This would be applied
across a range of roles in a variety of contexts with some complexity in the extent and choice
of options available.

Performance of a defined range of skilled operations, usually within a range of broader
related activities involving known routines, methods and procedures, where some discretion
and judgement is required in the section of equipment, services or contingency measures
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and within known time constraints.

Applications may involve some responsibility for others. Participation in teams including
group or team co-ordination may be involved.

Distinguishing Features of Learning Outcomes

Do the competencies enable an individual with this qualification to:

• demonstrate some relevant theoretical knowledge
• apply a range of well-developed skills
• apply known solutions to a variety of predictable problems
• perform processes that require a range of well-developed skills where some discretion

and judgement is required
• interpret available information, using discretion and judgement
• take responsibility for own outputs in work and learning
• take limited responsibility for the output of others.

Certificate IV

Characteristics of Learning Outcomes

Breadth, depth and complexity of knowledge and competencies would cover a broad range
of varied activities or application in a wider variety of contexts most of which are complex and
non-routine. Leadership and guidance are involved when organising activities of self and
others as well as contributing to technical solutions of a non-routine or contingency nature.

Performance of a broad range of skilled applications including the requirement to evaluate
and analyse current practices, develop new criteria and procedures for performing current
practices and provision of some leadership and guidance to others in the application and
planning of the skills. Applications involve responsibility for, and limited organisation of,
others.

Distinguishing Features of Learning Outcomes

Do the competencies enable an individual with this qualification to:

• demonstrate understanding of a broad knowledge base incorporating some theoretical
concepts

• apply solutions to a defined range of unpredictable problems
• identify and apply skill and knowledge areas to a wide variety of contexts, with depth in

some areas
• identify, analyse and evaluate information from a variety of sources
• take responsibility for own outputs in relation to specified quality standards
• take limited responsibility for the quantity and quality of the output of others.

Diploma

Characteristics of Learning Outcomes

Breadth, depth and complexity covering planning and initiation of alternative approaches to
skills or knowledge applications across a broad range of technical and/or management
requirements, evaluation and co-ordination.

The self directed application of knowledge and skills, with substantial depth in some areas
where judgement is required in planning and selecting appropriate equipment, services and
techniques for self and others.

Applications involve participation in development of strategic initiatives as well as personal
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responsibility and autonomy in performing complex technical operations or organising others.
It may include participation in teams including teams concerned with planning and evaluation
functions. Group or team co-ordination may be involved.

The degree of emphasis on breadth as against depth of knowledge and skills may vary
between qualifications granted at this level.

Distinguishing Features of Learning Outcomes

Do the competencies or learning outcomes enable an individual with this qualification to:

• demonstrate understanding of a broad knowledge base incorporating theoretical
concepts, with substantial depth in some areas

• analyse and plan approaches to technical problems or management requirements
• transfer and apply theoretical concepts and/or technical or creative skills to a range of

situations
• evaluate information, using it to forecast for planning or research purposes
• take responsibility for own outputs in relation to broad quantity and quality parameters
• take some responsibility for the achievement of group outcomes.

Advanced Diploma

Characteristics of Learning Outcomes

Breadth, depth and complexity involving analysis, design, planning, execution and evaluation
across a range of technical and/or management functions including development of new
criteria or applications or knowledge or procedures.

The application of a significant range of fundamental principles and complex techniques
across a wide and often unpredictable variety of contexts in relation to either varied or highly
specific functions. Contribution to the development of a broad plan, budget or strategy is
involved and accountability and responsibility for self and others in achieving the outcomes is
involved.

Applications involve significant judgement in planning, design, technical or
leadership/guidance functions related to products, services, operations or procedures.

The degree of emphasis on breadth as against depth of knowledge and skills may vary
between qualifications granted at this level.

Distinguishing Features of Learning Outcomes

Do the competencies or learning outcomes enable an individual with this qualification to:

• demonstrate understanding of specialised knowledge with depth in some areas
• analyse, diagnose, design and execute judgements across a broad range of technical

or management functions
• generate ideas through the analysis of information and concepts at an abstract level
• demonstrate a command of wide-ranging, highly specialised technical, creative or

conceptual skills
• demonstrate accountability for personal outputs within broad parameters
• demonstrate accountability for personal and group outcomes within broad parameters.

Vocational Graduate Certificate

Characteristics of competencies or learning outcomes

• The self-directed development and achievement of broad and specialised areas of
knowledge and skills, building on prior knowledge and skills.
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• Substantial breadth and complexity involving the initiation, analysis, design, planning,
execution and evaluation of technical and management functions in highly varied and
highly specialised contexts.

• Applications involve making significant, high-level, independent judgements in major
broad or planning, design, operational, technical and management functions in highly
varied and specialised contexts. They may include responsibility and broad ranging
accountability for the structure, management and output of the work or functions of
others.

• The degree of emphasis on breadth, as opposed to depth, of knowledge and skills may
vary between qualifications granted at this level.

Distinguishing features of learning outcomes

• Demonstrate the self-directed development and achievement of broad and specialised
areas of knowledge and skills, building on prior knowledge and skills.

• Initiate, analyse, design, plan, execute and evaluate major broad or technical and
management functions in highly varied and highly specialised contexts.

• Generate and evaluate ideas through the analysis of information and concepts at an
abstract level.

• Demonstrate a command of wide-ranging, highly specialised technical, creative or
conceptual skills in complex contexts.

• Demonstrate responsibility and broad-ranging accountability for the structure,
management and output of the work or functions of others.

Vocational Graduate Diploma

Characteristics of competencies or learning outcomes

• The self-directed development and achievement of broad and specialised areas of
knowledge and skills, building on prior knowledge and skills.

• Substantial breadth, depth and complexity involving the initiation, analysis, design,
planning, execution and evaluation of major functions, both broad and highly
specialised, in highly varied and highly specialised contexts.

• Further specialisation within a systematic and coherent body of knowledge.
• Applications involve making high-level, fully independent, complex judgements in broad

planning, design, operational, technical and management functions in highly varied and
highly specialised contexts. They may include full responsibility and accountability for
all aspects of work and functions of others, including planning, budgeting and strategy
development.

• The degree of emphasis on breadth, as opposed to depth, of knowledge and skills may
vary between qualifications granted at this level.

Distinguishing features of learning outcomes

• Demonstrate the self-directed development and achievement of broad and highly
specialised areas of knowledge and skills, building on prior knowledge and skills.

• Initiate, analyse, design, plan, execute and evaluate major functions, both broad and
within highly varied and highly specialised contexts.

• Generate and evaluate complex ideas through the analysis of information and concepts
at an abstract level.

• Demonstrate an expert command of wide-ranging, highly specialised, technical,
creative or conceptual skills in complex and highly specialised or varied contexts.

• Demonstrate full responsibility and accountability for personal outputs.
• Demonstrate full responsibility and accountability for all aspects of the work or functions

of others, including planning, budgeting and strategy.
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Australian qualifications framework

The Aviation Training Package provides significant flexibility to Registered Training
Organisations (RTOs), enterprises and individuals in packaging units of competency together
to lead to a qualification.

This level of flexibility reflects the multiple job roles, enterprise requirements and changing
technological nature of the industry. It is expected however that users of this Training
Package select units of competency, which packaged together, provide a coherent
qualification, inclusive of all the competencies necessary to fulfil occupation requirements.

Importantly, the flexibility of packaging available within the Qualifications Framework must be
considered within the responsibility of individuals, enterprises and/or RTOs to package units
of competency together to meet legislative requirements and industry codes of practice
necessary at an occupational level.

In packaging units of competency together to form a training program, users should be aware
of requirements set out in the aviation Assessment Guidelines, and the Australian Quality
Training Framework (AQTF). The Qualifications Framework within this manual provides the
units of competency available within each qualification and requirements for completion of a
qualification.

New apprenticeships

All Certificates I through IV within this Training Package are available for New
Apprenticeships.

Skill Sets

Definition

Skill sets are defined as single units of competency, or combinations of units of competency
from an endorsed Training Package, which link to a licence or regulatory requirement, or
defined industry need.

Wording on Statements of Attainment

Skill sets are a way of publicly identifying logical groupings of units of competency which meet
an identified need or industry outcome. Skill sets are not qualifications.

Where skill sets are identified in a Training Package, the Statement of Attainment can set out
the competencies a person has achieved in a way that is consistent and clear for employers
and others. This is done by including the wording 'these competencies meet [the relevant skill
set title or industry need is included]' on the Statement of Attainment. This wording applies
only to skill sets that are formally identified as such in the endorsed Training Package.

All Statements of Attainment must include the wording 'A Statement of Attainment is issued
by a Registered Training Organisation when an individual has completed one or more units of
competency from a nationally recognised qualification'. The following may also be used 'these
competencies form part of the [the relevant qualification(s) code and title are inserted]'.

This section below provides information on skill sets within this Training Package, with the
following important disclaimer: Readers should ensure that they have also read the part of
the Training Package that outlines licensing and regulatory requirements.

Skill Sets in this Training Package

Where this section is blank, nationally recognised skill sets have yet to be identified in this
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industry.
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Assessment Guidelines

Introduction

These Assessment Guidelines provide the endorsed framework for assessment of units of
competency in this Training Package. They are designed to ensure that assessment is
consistent with the Australian Quality Training Framework (AQTF) Standards for Registered
Training Organisations. Assessments against the units of competency in this Training
Package must be carried out in accordance with these Assessment Guidelines.

Assessment System Overview

This section provides an overview of the requirements for assessment when using this
Training Package, including a summary of the AQTF requirements; licensing/registration
requirements; and assessment pathways.

Benchmarks for Assessment

Assessment within the National Training Framework is the process of collecting evidence and
making judgements about whether competency has been achieved to confirm whether an
individual can perform to the standards expected in the workplace, as expressed in the
relevant endorsed unit of competency.

In the areas of work covered by this Training Package, the endorsed units of competency are
the benchmarks for assessment. As such, they provide the basis for nationally recognised
Australian Qualifications Framework (AQF) qualifications and Statements of Attainment
issued by Registered Training Organisations (RTOs).

Australian Quality Training Framework Assessment Requirements

Assessment leading to nationally recognised AQF qualifications and Statements of
Attainment in the vocational education and training sector must meet the requirements of the
AQTF as expressed in the Standards for Registered Training Organisations.

The Standards for Registered Training Organisations can be downloaded from the DEST
website at www.dest.gov.au or can be obtained in hard copy from DEST. The following points
summarise the assessment requirements under the AQTF.

Registration of Training Organisations

Assessment must be conducted by, or on behalf of, an RTO formally registered by a State or
Territory Registering/Course Accrediting Body in accordance with the Standards for
Registered Training Organisations. The RTO must have the specific units of competency
and/or AQF qualifications on its scope of registration. See Section 1 of the Standards for
Registered Training Organisations.

Quality Training and Assessment

Each RTO must have systems in place to plan for and provide quality training and
assessment across all its operations. See Standard 1 of the Standards for Registered
Training Organisations.

Assessor Competency Requirements

Each person involved in training, assessment or client service must be competent for the
functions they perform. See Standard 7 of the Standards for Registered Training
Organisations for assessor competency requirements. Standard 7 also specifies the
competencies that must be held by trainers.
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Assessment Requirements

The RTOs assessments must meet the requirements of the endorsed components of Training
Packages within its scope of registration. See Standard 8 of the Standards for Registered
Training Organisations.

Assessment Strategies

Each RTO must identify, negotiate, plan and implement appropriate learning and assessment
strategies to meet the needs of each of its clients. See Standard 9 of the Standards for
Registered Training Organisations.

Mutual Recognition

Each RTO must recognise the AQF qualifications and Statements of Attainment issued by
any other RTO. See Standard 5 of the Standards for Registered Training Organisations.

Access and Equity and Client Services

Each RTO must apply access and equity principles, provide timely and appropriate
information, advice and support services that assist clients to identify and achieve desired
outcomes. This may include reasonable adjustment in assessment. See Standard 6 of the
Standards for Registered Training Organisations.

Partnership Arrangements

RTOs must have, and comply with, written agreements with each organisation providing
training and/or assessment on its behalf. See Standard 1.6 of Standards for Registered
Training Organisations.

Recording Assessment Outcomes

Each RTO must have effective administration and records management procedures in place,
and must record AQF qualifications and Statements of Attainment issued. See Standards 4
and 10.2 of the Standards for Registered Training.

Issuing AQF Qualifications and Statement of Attainment

Each RTO must issue AQF qualifications and Statements of Attainment that meet the
requirements of the AQF Implementation Handbook and the endorsed Training Packages
within the scope of its registration. An AQF qualification is issued once the full requirements
for a qualification, as specified in the nationally endorsed Training Package are met. A
Statement of Attainment is issued where the individual is assessed as competent against
fewer units of competency than required for an AQF qualification. See Standard 10 and
Section 2 of the Standards for Registered Training Organisations.

Applicable regulatory requirements

The Aviation Industry is tightly regulated by a range of international, national and
state/territory conventions, codes and legislation. These regulations, licence arrangements
and codes of practice pertain to many different aspects of operations including safety, health,
hygiene, security, anti-discrimination, equal employment opportunity, quarantine, and customs
and immigration.

• Persons employed in the Aviation Industry need to fulfil competency and training
requirements as detailed in the regulations relevant to their occupation. Persons
assessed as complying with these requirements are usually provided with some form of
certification by the respective authorities. These are certificates required by the relevant
state/territory or Australian legislation or international code or convention before a
person can be allowed to work in the occupation covered under the legislation. These
certificates should not be confused with national educational qualifications that are
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issued by Registered Training Organisations.
• While in the Aviation Industry there is a close relationship between the regulatory

certificates and the National VET qualifications, they are issued by different
organisations under different legislative authority.

Reforms and regulatory requirements

• It should be noted that regulatory requirements are usually subject to ongoing review
and improvement. There are also many national initiatives to improve consistency and
cooperative arrangements across state/territory regulatory requirements. Given the
dynamic nature of these reforms and improvements, it is important that Registered
Training Organisations access and interpret current regulatory requirements from the
relevant regulatory authorities and adjust their training and assessment resources and
processes to suitably incorporate and accommodate any pertinent changes to
regulatory requirements. RTOs should check any regulatory changes with the Civil
Aviation Safety Authority (CASA), www.casa.gov.au .

Pathways

The competencies in this Training Package may be attained in a number of ways including
through:

• formal or informal education and training
• experiences in the workplace
• general life experience, and/or
• any combination of the above.

Assessment under this Training Package leading to an AQF qualification or Statement of
Attainment may follow a learning and assessment pathway, an assessment-only or
recognition pathway, or a combination of the two as illustrated in the following diagram.

Each of these assessment pathways leads to full recognition of competencies held - the
critical issue is that the candidate is competent, not how the competency was acquired.

Assessment, by any pathway, must comply with the assessment requirements set out in the
Standards for Registered Training Organisations.

Learning and Assessment Pathways

Usually, learning and assessment are integrated, with assessment evidence being collected
and feedback provided to the candidate at anytime throughout the learning and assessment
process.
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Learning and assessment pathways may include structured programs in a variety of contexts
using a range of strategies to meet different learner needs. Structured learning and
assessment programs could be: group-based, work-based, project-based, self-paced, action
learning-based; conducted by distance or e-learning; and/or involve practice and experience
in the workplace.

Learning and assessment pathways to suit New Apprenticeships have a mix of formal
structured training and structured workplace experience with formative assessment activities
through which candidates can acquire and demonstrate skills and knowledge from the
relevant units of competency.

Assessment-Only or Recognition of Prior Learning Pathway

Competencies already held by individuals can be formally assessed against the units of
competency in this Training Package, and should be recognised regardless of how, when or
where they were achieved.

In an assessment-only or Recognition of Prior Learning (RPL) pathway, the candidate
provides current, quality evidence of their competency against the relevant unit of
competency. This process may be directed by the candidate and verified by the assessor,
such as in the compilation of portfolios; or directed by the assessor, such as through
observation of workplace performance and skills application, and oral and/or written
assessment. Where the outcomes of this process indicate that the candidate is competent,
structured training is not required. The RPL requirements of Standard 8.2 of the Standards for
Registered Training Organisations must be met.

As with all assessment, the assessor must be confident that the evidence indicates that the
candidate is currently competent against the endorsed unit of competency. This evidence
may take a variety of forms and might include certification, references from past employers,
testimonials from clients, and work samples. The onus is on candidates to provide sufficient
evidence to satisfy assessors that they currently hold the relevant competencies. In judging
evidence, the assessor must ensure that the evidence of prior learning is:

• authentic (the candidates own work)
• valid (directly related to the current version of the relevant endorsed unit of competency)
• reliable (shows that the candidate consistently meets the endorsed unit of competency)
• current (reflects the candidates current capacity to perform the aspect of the work

covered by the endorsed unit of competency), and
• sufficient (covers the full range of elements in the relevant unit of competency and

addresses the four dimensions of competency, namely task skills, task management
skills, contingency management skills, and job/role environment skills).

The assessment only or recognition of prior learning pathway is likely to be most appropriate
in the following scenarios:

• candidates enrolling in qualifications who want recognition for prior learning or current
competencies

• existing workers
• individuals with overseas qualifications
• recent migrants with established work histories
• people returning to the workplace, and
• people with disabilities or injuries requiring a change in career.

Combination of Pathways

Where candidates for assessment have gained competencies through work and life
experience and gaps in their competence are identified, or where they require training in new
areas, a combination of pathways may be appropriate.
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In such situations, the candidate may undertake an initial assessment to determine their
current competency. Once current competency is identified, a structured learning and
assessment program ensures that the candidate acquires the required additional
competencies identified as gaps.

Assessor Requirements

This section identifies the mandatory competencies for assessors, and clarifies how others
may contribute to the assessment process where one person alone does not hold all the
required competencies.

Assessor Competencies

The Standards for Registered Training Organisations specify mandatory competency
requirements for assessors. For information, Standard 7.3 from the Standards for Registered
Training Organisations follows:

7.3 a The RTO must ensure that assessments are conducted by a person who has:

• the following competencies* from the Training Package for Assessment and
Workplace Training, or demonstrated equivalent competencies:
• TAAASS401A Plan and organise assessment;
• TAAASS402A Assess competence;
• TAAASS404A Participate in assessment validation;

• relevant vocational competencies, at least to the level being assessed.

b However, if a person does not have all of the competencies in Standards 7.3 a (i)
and the vocational competencies as defined in 7.3 a (ii), one person with the
competencies listed in Standard 7.3 a (i), and one or more persons who have the
competencies listed in Standard 7.3 a (ii) may work together to conduct
assessments.

* A person who holds the competencies BSZ401A Plan assessment, BSZ402A
Conduct assessment, and BSZ403A Review assessment from the Training
Package for Assessment and Workplace Training will be accepted for the purposes
of this standard. A person who has demonstrated equivalent competencies to
BSZ401A and BSZ402A and BSZ403A in the period up to 12 months following
publication of the Training and Assessment Training Package will also be accepted
for the purposes of this standard.

Designing Assessment Tools

This section provides an overview on the use and development of assessment tools.

Use of Assessment Tools

Assessment tools provide a means of collecting the evidence that assessors use in making
judgements about whether candidates have achieved competency.

There is no set format or process for the design, production or development of assessment
tools. Assessors may use prepared assessment tools, such as those specifically developed to
support this Training Package, or they may develop their own.

Using Prepared Assessment Tools

If using prepared assessment tools, assessors should ensure these are benchmarked, or
mapped, against the current version of the relevant unit of competency. This can be done by
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checking that the materials are listed on the National Training Information Service
(http://www.ntis.gov.au). Materials on the list have been noted by the National Training Quality
Council as meeting their quality criteria for Training Package support materials.

Developing Assessment Tools

When developing assessment tools, assessors must ensure that they:

• are benchmarked against the relevant unit or units of competency
• are reviewed as part of the validation of assessment strategies as required under 9.2 (i)

of the Standards for Registered Training Organisations
• meet the assessment requirements expressed in the Standards for Registered Training

Organisations, particularly Standards 8 and 9.

A key reference for assessors developing assessment tools is TAA04 Training and
Assessment Training Package and the unit of competency TAAASS403A Develop
assessment tools. There is no set format or process for the design, production or
development of assessment materials.

Conducting Assessment

This section details the mandatory assessment requirements and provides information on
equity in assessment including reasonable adjustment.

Mandatory Assessment Requirements

Assessments must meet the criteria set out in Standard 8 from the Standards for Registered
Training Organisations. For information, Standard 8 from the Standards for Registered
Training Organisations is reproduced below.

8 RTO Assessments

The RTOs assessments meet the requirements of the endorsed components of
Training Packages and the outcomes specified in accredited courses within the
scope of its registration.

8.1 The RTO must ensure that assessments (including RPL):

i. comply with the assessment guidelines included in the applicable nationally
endorsed Training Packages or the assessment requirements specified in
accredited courses;

ii. lead to the issuing of a statement of attainment or qualification under the AQF when
a person is assessed as competent against nationally endorsed unit(s) of
competency in the applicable Training Package or modules specified in the
applicable accredited course;

iii. are valid, reliable, fair and flexible;

iv. provide for applicants to be informed of the context and purpose of the assessment
and the assessment process;

v. where relevant, focus on the application of knowledge and skill to standard of
performance required in the workplace and cover all aspects workplace
performance, including task skills, task management skills, contingency
management skills and job role environment skills;

vi. involve the evaluation of sufficient evidence to enable judgements to be made
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about whether competency has been attained;

vii. provide for feedback to the applicant about the outcomes of the assessment
process and guidance on future options in relation to those outcomes;

viii. are equitable for all persons, taking account of individual needs relevant to the
assessment; and

ix. provide for reassessment on appeal.

8.2 a The RTO must ensure that RPL is offered to all applicants on enrolment

b The RTO must have an RPL process that:

i. is structured to minimise the time and cost to applicants; and

ii. provides adequate information, support and opportunities for participants to
engage in the RPL process.

Access and Equity

An individuals access to the assessment process should not be adversely affected by
restrictions placed on the location or context of assessment beyond the requirements
specified in this Training Package.

Reasonable adjustments can be made to ensure equity in assessment for people with
disabilities. Adjustments include any changes to the assessment process or context that meet
the individual needs of the person with a disability, but do not change competency outcomes.
Such adjustments are considered reasonable if they do not impose an unjustifiable hardship
on a training provider or employer. When assessing people with disabilities, assessors are
encouraged to apply good practice assessment methods with sensitivity and flexibility.

Further Sources of Information

The section provides a listing of useful contacts and resources to assist assessors in
planning, designing, conducting and reviewing of assessments against this Training Package.

Contacts

Australian Training Products Ltd

Level 25, 150 Lonsdale Street

MELBOURNE VIC 3000

PO Box 12211

A'Beckett Street Post Office

MELBOURNE VIC 8006

Telephone: (03) 9655 0600

Fax: (03) 9639 4684

Web: www.atpl.net.au

Email: sales@atpl.net.au

Innovation and Business Industry Skills Council

Building B, Level 2
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192 Burwood Road

Telephone: (03) 9815 7000

Fax: (03) 9815 7001

Email: virtual@ibsa.org.au

General Resources

Refer to http://antapubs.dest.gov.au/publications/search.asp to locate the following ANTA
publications.

AQF Implementation Handbook, third Edition. Australian Qualifications Framework Advisory
Board, 2002, aqf.edu.au

Australian Quality Training Framework (AQTF) - for general information go to:
www.dest.gov.au/sectors

Australian Quality Training Framework (AQTF) - for resources and information go to:
www.dest.gov.au

Australian Quality Training Framework Standards for Registered Training Organisations,
Australian National Training Authority, Melbourne, 2005. Available in hard copy from State
and Territory Training Authorities or can be downloaded from www.dest.gov.au

TAA04 Training and Assessment Training Package. This is available from the Innovation and
Business Skills Australia (IBSA) Industry Skills Council and can be viewed, and components
downloaded, from the National Training Information Service (NTIS). National Training
Information Service, an electronic database providing comprehensive information about
RTOs, Training Packages and accredited courses - www.ntis.gov.auStyle Guide for Training
Package Support Materials, Australian National Training Authority, Melbourne, 2003. Can be
downloaded from the ANTA page at www.dest.gov.au

Assessment Resources

Training Package Assessment Guides - a range of resources to assist RTOs in developing
Training Package assessment materials developed by DEST with funding from the
Department of Education, Training and Youth Affairs. It is made up of 10 separate titles, as
described at the ANTA publications page of www.dest.gov.au. Go to
www.resourcegenerator.gov.au/loadpage.asp?TPAG.htm

Printed and/or CD ROM versions of the Guides can be purchased from Australian Training
Products (ATP). The resource includes the following guides:

• Training Package Assessment Materials Kit
• Assessing Competencies in Higher Qualifications
• Recognition Resource
• Kit to Support Assessor Training
• Candidates Kit: Guide to Assessment in New Apprenticeships
• Assessment Approaches for Small Workplaces
• Assessment Using Partnership Arrangements
• Strategies for ensuring Consistency in Assessment
• Networking for Assessors
• Quality Assurance Guide for Assessment

An additional guide "Delivery and Assessment Strategies" has been developed to
complement these resources.

Assessment Tool Design and Conducting Assessment
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VETASSESS AND; Western Australian Department of Training and Employment 2000,
Designing Tests - Guidelines for designing knowledge based tests for Training Packages.
Vocational Education and Assessment Centre 1997, Designing Workplace Assessment Tools,
A self-directed learning program, NSW TAFE.

Manufacturing Learning Australia 2000, Assessment Solutions, Australian Training Products,
Melbourne.

Rumsey, David 1994, Assessment practical guide, Australian Government Publishing Service,
Canberra.

Assessor Training

Australian Committee on Training Curriculum (ACTRAC) 1994, Assessor training program -
learning materials, Australian Training Products, Melbourne.

Australian National Training Authority, A Guide for Professional Development, ANTA,
Brisbane.

Australian Training Products Ltd Assessment and Workplace Training, Training Package -
Toolbox, ATPL Melbourne.

Green, M, et al. 1997, Key competencies professional development Package, Department for
Education and Childrens Services, South Australia.

Victorian TAFE Association 2000, The professional development CD: A learning tool, VTA,
Melbourne.

Assessment System Design and Management

Office of Training and Further Education 1998, Demonstrating best practice in VET project -
assessment systems and processes, OTFE Victoria.

Toop, L., Gibb, J. and; Worsnop, P. Assessment system designs, Australian Government
Publishing Service, Canberra.

Western Australia Department of Training and VETASSESS 1998, Kit for Skills Recognition
Organisations, WADOT, Perth.
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TDAI1003A Carry out aircraft business/first class meal
and beverage service

Unit Descriptor This unit involves the skills and knowledge required to provide
business/first class meal and beverage service on a commercial aircraft
in accordance with regulatory requirements, including preparing for
meal service; preparing, laying and setting tables; cleaning, preparing
and displaying a mobile service unit; describing food and dishes to
passengers; advising passengers on beverage selection; and plating
and serving a range of foods from mobile service unit. It also includes
the skills and knowledge required when working in co-operation with
the galley operator; rectifying spillages, clearing and re-laying tables,
re-setting a mobile service unit; and appropriately handling passenger
complaints.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Prepare for meal service 1.1 Food is prepared hygienically in accordance with
workplace procedures and regulatory requirements

1.2 Equipment used in food preparation is maintained in a
safe and hygienic condition at all times in accordance with
workplace procedures and regulatory requirements

1.3 Equipment, implements and utensils are used in a safe
manner throughout the preparation and serving of food or
dishes

1.4 Work practices and methods of service adopted during
meal service operations is in accordance with workplace
procedures and standards, ensuring the safety of both
staff and passengers

2. Prepare, lay and set
tables

2.1 Where applicable, tables are laid with appropriate cloths in
accordance with workplace procedures and standards

2.2 Where applicable, tables are prepared to workplace
standards, with the appropriate equipment and utensils for
a given menu

3. Clean, prepare and
display mobile service unit

3.1 Mobile service unit is checked to ensure that they are
cleaned to workplace standards in preparation for service

3.2 Equipment is checked to ensure it is clean and positioned
correctly on mobile service unit

3.3 Items for salad preparation and garnishing are prepared
and displayed on mobile service unit in accordance with
regulatory requirements and workplace procedures and
standards

3.4 Dairy products, sugars are prepared and positioned
correctly on tray mobile

3.5 Mobile service unit is set up in accordance with regulatory
requirements and workplace procedures and standards
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4. Describe food and dishes
to passengers

4.1 Dish names and specialities are explained to passengers
4.2 Where applicable, ingredients of dishes and preparation

methods are correctly explained and shown to passengers
to assist them in selecting dishes appropriately relative to
their dietary requirements

5. Advise passengers on
beverage selection

5.1 Appropriate advice is politely given to passengers to assist
them in selection of beverages at the appropriate time

5.2 The level of intoxication of passengers is accurately
assessed using a number of standard methods in
accordance with workplace procedures and regulatory
requirements

5.3 Legislative requirements concerning the serving of
alcoholic beverages are followed when providing advice to
passengers on beverages

6. Plate and serve a range of
foods from mobile service
unit

6.1 Appropriate portions of foods are correctly positioned on
plates in accordance with workplace procedures and
standards prior to leaving the galley

6.2 Appropriate accompaniments are selected to suit the
passengers choice of meal/beverage

6.3 The choice of meal/beverage is presented to the
passenger in accordance with regulatory requirements
and workplace procedures and standards

6.4 Mobile service unit is paced at an appropriate distance
from the passenger

7. Work in cooperation with
galley operator

7.1 Liaison with galley staff is established and maintained to
ensure correct preparation, presentation and timing of
meals and meal service to passengers is appropriately
adjusted when necessary

7.2 An appropriate relationship is established between the
galley operator and cabin operations to ensure service is
maintained correctly in accordance with regulatory
requirements and workplace procedures and standards

8. Rectify spillages, clear
and relay

8.1 Spillages promptly identified and dealt with in accordance
with workplace procedures and standards

8.2 Spilt food/beverage is replaced when appropriate with
minimum disruption to passengers and crew

8.3 Debris is removed and linen changed safely and promptly
after spillage

8.4 Passenger's needs are attended to in a polite and friendly
manner in accordance with workplace procedures and
standards

8.5 Tables are cleaned and re-laid where required promptly
after the completion of meals ensuring minimum disruption
to the passenger
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9. Re-set mobile service unit 9.1 Mobile service unit is cleaned at the appropriate time in
accordance with workplace procedures and standards

9.2 Mobile service unit is re-set correctly with appropriate
equipment

9.3 Mobile service unit is re-stocked correctly with clean
implements, utensils and linen in accordance with
regulatory requirements and workplace procedures and
standards

10. Handle passenger
complaints

10.1 Compliments on service or meals are received promptly
and in a courteous manner from passengers

10.2 Passenger complaints are handled in a timely and
courteous manner in accordance with workplace
procedures and standards

10.3 Passengers are promptly advised on the course of action
that will be taken in response to their complaints

10.4 Appropriate follow up action is taken and passenger
satisfaction is checked manner in accordance with
workplace procedures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements

• Work is performed under limited supervision usually
within a team environment

• It involves the application of passenger service principles
and procedures, regulations, safety codes and protocols
to the provision of meal and beverage service on
commercial aircraft across a variety of operational
contexts within the Australian aviation industry
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Worksite environment • Food and beverage service may be provided:
• on relevant passenger-carrying aircraft types in

commercial service
• short and/or long haul services
• in business class and/or first class
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements, including OHS regulations
• Performance may be demonstrated:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Advice in the selection of beverages may include but is
not restricted to:
• types of beverages available
• service of beverages
• restrictions on use of alcoholic beverages

• Items for salad preparation and garnishing may include:
• condiments
• oils
• vinegars
• sauces
• fruit
• herbs

• Legal requirement relating to liquor service may include
but is not restricted to:
• prohibited sale of alcohol to minors
• identification of, and refusal to serve, intoxicated

persons and other excluded categories
• advice to passengers on strengths of alcoholic

beverages
• Methods of assessing the level of intoxication of

passengers may include:
• observations in changes of behaviour
• monitoring noise levels
• monitoring drink orders

• Persons consulted may include:
• passengers
• galley staff
• other cabin crew and flight crew members
• catering staff
• ground support staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
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Sources of information/
documents

• Information/documents may include:
• relevant regulatory requirements pertaining to the

serving of food and alcoholic/non-alcoholic beverages
on aircraft

• airline procedures and instructions and job
specification

• airline food and beverage service procedures
checklists and procedures

• food and beverage service checklist
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulatory requirements pertaining to the

serving of food and alcoholic/non-alcoholic beverages
on aircraft

• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• prepare for meal service
• prepare, lay and set tables
• clean, prepare and display a mobile service unit
• describe food and dishes to passengers
• advise passengers on beverages
• monitor level of intoxication of passengers and take

suitable action
• plate and serve a range of foods from a mobile service

unit
• work in cooperation with galley staff
• rectify spillages, clear and re-lay tables
• re-set a mobile service unit
• appropriately handle passenger complaints
• carry out required administrative procedures
• maintain compliance with relevant regulatory

requirements
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS, hygiene and environmental procedures
and regulations

• A knowledge of:
• principles of customer service
• airline procedures and standards for providing a meal

and beverage service on an aircraft
• typical service flows within an aircraft food and

beverage service environment
• features and characteristics of various types and styles

of food and beverages served in business/first class on
commercial aircraft

• hygiene and safety issues of relevant to food and
beverage service

• legislation and regulations concerning the serving of
alcoholic beverages on aircraft

• risks that exist when providing a meal and beverage
service on an aircraft and related risk control
procedures and precautions

• problems that may occur when providing a meal and
beverage service on an aircraft and appropriate action
that should be taken in each case

• Ability to:
• apply the above knowledge when providing a meal and

beverage service on an aircraft
• read and interpret instructions, procedures and

information relevant to providing a meal and beverage
service on an aircraft

• select and use relevant equipment when providing a
meal and beverage service on an aircraft

• provide effective customer service when providing a
meal and beverage service on an aircraft

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with providing a meal and

beverage service
• monitor and anticipate passenger needs and

operational problems and hazards and take
appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to provide passenger service on an aircraft,
and/or

• provide passenger service on an aircraft in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• preparing for meal service
• preparing, laying and setting tables
• cleaning, preparing and displaying a mobile service

unit
• describing food and dishes to passengers
• advising passengers on beverages
• monitoring level of intoxication of passengers and

taking suitable action
• plating and serving a range of foods from a mobile

service unit
• working in cooperation with galley staff
• rectifying spillages, clearing and re-laying tables
• re-setting a mobile service unit
• handling passenger complaints
• maintaining compliance with relevant regulatory

requirements and in particular the requirements
concerning the serving of alcoholic beverages

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders and other relevant
regulations pertaining to the conduct of a meal and
beverage service on an aircraft

• OHS and environmental protection policies and
procedures

• customs, quarantine, equal opportunity and
anti-discrimination regulations

• hazard control policies and procedures
• airline operational procedures and work instructions

(including security and housekeeping procedures)
• workplace customer service procedures and standards
• manufacturer's specifications relating to the operation

of cabin meal and beverage service equipment

• Action is taken promptly to report and/or rectify incidents
and problems identified when carrying out a meal and
beverage service on an aircraft in accordance with
relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff and
passengers
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin service staff

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved simulator or in appropriate simulated
passenger service conditions, and/or

• during cabin service on an appropriate flight
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TDAI103A Provide customer service on aircraft
Unit Descriptor This unit involves the skills and knowledge required to provide high

quality customer service to passengers on a commercial aircraft,
including providing appropriate assistance to passengers in conjunction
with other members of cabin service team prior to departure, during
flight and on arrival at a destination. It also includes preparing aircraft
cabin for service, carrying out safety procedures, following instructions
from flight crew, advising passengers on cabin features and amenities,
using cabin facilities and amenities, and carrying out required
administrative procedures.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Provide customer service
prior to departure

1.1 Passengers are met and welcomed on boarding the
aircraft in accordance with regulatory requirements and
workplace procedures

1.2 Boarding passes are checked to confirm correct flight and
seating and passengers are directed to their seat locations
in accordance with regulatory requirements and workplace
procedures

1.3 Passengers are assisted to stow cabin baggage and
personal items in accordance with regulatory requirements

1.4 Carry on baggage is monitored to ensure that it does not
exceed allowable limits and if limits are exceeded
appropriate action is taken to remove it to hold stowage

1.5 Action is taken to ensure passengers are promptly seated
with their seat belts correctly fastened in accordance with
regulatory requirements

1.6 Passengers with special needs are appropriately assisted
1.7 Passengers sitting over the wings and passengers with

special needs are given individual briefings in accordance
with regulatory requirements and workplace procedures

1.8 Appropriate responses are made to passengers' queries
and requests

1.9 Passenger pre-departure cabin service items are offered
as appropriate

1.10 Customer service is suspended during take-off of the
aircraft

2. Advise on and use cabin
features and amenities

2.1 Passengers are advised on the relevant features and
amenities available including those available for
passengers with special needs

2.2 Cabin equipment and amenities are used in accordance
with regulatory requirements and workplace procedures

2.3 Cabin equipment and amenities are correctly stowed after
use in accordance with regulatory requirements and
workplace procedures
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3. Provide customer service
during flight

3.1 Toilets and facilities are periodically checked and serviced
to ensure that they meet workplace standards and are
adequately stocked with relevant resources

3.2 Passengers' safety and comfort needs are anticipated and
appropriate action is taken and responses made

3.3 Aircraft cabin is patrolled to confirm passengers' safety
and comfort needs are being adequately satisfied in
accordance with regulatory requirements and workplace
procedures

4. Provide customer service
on arrival

4.1 Passengers are assisted in accessing baggage and
personal items

4.2 Advice is provided on local time and weather conditions
where applicable

4.3 Appropriate information is provided about terminal
facilities and transport options

4.4 Passengers with special needs are appropriately assisted
in accordance with workplace procedures and regulatory
requirements

4.5 Passengers are farewelled courteously in accordance with
workplace procedures

4.6 Passengers are guided to the appropriate exit

5. Provide support to other
members of the aircraft
crew

5.1 Appropriate assistance is provided to other team members
of the cabin crew in accordance with workplace
procedures

5.2 Other members of cabin service team are advised of any
variations to workplace procedures

5.3 Refreshments are served to the flight crew in accordance
with workplace procedures and flight schedule

6. Carry out administrative
procedures

6.1 Workplace administrative procedures are identified and
interpreted

6.2 Administrative procedures are implemented in accordance
with workplace and regulatory requirements

6.3 All required aircraft documentation is completed in
accordance with workplace requirements

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant regulatory requirements
including OHS

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures, regulations, safety codes and protocols
to the provision of customer service to passengers on
commercial aircraft across a variety of operational
contexts within the Australian aviation industry
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Worksite environment • Customer service may be provided:
• on any passenger-carrying aircraft type in commercial

service
• short and/or long haul services
• in any category of service, including economy,

business and first class
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements
• Performance may be demonstrated on:

• an approved cabin service simulator
• in a suitably simulated work environment
• a passenger carrying aircraft

• Aircraft features and amenities may include:
• toilets
• cabin crew alert buttons
• wheel chairs and equipment for aiding disabled

passengers
• seat controls and adjustments
• equipment for use with babies
• audio-visual equipment
• overhead lockers
• telephone
• movie screens
• in-flight entertainment resources such as in-seat videos

• Terminal facilities may include:
• baggage carousel locations
• transit lounges
• airline clubs/lounges
• food outlets and restaurants
• ATMs, banks and money/travellers' cheques exchange

services
• duty free shopping
• customs services

• Transport options may include:
• buses
• trains
• taxis
• hire cars
• shuttle buses
• rental vehicle services

• Persons consulted may include:
• passengers
• other cabin crew and flight crew members
• ground staff
• catering staff
• aircraft resourcing staff
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
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• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders and other regulations relevant to cabin
service and safety operations

• airline procedures and instructions and job
specification

• OHS regulations and procedures
• cabin service checklists and procedures
• cabin equipment operational manuals
• emergency procedures
• flight passenger schedules
• information on terminal facilities and transport options

at designated airports
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO)

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders

• Civil Aviation Act
• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• provide appropriate assistance and advice to

passengers prior to take-off, during flight and on arrival
• advise passengers on cabin features and amenities
• use cabin features and amenities
• carry out required administrative procedures
• complete required documentation

Note: that it is important that cabin crew are aware of the
requirement to suspend customer service and be seated during
both take-off and landing and when directed by the pilot in
command or other senior air crew

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant regulatory requirements
• Relevant OHS, hygiene and environmental procedures

and regulations
• Relevant customs, quarantine, equal opportunity and

anti-discrimination regulations
• A knowledge of:

• principles of customer service
• airline standards for providing appropriate assistance

and advice to passengers prior to take-off, during flight
and on arrival

• action to be taken in response to flight crew
instructions

• the requirements for cabin crew to suspend customer
service and be seated during both take off and landing
and when otherwise directed by the pilot in command,
or other senior air crew

• airline administrative procedures
• cabin features and amenities for various types of

aircraft
• features and amenities of terminals at designated

airports
• transport options at designated airports
• problems that may need to be addressed when

providing customer service and action that can be
taken to address them

• Ability to:
• apply the above knowledge when providing service on

an aircraft
• read and interpret instructions, procedures and

information relevant to cabin service on an aircraft
• select and use relevant equipment when providing

service on an aircraft
• implement safety regulations
• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with providing customer

service on aircraft
• monitor and anticipate passenger needs and

operational problems and hazards and take
appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to provide customer service on an aircraft,
and/or

• provide customer service on an aircraft in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• providing assistance and advice to passengers at

take-off, during flight and on arrival
• complying with safety regulations
• advising on or using cabin features and amenities
• carrying out required administrative procedures
• completing required documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS and environmental protection policies and

procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• airline operational procedures and work instructions

(including security and housekeeping procedures)
• relevant manufacturer's specifications relating to the

operation of aircraft and their ancillary equipment
• Action is taken promptly to report and/or rectify incidents

and problems identified when providing customer service
in accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin service staff

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved simulator or in appropriate simulated
customer service conditions, and/or

• during cabin service on an appropriate flight
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TDAI1203A Manage aircraft passengers and cargo
Unit Descriptor This unit involves the skills and knowledge required to manage aircraft

passengers and cargo (where applicable), including pre-flight briefing,
management of passenger safety and comfort during flight and aid and
assistance to passengers during an emergency. It also includes the
skills and knowledge required to calculate and safely manage an
aircraft's cargo (where applicable), including acceptance, handling,
labelling, loading, securing and unloading the cargo. Required
performance includes compliance with all relevant safety and other
relevant regulatory requirements.

(Persons applying competence in this unit to commercial operations will
need to fulfil the relevant license and rating requirements of the Civil
Aviation Safety Authority for the type(s) of aircraft and flight conditions
prescribed)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Brief passengers prior to
departure

1.1 Passengers are briefed on safety and emergency
procedures before flight in accordance with regulatory
requirements, orders and operations manual

2. Manage passengers
during normal flight

2.1 Passenger safety, comfort and well-being is provided for
in accordance with regulatory requirements and workplace
procedures

2.2 Passengers are controlled on the ground and in the air in
accordance with regulatory requirements, orders and
operations manual

3. Aid and assist passengers
during an emergency

3.1 Passengers are advised of hazardous conditions and
potential emergencies during flight and related safety and
emergency procedures in accordance with regulatory
requirements, orders and operations manual

3.2 In the event of an emergency, passengers are advised of
nature of emergency and the procedures and precautions
to be followed

3.3 Clear communication is established and maintained with
passengers

3.4 Passengers are managed during the emergency in
accordance with regulatory requirements and workplace
procedures

3.5 Passengers are assisted as required during emergency
situation

3.6 First aid and/or medical attention is organised if necessary
during emergency situation in accordance with regulatory
requirements and workplace procedures
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4. Manage cargo 4.1 Cargo is accepted, labelled, handled, loaded, secured and
unloaded in accordance with regulatory requirements and
workplace procedures, including IATA dangerous good
procedures (where applicable)

4.2 Cargo is identified, approved and managed in accordance
with regulatory requirements and workplace procedures

4.3 Cargo calculations are completed in accordance with
workplace procedures and regulatory requirements

4.4 Manual handling of aircraft cargo is completed in
accordance with OHS procedures and other relevant
regulatory requirements, including IATA dangerous good
procedures (where applicable)

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
license and aircraft rating requirements of the Civil
Aviation Safety Authority

• Work is performed under limited supervision
• It involves the application of aircraft management

principles, regulations, safety codes, protocols and
procedures to manage aircraft passengers and cargos as
part of commercial aircraft activities across a variety of
operational contexts within the Australian aviation
industry
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Worksite environment • Operations are conducted by day in variable weather
condition in accordance with Day Visual Flight Rules
operations below 10,000 feet AMSL

• Performance may be demonstrated on an operational
aircraft

• Procedures for briefing/managing passengers may
include:
• briefing passengers on details of the flight
• explaining precautions to avoid interference with flight

controls
• explaining smoking requirements
• demonstrating the secure stowage of hand luggage
• demonstrating the use of flotation devices where

applicable
• explaining operation of doors and escape hatches
• demonstrating the securing and release of safety

harnesses
• demonstrating the use of oxygen equipment if

applicable
• demonstrating the use of safety equipment
• briefing passengers on emergency procedures on the

ground and in the air
• aiding and assisting passengers
• demonstrating the use of fresh air vents
• demonstrating the position of airsickness bags
• exercising control of passengers on the ground and in

the aeroplane
• managing passengers in an emergency
• controlling the cabin temperature

• Procedures for calculating and managing a cargo (where
applicable) may include:
• identification and labelling of cargo
• conduct of cargo calculations including weight, balance

and deck loading
• identification of dangerous goods and applying

dangerous goods procedures
• determining and applying safety and security

requirements
• management of the load planning and the storage,

loading, handling, securing, unloading and security of
the cargo

• implementing decisions for carriage or non-carriage
and management of load

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
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Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to the briefing and
management of passengers and the management and
calculation of aircraft cargos

• IATA regulations related to air cargo
• instructions for cargo securing devices and handling

equipment
• Cargo Flight Manual/Pilot's Operating Handbook

(POH)
• Manual of Standards-Pilot Licensing (MOS-PL)
• Dangerous Goods Manual
• the Aeronautical Information Publication (AIP)
• the Enroute Supplement Australia (ERSA)
• charts
• operations manuals
• approved passenger safety checklists
• approved checklists and guidelines, including

checklists for special cargo such as perishable cargo,
dangerous goods, fragile items, live freight, etc.

• aircraft cargo documentation
• aircraft passenger documentation
• workplace procedures and instructions and job

specification
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• IATA cargo regulations
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• relevant Australian Standards
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• understand and anticipate the needs of passengers
• brief passengers on safety and emergency procedures

before a flight in accordance with regulatory
requirements, orders and operations manual

• ensure that passengers are aware of hazardous
conditions and emergencies during flight and related
safety and emergency procedures

• aid and assist passengers appropriately during an
emergency

• organize first aid when required during an in-flight
emergency

• calculate and manage aircraft cargo (where required)
• use loading and cargo securing devices
• maintain compliance with regulatory requirements

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders pertaining to the briefing of
passengers and the management of passengers and
cargos

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• principles of good customer service
• policies and procedures for passenger safety before

and during a flight
• responsibilities and authority of a pilot in command
• applicable emergency procedures
• regulatory requirements and workplace procedures for

briefing passengers
• procedures for accepting, managing and calculating

aircraft cargos
• hazards that may arise during a flight and related

action that should be taken to alert passengers and
advise them of precautionary measures

• problems that may occur when managing aircraft
passengers and cargos and appropriate action that
should be taken in each case

• Ability to:
• apply the above knowledge to the management of

aircraft passengers and cargos
• read and interpret instructions, procedures and

information relevant the management of aircraft
passengers and cargos

• follow emergency procedures and regulations
• aid others during an in-flight emergency
• apply safety management practices and regulations
• communicate effectively with passengers
• calculate cargos for aircraft (where applicable)
• accept, manage and safely handle, load and unload

aircraft cargos (where applicable)
• use loading and cargo securing devices
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with the management of

aircraft passengers and cargos
• monitor and anticipate operational problems and

hazards and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to manage aircraft passengers and cargos,
and/or

• manage aircraft passengers and cargos in an
appropriate range of operational flight contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• understanding and anticipating the needs of

passengers
• briefing passengers on safety and emergency

procedures before a flight in accordance with
regulatory requirements, orders and operations manual

• ensuring that passengers are aware of hazardous
conditions and emergencies during flight and related
safety and emergency procedures

• aiding and assisting passengers appropriately during
an emergency

• organizing first aid when required during an in-flight
emergency

• calculating and managing aircraft cargo (where
required)

• using loading and cargo securing devices
• Shows evidence of application of relevant workplace

procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS and environmental protection policies and

procedures
• hazard control policies and procedures
• operational procedures and work instructions (including

security and housekeeping procedures)
• Action is taken promptly to report and/or rectify incidents

and problems involving passengers and/or cargos during
a flight in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aeroplane and its equipment or cargo

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation through

appropriately simulated cargo and passenger
management situations, and/or

• during cargo and passenger management in an
appropriate flight situation

• Assessment should confirm that the safety of the aircraft
or situation is maintained at all times and in such a
manner that the successful outcome of a cargo and
passenger management activities is not in doubt

• Evidence should include direct observation of
performance. Where observation is unsafe, insufficient or
impractical, appropriately simulated situations may be
used

• Evidence should demonstrate the ability to apply required
knowledge, skills and applicable legislation to the
management of aircraft passengers and cargos
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TDAI1403A Provide transport services to passengers
with special needs

Unit Descriptor This unit involves the skills and knowledge required to provide
appropriate, effective and courteous transport services to passengers
with special needs in accordance with relevant government regulations,
including identifying passengers with special needs; communicating
effectively with the passengers and providing appropriate assistance to
the passengers in both normal and emergency situations that may arise
during their journey.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Identify passengers with
special needs

1.1 Passengers with special needs are identified and
appropriate action taken to ensure that relevant workplace
procedures and regulatory requirements are followed

1.2 If necessary, information on workplace policies and
procedures and related regulatory requirements relevant
to the special need concerned are accessed and
interpreted

1.3 Applicable OHS principles, policies and procedures
relevant to assisting passengers with special needs are
identified, accessed and interpreted, in particular those
related to manual handling principles

2. Communicate effectively
with the passenger(s)
and/or relevant personnel

2.1 Appropriate communication methods are selected and
used to meet the requirements of the passengers with
special needs

2.2 Appropriate and effective verbal and non-verbal
communication skills are used including appropriate body
language and language style

2.3 Effective listening skills are demonstrated
2.4 Questions are used to gain appropriate information
2.5 All communications with passengers and other relevant

personnel such as carers, guardians, parents, escorts,
medical staff, etc. are conducted In a manner which is
consistent with the workplace procedures and policy

2.6 Where relevant, passengers/escorts are briefed in
accordance with relevant regulations
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3. Provide assistance to
passengers with special
needs

3.1 Workplace procedures and relevant regulatory
requirements are followed when providing transport
services to passengers with special needs in both normal
and emergency situations

3.2 Individual customer needs and expectations are identified
so that appropriate products and services may be
provided in a consistent and timely manner

3.3 Any limitations to service provision is identified,
communicated to passengers and checked for
understanding

3.4 Appropriate equipment/resources are selected and used
to assist passengers with special needs

3.5 Anticipated problems are correctly identified and
monitored, and action is taken to minimise their effect on
customer safety and satisfaction

3.6 Risks involved in providing transport services to
passengers with special needs are identified and
appropriate risk control precautions are adopted in
accordance with workplace procedures and relevant
regulatory requirements, including manual handling
principles and procedures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 3

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulatory requirements, including manual handling
procedures and other relevant OHS procedures and
regulatory requirements

• Work is performed individually or in a team environment
with guidance and advice available where necessary

• Work involves the application of customer service
principles and procedures and relevant regulatory
requirements to the provision of appropriate transport
services to passengers with special needs across a
variety of commercial transport contexts including both
normal and emergency situations that may arise

• Services to passengers with special needs may include
any required assistance and support prior to, during and
post the journey
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Worksite environment • Passenger transport operation may be conducted by day
or night in any allowable weather conditions

• Passengers with special needs may include:
• children travelling alone or under supervision
• pregnant women
• nursing mothers
• the elderly
• physically and/or mentally disabled persons
• prisoners being transported under escort
• non-English speaking passengers
• international visitors with special requirements
• medical transports remaining on board

aircraft/vehicle/rail carriage/vessel during transits
• deportees, where applicable (who may require special

handling i.e. no alcohol, passport retained by on-board
manager, etc.)

• Transport services may include:
• taxi and hire car services
• tram, bus or coach services
• rail services
• domestic and international commercial maritime

services
• domestic and international commercial aviation

services
• Assistance to passengers with special needs may be

provided in all customer service situations relevant to the
transport mode concerned, including:
• when the passengers with special needs are officially

in the care of the transport operator's staff
• while on the transport vehicle, rail coach, vessel or

aircraft
• while at railway stations, airports, depots and terminals
• while on the transport operator's property and

premises
• during emergency situations

• Equipment/resources required to assist passengers with
various types of special need may include:
• wheel chairs
• transport carts
• personal elevators
• ramps
• special restraints
• bassinets and other relevant baby equipment
• appropriate medical equipment
• translators or text information in appropriate languages
• amusement resources for children
• identification tags (where relevant)
• restraining equipment where applicable for persons

under police escort
• other resources required to assist special needs

passengers at time of embarkation, disembarkation or
during the journey
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• Precautions and procedures to be applied when assisting
special needs passengers may include:
• manual handling principles and procedures as per

regulatory requirements
• equal opportunity principles and procedures as per

regulatory requirements
• security principles and procedures as per regulatory

requirements
• policies and procedures for assisting persons of

non-English speaking background
• safety-related regulatory requirements

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documentation may include:
• relevant regulatory requirements pertaining to the

various transport contexts and categories of special
needs concerned, including requirements of equal
opportunity and anti-discrimination legislation

• workplace instructions and procedures for the transport
of passengers with specific types of special needs

• safety and emergency procedures and regulatory
requirements

• customer requests
• instructions from parents, guardians, carers, escorts,

etc. where applicable
• instructions from relevant authorities (dependent on

context) such as medical staff, sheriff's office, security
staff, airline's internal auditors, etc.

• guidance materials on key regulatory requirements,
such as manual handling procedures, equal
opportunity, communicating with people of non-English
speaking background, etc.

• manufacturer's instructions, specifications and
recommended operating procedures for equipment
needed to assist persons with various types of special
needs

• information on transport and terminal facilities available
to passengers with various types of special need

• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards
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Applicable regulations and
legislation

• Applicable regulation and legislation may include:
• depending on the transport context concerned,

relevant international, Australian and State/Territory
regulatory requirements pertaining to the provision of
transport services to persons with special needs

• relevant State/Territory OHS legislation, including
regulations pertaining to manual handling procedures

• relevant anti-discrimination legislation
• relevant State/Territory equal opportunity legislation
• privacy legislation
• community care legislation related to the care of

minors
• relevant consumer and trade practice legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify special needs of customers/passengers
• locate, interpret and apply information on relevant

customer service policies, regulatory requirements and
procedures

• work with relevant personnel to provide services to
persons with special needs

• respond to customer service complaints and take steps
to avoid them

• apply problem solving techniques and procedures
• communicate effectively with various

customers/passengers
• select and use appropriate language and

communication methods
• select and use appropriate equipment/resources

required to assist passengers with various types of
special need

• maintain compliance with relevant regulatory
requirements

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a person's job role
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Required knowledge and
skills

• Depending on the transport context concerned, relevant
international, Australian and State/Territory regulatory
requirements pertaining to the provision of transport
services to persons with special needs

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• implications for customer service of various types of

special needs
• customer service procedures as they relate to special

needs
• relevant equal opportunity, privacy and

anti-discrimination legislation
• any special safety/security regulatory requirements and

procedures pertaining to the various applicable
categories of persons with special needs

• duty of care responsibilities when providing transport
services to passengers with various types of special
needs

• products, services and operations of the transport
service concerned

• fare structures (where relevant)
• equipment/resources required to assist passengers

with various types of special need
• risks that exist when providing services to passengers

with special needs and related risk control procedures
and precautions

• problems that may occur when providing transport
services to passengers with special needs and
appropriate action that should be taken in each case

• Ability to:
• apply the above knowledge to the provision of

transport services to persons with special needs
• select and use equipment needed when providing

transport services to passengers with special needs
• read and interpret instructions, procedures, regulations

and information relevant to providing transport services
to passengers with special needs

• demonstrate sensitivity to the requirements of
passengers with special needs

• interact with passengers with a range of special needs
• communicate effectively with others
• operate relevant communications equipment
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems that might arise when providing

transport services to passengers with special needs
• monitor and anticipate operational problems and risks

and take appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to provide transport services to passengers
with special needs, and/or

• provide transport services to passengers with special
needs in an appropriate range of operational transport
contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying special needs of customers/passengers
• locating, interpreting and applying information on

relevant customer service policies, regulatory
requirements and procedures

• communicating with various passengers
• working with relevant personnel to provide services to

persons with special needs
• responding to customer service complaints and take

steps to avoid them
• applying problem solving techniques and procedures
• selecting and use appropriate language and

communication methods
• selecting and use appropriate equipment/resources

required to assist passengers with various types of
special need

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulatory requirements pertaining to the

provision of transport services to persons with special
needs

• OHS policies and procedures
• workplace procedures, policies and instructions
• relevant equipment manufacturer's guidelines and

instructions
• Action is taken promptly to report and/or rectify incidents

and problems identified when providing transport services
to passengers with special needs in accordance with
relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
facilities or equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the relevant regulatory
authorities

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDAI203A Carry out food preparation and service on an
aircraft

Unit Descriptor This unit involves the skills and knowledge required to carry out food
preparation and galley service on a commercial aircraft in accordance
with relevant regulatory requirements, including preparing the galley for
service, receiving, checking and storing required goods, checking and
maintaining the galley, organising galley equipment ready for use,
preparing and presenting food, and carrying out the required galley
service. It also covers the skills and knowledge needed for cleaning the
galley and equipment after food service, preparing the galley for landing
and completing all required galley documentation.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Prepare galley for service 1.1 Galley equipment, bar carts and other applicable food
service are checked to ensure levels of stock and
equipment are appropriate to the level of service and
sector requirements

1.2 Menus are checked against catering supplied and
prepared for distribution where applicable

1.3 Dry stores are checked for availability
1.4 Tea and coffee making equipment and materials are

prepared for service in accordance with regulatory
requirements and workplace procedures and standards

2. Receive, check and store
goods

2.1 Food and equipment are checked against passenger load
figures and checklists

2.2 Defects and shortages are identified and reported to the
appropriate person/department in accordance with
workplace procedures

2.3 Non-exchange equipment is inspected for defects and
appropriate action is taken if required

2.4 Dry stores are received and stowed in accordance with
regulatory requirements and workplace procedures

2.5 Appropriate action is initiated/taken to minimise effect on
service when problems with stock or equipment are
identified

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAI203A Carry out food preparation and service on an aircraft

Volume 3 of 4, Unit 5 of 29 Page 56 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



3. Check and maintain galley 3.1 Galley is inspected and maintained to ensure that it is
clean, well lit and correct temperature

3.2 Defects and problems with galley equipment are identified
and reported in accordance with workplace procedures

3.3 Catering checklist is used with required levels of speed
and accuracy

3.4 Foods and goods are correctly issued according to
passengers' requests

3.1 Security in galley area is maintained in accordance with
regulatory requirements and workplace procedures

3.2 Familiarity with store area is maintained and used to
enable smooth workflow

3.3 Identified galley equipment irregularities and defects are
followed up with relevant personnel in accordance with
workplace procedures

4. Prepare equipment for
use

4.1 Equipment needed for service is checked for cleanliness
and is prepared for use in accordance with workplace
procedures and regulatory requirements for safety and
hygiene

4.2 Carts and/or serving equipment are set up in accordance
with workplace procedures for the relevant menus

5. Prepare and present food
for service

5.1 Food items are prepared in accordance with workplace
procedures and recipes and regulatory requirements for
food hygiene

5.2 Food for menu items is correctly identified
5.3 Oven temperatures are to appropriate levels and food is

transferred at appropriate times in accordance with
workplace procedures and recipes and regulatory
requirements for food hygiene

5.4 Food is monitored for required time in oven and
temperature

5.5 Sufficient supplies of clean, undamaged crockery are
available at temperatures appropriate to food being served

5.6 Food is portioned in accordance with workplace
procedures, recipes, product and service standards

5.7 Food items are arranged and presented without drips or
spills in accordance with regulatory requirements and
workplace procedures
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6. Carry out galley service 6.1 Crew are advised when meal service is due to commence
6.2 Meal service operations are monitored and additional food

is prepared as required
6.3 Work is completed effectively in conjunction with other

crew members to ensure timely, quality service of food
6.4 Quality of food items are regularly monitored in

accordance with workplace procedures and appropriate
action taken if required

6.5 Towels are prepared hygienically at the appropriate time
and forwarded as required to cabin staff for service in
accordance with regulatory requirements and workplace
procedures

6.6 Galley operations are adjusted as required to meet service
and operational requirements and contingencies in
accordance with workplace procedures

7. Clean galley and
equipment

7.1 Unused food items are returned to correct storage area in
accordance with workplace procedures

7.2 Soiled and used linen and towels are collected, sorted and
removed in accordance with workplace procedures and
regulatory requirements

7.3 Appropriate cleaning materials are identified and selected
in accordance with workplace procedures and regulatory
requirements

7.4 Equipment is cleaned in accordance with workplace
procedures, manufacturer's instructions and regulatory
requirements

7.5 Cleaning materials and equipment are correctly and safely
stored in accordance with in accordance with regulatory
requirements and workplace procedures workplace
procedures

7.6 Waste is identified and sorted in accordance with
regulatory requirements and workplace procedures

8. Prepare galley for landing 8.1 Galley facilities and equipment are checked and secured
for landing in accordance with workplace procedures and
regulatory requirements

8.2 Stock levels are checked and additional stock ordered if
required to meet passenger load requirements for next
sector

8.3 Appropriate action is taken to ensure that compliance with
quarantine regulations is maintained

8.4 Non-exchange items are sorted and stored in accordance
with workplace procedures

8.5 Feedback from other crew members is sought on galley
service provided and any problems that may have been
experienced and appropriate documentation is completed

8.6 Suggestions are made to supervisory personnel in
accordance with workplace procedures on options for
possible improvements to food service operations

8.7 Galley administrative and feedback documentation is
completed and stored in accordance with workplace
procedures
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures and relevant regulations when carrying
out food preparation and galley service on commercial
aircraft across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Food preparation and galley service may be provided:
• on any aircraft type in commercial service
• short and/or long haul services
• in any category of service, including economy,

business and first class
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements, including OHS and food hygiene
regulations

• Performance may be demonstrated on:
• an approved galley/cabin service simulator
• in a suitably simulated work environment
• a passenger carrying aircraft with galley/food

preparation facilities
• Persons consulted during galley operations may include:

• passengers
• other cabin crew and flight crew members
• ground staff
• catering staff
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
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Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to galley service and safety
operations

• regulations relevant to OHS and food hygiene and
preparation

• airline procedures and instructions and job
specification

• food preparation procedures
• pre-landing checklists and procedures
• galley service checklists and procedures
• galley equipment operational manuals
• flight passenger schedules
• passenger load figures and checklists
• stock inventory and ordering documentation
• galley cleaning checklists and procedures
• checklist and procedures for pre-landing galley

operations
• manufacturer's instructions for the use of cleaning

equipment and materials
• galley administrative and feedback documentation
• meal menus
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to food service on
aircraft

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders pertaining to food service on
aircraft

• Civil Aviation Act
• regulations relevant to food hygiene and preparation
• regulations relevant to handling of dangerous goods

and cleaning materials
• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• prepare galley for service
• receive, check and store goods
• check and maintain galley
• organise galley equipment ready for use
• prepare and present food and carry out galley service
• clean the galley and equipment after food service
• prepare galley for landing
• complete all required galley service documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant regulatory requirements
• Relevant OHS, hygiene, quarantine and environmental

procedures and regulations
• A knowledge of:

• principles of food preparation and galley service
• airline standards for the food preparation and galley

service
• galley service procedures
• relevant airline administrative procedures and related

documentation
• features of galley and equipment for various types of

aircraft
• menus and food presentation requirements for various

classes of air travel service offered by airlines
• procedures for cleaning galley and equipment and

disposing of waste
• risks that exist when carrying out food preparation and

galley service and related risk control procedures and
precautions

• problems that may occur when carrying out food
preparation and galley service and appropriate action
that should be taken in each case

• Ability to:
• apply the above knowledge when carrying out food

preparation and galley service on an aircraft
• read and interpret instructions, procedures and

information relevant to food preparation and galley
service on an aircraft

• select and use relevant equipment when carrying out
food preparation and galley service on an aircraft

• implement safety procedures, demonstrations
practices and regulations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with carrying out food

preparation and galley service on aircraft

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to prepare food and conduct galley service,
and/or

• prepare food and conduct galley service on an aircraft
in an appropriate range of operational workplace
contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• preparing galley for service
• receiving, checking and storing goods
• checking and maintaining galley
• organising galley equipment ready for use
• preparing and presenting food and carrying out galley

service
• cleaning the galley and equipment after food service
• preparing galley for landing
• completing all required galley documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS and environmental protection policies and

procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• airline operational procedures and work instructions

(including security and housekeeping procedures)
• relevant manufacturer's specifications relating to the

operation of aircraft and their ancillary equipment
• Action is taken promptly to report and/or rectify incidents

and problems identified when carrying out food
preparation and galley service in accordance with
relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin service staff

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriate simulated galley service conditions,
and/or

• during galley service operations on an appropriate
flight
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TDAI303A Carry out beverage service on an aircraft
Unit Descriptor This unit involves the skills and knowledge required to provide

beverage service to passengers on a commercial aircraft, including
handling stock and materials, advising passengers on beverages,
taking drink orders, preparing and serving drinks, clearing and cleaning
carts/tables and equipment, and preparing and using tea and coffee
making equipment. It also covers the skills and knowledge needed to
ensure compliance with legal requirements, including monitoring the
level of intoxication of passengers and taking appropriate action.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Handle stock and
materials

1.1 Where applicable, bar is checked and restocked at
scheduled times using correct documentation in
accordance with workplace procedures and customs
regulations

1.2 Items are stored in the correct place at the correct
temperature

1.3 A suitable range of paper ware and garnishes are
prepared and stocked in accordance with workplace
procedures

1.4 Products are checked to ensure quality is to required
standard in accordance with workplace procedures

1.5 Bar area is kept clean, attractive and complete in
accordance with workplace procedures and standards in
accordance with workplace procedures

1.6 Glassware is kept hygienically clean, free from chips and
cracks and stored correctly in accordance with workplace
procedures

1.7 Customs documentation is completed in accordance with
regulatory requirements and workplace procedures

2. Advise passengers 2.1 Advice is offered to passengers to assist them in an
appropriate selection of products

2.2 Passengers complaints are resolved to the passenger's
satisfaction within the limits of authority in accordance with
workplace procedures and regulatory requirements

2.3 Passengers' complaints which require further action are
referred to the supervisor in accordance with workplace
procedures and regulatory requirements

3. Take drink orders 3.1 Orders are taken accurately and are either written or
memorised

3.2 Clear and helpful advice is given to passengers on
selection of drinks

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAI303A Carry out beverage service on an aircraft

Volume 3 of 4, Unit 6 of 29 Page 65 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



4. Prepare and serve drinks 4.1 Drinks are prepared to legal and airline standards, using
the correct ingredients and measures and ensure drinks
are made to passenger requests

4.2 Drinks are served promptly and courteously

5. Use trays 5.1 Drink trays are loaded skilfully and safely, ensuring correct
balance

5.2 Drink trays are carried and unloaded in accordance with
regulatory requirements

5.3 Drinks are poured and served in accordance with
workplace procedures and regulatory requirements

6. Clear and clean
carts/tables and
equipment

6.1 Tables are cleared at an appropriate time in a polite
manner

6.2 Tables and carts are cleaned hygienically and prepared
for further service in accordance with workplace
procedures and standards

6.3 Utensils and glassware are stowed ready for cleaning

7. Prepare and use tea and
coffee making equipment

7.1 Tea and coffee making equipment is prepared ready for
use in accordance with workplace procedures in
accordance with regulatory requirements

7.2 Passengers are offered a range of different teas and
coffees and make to passenger's request giving
consideration to strength, texture and presentation

8. Comply with legal
requirements

8.1 Compliance is maintained at all times with the primary
provisions and legal requirements relating to liquor service

9. Monitor level of
intoxication of passengers
and take suitable action

9.1 The level of intoxication of passengers is monitored using
appropriate methods in accordance with workplace
procedures and regulatory requirements

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements
including OHS regulations

• Work is performed under some supervision usually within
a team environment

• It involves the application of beverage service principles
and procedures and relevant regulations to the provision
of beverage service to passengers on commercial aircraft
across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Beverage service may be provided:
• on any passenger-carrying aircraft type in commercial

service
• short and/or long haul services
• in any category of service, including economy,

business and first class
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements, including OHS regulations
• Performance may be demonstrated on:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Advice provided to passengers on beverages may
include:
• types of alcoholic beverages
• service of alcoholic beverages
• restrictions on use of alcoholic beverages at the

appropriate time in a polite manner
• assist passengers to drink within appropriate limits by

providing them with a range of options including the
following:
• low alcohol and non-alcoholic drinks
• mineral water
• pure water
• coffee
• nibbles/snacks

• Legal requirements relating to liquor service may include
but is not restricted to:
• the prohibited sale of alcohol to minors
• identification of, and refusal to serve, persons who

present indications of being intoxicated
• advice to passengers on strengths of alcoholic

beverages

• Methods of monitoring the level of intoxication of
passengers may include:
• observations in changes of behaviour
• monitoring noise levels
• monitoring drink orders

• Persons consulted concerning beverage service may
include:
• passengers
• other cabin crew and flight crew members
• ground staff
• catering staff
• aircraft resourcing staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
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• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• relevant regulatory requirements pertaining to the

serving of alcoholic and non-alcoholic beverages on
aircraft, including OHS regulations

• airline procedures and instructions and job
specification

• airline beverage service procedures checklists and
procedures

• beverage service checklist
• relevant customs regulations
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulatory requirements pertaining to the

serving of alcoholic and non-alcoholic beverages on
aircraft

• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• handle stock and material for beverage service
• advise passengers on beverages
• take drink orders
• prepare and serve drinks
• comply with legal requirements for serving alcoholic

beverages
• monitor level of intoxication of passengers and take

suitable action
• use trays in accordance with workplace procedures
• clear and clean carts/tables and equipment
• prepare and use tea and coffee making equipment
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant regulatory requirements
• Relevant OHS, hygiene and environmental procedures

and regulations
• Relevant customs, quarantine, equal opportunity and

anti-discrimination regulations
• A knowledge of:

• principles of passenger service
• airline procedures and standards for serving alcoholic

and non-alcoholic beverages on aircraft
• typical service flows within an aircraft beverage service

environments
• features and characteristics of various types of

alcoholic and non-alcoholic beverages served on
commercial aircraft

• hygiene and safety issues of specific relevance to
beverage service

• legislation and regulations concerning the serving of
alcoholic beverages on aircraft

• risks that exist when serving alcoholic and
non-alcoholic beverages and related risk control
procedures and precautions

• problems that may occur when serving alcoholic and
non-alcoholic beverages and appropriate action that
should be taken in each case

• Ability to:
• apply the above knowledge when serving alcoholic and

non-alcoholic beverages on aircraft
• read and interpret instructions, procedures and

information relevant to serving alcoholic and
non-alcoholic beverages on aircraft

• select and use relevant equipment when serving
alcoholic and non-alcoholic beverages on aircraft

• implement safety procedures, demonstrations
practices and regulations

• provide effective customer service when serving
alcoholic and non-alcoholic beverages

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with serving alcoholic and

non-alcoholic beverages on aircraft
• monitor and anticipate passenger needs and

operational problems and hazards and take
appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to serve beverages on an aircraft, and/or

• provide beverage service on an aircraft in an
appropriate range of operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• handling stock and material for beverage service
• advising passengers on beverages
• taking drink orders
• preparing and serving drinks
• complying with legal requirements for serving alcoholic

beverages
• clearing and cleaning carts/tables and equipment
• preparing and using tea and coffee making equipment

• Shows evidence of application of relevant workplace
procedures including:
• regulatory requirements pertaining to the serving of

alcoholic beverages
• OHS and environmental protection policies and

procedures
• equal opportunity and anti-discrimination regulations
• hazard control policies and procedures
• airline operational procedures and work instructions

• Action is taken promptly to report and/or rectify incidents
and problems identified when carrying out beverage
service on an aircraft in accordance with relevant
regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff and
passengers
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the regulatory authorities
relevant to the serving of beverages on aircraft

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriate simulated beverage service conditions,
and/or

• during beverage service on an appropriate flight
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TDAI403A Provide advice on cuisine on an aircraft
Unit Descriptor This unit involves the skills and knowledge required to provide advice

on cuisine to passengers on a commercial aircraft, including discussing
menu items and selections, advising passengers on food and special
menu items, and obtaining feedback from passengers and others and
contributing to menu development.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Discuss menu items and
selections

1.1 Culinary styles and cooking methods of menu items are
discussed with passengers using appropriate language,
terminology and correct pronunciation according to the
passenger's needs

1.2 Passengers are advised on the selection of menu items
available, providing options and possible variations, where
appropriate, to passenger and operational needs

2. Advise passengers on
food

2.1 Information is accessed from appropriate sources in order
to advise passengers on menu items in accordance with
workplace procedures

2.2 Passengers are advised on a range of foods, in terms of
varieties, quality factors, ingredients and cooking
methods, where applicable, using standard airline
descriptions and in accordance with workplace procedures

2.3 Foods are described, using standard industry descriptions
in terms of preparation methods and styles of service

3. Advise passengers on
special menu items

3.1 Passengers are advised on special menu items using
standard airline descriptions and the appropriate
terminology in accordance with workplace procedures

3.2 Appropriate responses are made to passenger requests
for information on dietary features of special menu items
in accordance with workplace procedures

4. Contribute to menu
development

4.1 Trends in passenger needs are identified and interpreted
based on direct contact and workplace experience

4.2 Suggestions and feedback on possible changes to menu
development is provided to relevant personnel in
accordance with workplace procedures
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements

• Work is performed under some supervision usually within
a team environment

• It involves the application of passenger service principles
and procedures to the provision of advice on cuisine to
passengers on commercial aircraft across a variety of
operational contexts within the Australian aviation
industry
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Worksite environment • Meal service may be provided:
• on any passenger-carrying aircraft type in commercial

service
• short and/or long haul services
• in any category of service, including economy,

business and first class
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements, including OHS requirements
• Performance may be demonstrated:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Types of food upon which advice may be provided may
include:
• appetisers and hors d'oeuvres
• soups
• meat and fish
• vegetables
• sweets and desserts
• cheeses
• fruit salads
• sauces
• pasta
• noodles

• Advice on special menu items may include:
• origins
• ingredients
• methods of preparation
• presentation styles

• Sources of information on menu items may include:
• menu galley guide
• catering checklist
• special meal information

• Persons consulted on menu items may include:
• passengers
• other cabin crew and flight crew members
• catering staff
• ground support staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
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Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to food service on aircraft
• airline procedures and instructions and job

specification
• standard airline menus
• airline meal service procedures checklists and

procedures
• menu galley guide
• catering checklist
• special meal information
• relevant information on meal ingredients, special

dietary requirements and food allergies
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to food service on
aircraft

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders pertaining to food service on
aircraft

• Civil Aviation Act
• relevant OHS legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• discuss menu items and selections
• advise passengers on food
• converse with passengers about meal ingredients,

special dietary requirements and food allergies
• contribute to menu development

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant regulatory requirements
• Relevant equal opportunity and anti-discrimination

regulations
• A knowledge of:

• principles of customer service
• airline procedures and standards for providing advice

on cuisine to passengers
• standard airline menus and menu items
• features and characteristics of various types of food

served on commercial aircraft including special menu
items

• relevant information on meal ingredients, special
dietary requirements and food allergies

• food presentation for different types of airline service
• hygiene and safety issues of specific relevance to food

and beverage service
• risks that exist when providing advice on cuisine to

passengers and related risk control procedures and
precautions

• problems that may occur when providing advice on
cuisine to passengers to passengers with special
needs and appropriate action that should be taken in
each case

• Ability to:
• apply the above knowledge when providing advice on

cuisine to passengers on an aircraft
• access, read and interpret instructions, procedures and

information relevant to providing advice on cuisine to
passengers on an aircraft

• select and use relevant equipment/information when
providing advice on cuisine to passengers on an
aircraft

• communicate effectively when providing advice on
cuisine to passengers

• modify activities dependent on differing workplace
contingencies and environments

• solve problems associated with providing advice on
cuisine to passengers on aircraft

• monitor and anticipate passenger needs and
operational problems and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to provide advice on cuisine to passengers,
and/or

• provide advice on cuisine to passengers on an aircraft
in an appropriate range of operational workplace
contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• discussing menu items and selections
• advising passengers on food
• conversing with passengers about meal ingredients,

special dietary requirements and food allergies
• contributing to menu development

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS, food hygiene and environmental protection

policies and procedures
• equal opportunity and anti-discrimination regulations
• airline operational procedures and work instructions

• Action is taken promptly to report and/or rectify problems
identified when providing advice on cuisine to passengers
in accordance with relevant workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin service staff

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved simulator or in appropriate simulated
passenger service conditions, and/or

• during an appropriate flight
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TDAI503A Apply knowledge of the structure, products
and services of the airline operator

Unit Descriptor This unit involves the skills and knowledge required to develop and
apply an understanding of the structure, products and services of the
aviation industry overall, and in particular a particular airline operator,
when working in the aviation industry, including developing and
applying an understanding of the structure of (a) the aviation and
tourism industries, (b) the economic and social significance of aviation
and tourism in Australia, and (c) the structure, markets and operations
of a particular airline.

(Persons applying competence in this unit to operations on a
commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Develop and apply an
understanding of the
structure of the aviation
and tourism industries

1.1 Sources of information on the structures and functions of
the Australian aviation and tourism industries are identified
and accessed in accordance with workplace procedures

1.2 An understanding of the broad structures of the Australian
aviation and tourism industries is developed and applied
to day-to-day work in the aviation industry

1.3 An understanding of the sectors of the aviation industry
and their relationship with each other is developed and
appropriately applied to day-to-day work

1.4 The roles of individual airlines within the aviation industry
are correctly identified and explained

2. Develop and apply an
understanding of the
economic and social
significance of aviation
and tourism in Australia

2.1 Sources of information on the economic and social
significance of the aviation and tourism industries are
identified and accessed in accordance with workplace
procedures

2.2 An understanding of the economic and social significance
of the aviation and tourism industries is developed and
appropriately applied to day-to-day work

2.3 For a given airline, an understanding of the scope of its
operations and the economic and social significance of its
contribution to the aviation and tourism industries is
developed and appropriately applied to day-to-day work

3. Identify markets for a
particular airline

3.1 An understanding of the characteristics of domestic and
overseas markets served by Australian international,
domestic, regional and charter airlines is developed and
applied as appropriate to day-to-day work

3.2 For a particular airline, the products and services offered
by a particular airline for specific markets are correctly
identified and explained

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAI503A Apply knowledge of the structure, products and services of the airline operator

Volume 3 of 4, Unit 8 of 29 Page 79 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



4. Develop and apply an
understanding of the
structure and operations
of an airline

4.1 Sources of information on the structures, history and
functions of a particular airline are identified and accessed
in accordance with workplace procedures

4.2 An understanding of the structure and day-to-day
operations of a particular airline is developed and applied
to day-to-day work

4.3 The history and operational culture of a particular airline
are researched, explained and applied to day-to-day work

4.4 An understanding of the importance of the principles of
Crew Resource Management (CRM) and Human Factors
(HF) is developed and applied to day-to-day work

4.5 The ways in which aircrew work together as a team are
correctly identified and explained

4.6 An understanding of the employment conditions, benefits
and responsibilities for relevant positions within an airline
are developed and applied to day-to-day work

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant regulatory requirements

• Work is performed under some supervision usually within
a team environment

• It involves the development of a knowledge and
understanding of the aviation/tourism industries and
airline structures, functions, products, services and
operations and their application to the day-to-day
operations of a commercial airline across a variety of
operational contexts within the Australian aviation
industry
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Worksite environment • Application of knowledge and understanding of relevant
aspects of the aviation and tourism industries may be
provided:
• on any aircraft type in commercial service
• short and/or long haul services
• in any category of service, including economy,

business class and first class
• in any allowable operating and weather conditions
• in accordance with enterprise and operational

requirements
• Performance may be demonstrated on:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• The required understanding of the structures of the
Australian aviation and tourism industries may include:
• roles and functions of the various industry sectors
• services offered by each sector and major industry

bodies
• nature of the relationships between different sectors in

the two industries
• the features of the airline industry
• the challenges facing the airline and tourism industries

and strategies used by airlines and enterprises to meet
these challenges

• Key sectors in the tourism industry may include:
• hospitality and accommodation
• entertainment
• transport
• ticketing
• call centres
• travel agencies

• Key sectors in the commercial aviation industry cover
international, domestic, regional and charter airline
operations and may include:
• aircraft flight operations (flight and cabin service crew)
• aircraft maintenance
• aviation emergency services
• ground customer service staff (check-in, arrivals,

transit, etc.)
• air traffic control
• baggage handling
• freight services
• aviation training
• ground support to aircraft
• airport management
• aircraft catering and resourcing
• security personnel
• aviation regulatory authorities

• Persons consulted may include:
• passengers
• other cabin crew and flight crew members
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• ground staff
• training staff
• airline contractors
• airline supervisors and managers

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• regulatory requirements of the Civil Aviation Safety

Authority
• other regulations relevant to airline operations
• airline information on structure, history, policies and

operations
• industry information describing the structures and the

economic and social significance of the aviation and
tourism industries

• job descriptions and work specifications for
occupations within the aviation industry

• Crew Resource Management (CRM) principles
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations/legislation may include:
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO)

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders

• Civil Aviation Act
• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant trade practices and consumer affairs

legislation
• relevant Australian Standards
• relevant taxation legislation(including GST) as it

impacts on airline functions and operations
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• develop and apply an understanding of the structure of

the aviation and tourism industries
• develop and apply an understanding of the economic

and social significance of the aviation and tourism
industries in Australia

• develop and apply an understanding of the structure
and operations of a particular airline

• identify markets for an airline

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS, hygiene and environmental procedures
and regulations

• Relevant customs, quarantine, equal opportunity and
anti-discrimination regulations

• A knowledge of:
• principles and philosophies underpinning the operation

of the aviation industry
• airline operational standards and procedures
• broad structures of the Australian aviation and tourism

industries
• the economic and social significance of the aviation

and tourism industries
• key sectors in the commercial aviation industry

including international, domestic, regional and charter
airline operations

• airline administrative procedures
• structures, history and functions of an relevant

airline(s)
• Crew Resource Management (CRM) principles
• ways in which aircrew work together as a team

• Ability to:
• apply the above knowledge when working in the

aviation industry
• read and interpret instructions, procedures and

information relevant to structure, products and services
of particular airline operator(s)

• identify sources of information on industry and airline
structures, functions and related matters

• communicate effectively with others
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to develop and apply knowledge of the
structure, products and services of the airline operator,
and/or

• apply knowledge of the structure, products and
services of a particular airline operator in an
appropriate range of operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• developing and applying an understanding of the

structure of the aviation and tourism industries
• developing and applying an understanding of the

economic and social significance of the aviation and
tourism industries in Australia

• developing and applying an understanding of the
structure and operations of an airline

• identifying markets for an airline
• Shows evidence of application of relevant workplace

procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS and environmental protection policies and

procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• airline operational procedures and work instructions

(including security and housekeeping procedures)
• Action is taken promptly to report and/or rectify incidents

and problems identified when working in the aviation
industry in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable rafnge of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff, passengers
and others
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Context for assessment • Assessment of competence must comply with the various
assessment requirements of the Civil Aviation Safety
Authority as they relate to various occupations within the
aviation industry

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in an

approved cabin or aircraft simulator, or in
appropriate simulated customer service conditions,
and/or

• during an appropriate flight

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAI503A Apply knowledge of the structure, products and services of the airline operator

Volume 3 of 4, Unit 8 of 29 Page 85 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



TDAI603A Conduct in-flight retailing
Unit Descriptor This unit involves the skills and knowledge required to conduct in-flight

retailing on a commercial aircraft in accordance with relevant regulatory
requirements, including assessing customer needs, promoting products
and customer services, handling payments, handling complaints,
completing administrative requirements, carrying out stocktaking
procedures, reconciling money/stock, ordering and storing stock, and
maintaining security of goods and revenue.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Assess customer needs 1.1 Appropriate questioning techniques are used to determine
passengers' needs and product preferences in
accordance with workplace procedures

1.2 Individual needs of customers are accurately assessed
and suitable products identified

1.3 Advice is courteously provided to passengers on products
available for sale in accordance with workplace
procedures and trade practices regulations

2. Promote products and
customer services

2.1 Products and services available to customers are
effectively promoted in accordance with workplace
procedures

2.2 Selling techniques appropriate to the product and
customer an re employed, in order to make sale in
accordance with workplace procedures

3. Handle payments 3.1 Customers are courteously advised of amount due in
accordance with workplace procedures

3.2 Payments for products are processed in accordance with
workplace procedures, including credit card transactions
where applicable

3.3 Currency conversion rates are correctly applied during
transactions where applicable

3.4 Correct change is returned to customer, where
appropriate

3.5 Appropriate precautions are taken to minimise/identify
incidences of credit card fraud in accordance with
workplace procedures
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4. Handle complaints 4.1 Complaints are promptly and sensitively identified and
received in accordance with workplace procedures

4.2 Complaints are handled and/or reported to senior
personnel in accordance with workplace procedures

4.3 Effective use is made of appropriate selling techniques to
turn complaints into potential sales to the benefit of the
airline and the customer

4.4 Appropriate follow up action is taken to ensure a positive
outcome in accordance with workplace procedures

5. Complete administrative
requirements

5.1 Reconciliation of money and stock is completed in
accordance with workplace procedures

5.2 Appropriate documentation of financial transactions and
reconciliations is completed, in accordance with workplace
procedures and customs requirements

5.3 Pay-in procedures are accurately performed in
accordance with workplace operational and security
procedures

6. Carry out stocktaking
procedures

6.1 Stock taking procedures are carried out accurately, in a
timely manner and in accordance with workplace
procedures and regulatory requirements

6.2 Any shortfalls are checked and reported as required
6.3 Required stocktaking documentation is completed in

accordance with workplace procedures and customs
requirements

7. Order and store stock 7.1 Internal requisitions are correctly placed in accordance
with workplace procedures and customs requirements

7.2 Uplifted stock is received and checked for quality and
quantity

7.3 Faulty or incorrect goods delivered are promptly identified
and appropriate action taken in accordance with
workplace procedures

7.4 Uplifted stock is correctly stored and in accordance with
workplace procedures

7.5 Stock is handled and stored using material handling
methods in accordance with OHS regulations

8. Maintain security 8.1 Compliance is maintained with security procedures for the
protection of saleable amenities and revenue at all times
in accordance with workplace procedures

8.2 Breaches in security are promptly identified and reported
and appropriate action taken in accordance with
workplace procedures
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements,
including OHS regulations

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures, relevant regulations and protocols to the
conduct of in-flight retailing on commercial aircraft across
a variety of operational contexts within the Australian
aviation industry
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Worksite environment • Service may be provided:
• on any passenger carrying aircraft type in commercial

service
• short and/or long haul services
• in any category of service including economy, business

class and first class
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements
• Performance may be demonstrated on:

• an approved cabin service simulator
• an passenger carrying aeroplane

• Payments for products may be made:
• in Australian currency
• in foreign currency
• by credit card
• by travellers cheque

• Questioning techniques may include:
• open questions (useful for gaining new information)
• closed questions (useful for gaining commitment or

confirming needs/understanding)
• limiting questions (useful for offering alternatives -

useful to verify/clarify information before
recommending, enabling focus on particular
passenger's needs, control and direction)

• leading/rhetorical questions (useful for focusing on a
particular need - answer is implied in question)

• active listening
• checking understanding

• Advice to passengers on aspects of saleable
products/amenities may include:
• features
• benefits
• match to customer's needs
• price
• payment methods

• Security procedures for the protection of saleable
amenities may include:
• stock procedures
• stowage
• bond store locks and keys

• Persons consulted during in-flight retailing may include:
• passengers
• other cabin crew and flight crew members
• relevant ground staff
• aircraft resourcing staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• relevant regulations pertaining to in-flight retailing

including regulations pertaining to trade practices and
the operation of carts in aisles

• airline in-flight retailing and security procedures and
instructions including procedures and precautions for
credit card transactions

• job specification
• OHS procedures
• operational manuals for equipment used during in-flight

retailing
• information on saleable products, amenities and

services
• information on currency conversion/exchange rates
• sale catalogues
• stocktake checklists and procedures
• customs requirements
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations pertaining to in-flight retailing,

including CASA regulations relating to retail operations
on aircraft (i.e. the operation of carts in aisles)

• relevant OHS legislation
• taxation legislation including GST
• relevant trade practices regulations
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• assess customer needs
• promote products and customer services
• handle payments
• deal with complaints
• carry out stocktaking procedures
• order and store stock
• reconcile money and stock
• maintain security
• carry out required administrative procedures
• complete required documentation including required

customs documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant regulatory requirements pertaining to in-flight
retailing

• Relevant OHS, hygiene and environmental procedures
and regulations

• Relevant customs, quarantine, equal opportunity and
anti-discrimination regulations

• A knowledge of:
• principles of customer service and effective selling
• airline procedures and standards for in-flight retailing,

including selling, stocktaking, stock/money
reconciliation, customs, security and administrative
processes

• saleable products, amenities and services including
their features, characteristics and pricing

• risks that exist when conducting in-flight retailing and
related risk control procedures and precautions

• problems that may occur when conducting in-flight
retailing and appropriate action that should be taken in
each case

• Ability to:
• apply the above knowledge when conducting in-flight

retailing
• read and interpret instructions, procedures and

information relevant to the conduct of in-flight retailing
• select and use relevant equipment when conducting

in-flight retailing
• provide effective customer service when conducting

in-flight retailing
• communicate effectively with passengers
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with conducting in-flight

retailing
• monitor and anticipate passenger needs and problems

and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to conduct in-flight retailing, and/or

• conduct in-flight retailing on an aircraft in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• assessing customer needs
• promoting products and customer services
• handling payments
• dealing with complaints
• carrying out stocktaking procedures
• reconciling money and stock
• ordering and storing stock
• maintaining security

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulatory requirements pertaining to the sale

of products, including trade practices and taxation
regulations

• OHS and environmental protection policies and
procedures

• customs, quarantine, equal opportunity and
anti-discrimination regulations

• airline operational procedures and work instructions
(including cash handling, EFTPOS, security and
housekeeping procedures)

• manufacturer's specifications relating to products and
equipment used during financial transactions

• Action is taken promptly to report and/or rectify incidents
and problems identified when conducting in-flight retailing
in accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

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

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriately simulated in-flight retailing situations,
and/or

• during in-flight retailing operations on an appropriate
flight
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TDAI703A Check-in aircraft passengers
Unit Descriptor This unit involves the skills and knowledge required to check-in

passengers for a commercial aircraft flight, including greeting
passengers, checking-in passenger using either manual or
computerised processes and checking in both cabin and hold baggage.
It also includes the skills and knowledge required to respond to
problems during check-in, process check-in records, issue boarding
passes and direct passengers to the security gate.

(Persons applying competence in this unit to check-in procedures for a
commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Greet passenger 1.1 Passenger is greeted in accordance with workplace
customer service procedures

1.2 Passenger is asked for their name and details of their
flight

1.3 Passenger is requested for photographic identification and
the passenger's identity is confirmed

2. Check-in passenger using
manual process

2.1 When manual procedures are being followed, passenger's
name is identified and confirmed on the passenger list for
the flight concerned

2.2 Where possible, passenger's seating preference on the
aircraft is sought

2.3 Passenger's check-in is recorded on the passenger list
and a suitable and available aircraft seat is allocated

2.4 Passenger is advised of any changes in flight
arrangements including delays, cancellations and gate
changes

3. Check-in passenger using
computerised process

3.1 When computerised procedures are being followed,
passenger's name and indicated flight are entered into the
system using relevant workplace procedures

3.2 Passenger's booking for the flight is confirmed on the
system

3.3 Should the passenger's name not be found in bookings for
the flight, appropriate action is taken in discussion with the
passenger to resolve the problem in accordance with
workplace procedures

3.4 Where relevant, passenger's seating preference on the
aircraft is sought or if in a loyalty program confirmed from
their preference profile

3.5 Passenger is advised of prohibited items that are not
allowed to be carried onto an aircraft or carried in baggage
in accordance with workplace procedures and regulatory
requirements

3.6 Passenger's check-in is confirmed on the system and a
suitable and available aircraft seat is allocated using
appropriate workplace procedures
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4. Check-in baggage 4.1 Where applicable, passenger is requested to present
her/his baggage for check-in

4.2 Items of cabin baggage are checked to ensure that they
fall within number, size and weight requirements, and if
not, the passenger is courteously advised that relevant
items must be checked in together with any other items for
carriage in the aircraft's hold

4.3 Passenger's checked-in baggage is weighed on the scales
in accordance with workplace procedures

4.4 Baggage weight is compared to allowable limits for the
passenger's class of flight

4.5 If baggage is above the allowable limit but still permissible
under excess baggage rules, passenger is advised and
arrangements are made for excess baggage payment in
accordance with workplace procedures

4.6 If baggage is above the allowable limit and the excess is
not permissible under regulatory requirements, passenger
is advised in accordance with workplace procedures and
requested to take appropriate action to reduce baggage
weight to within the allowable limit

4.7 Baggage details are recorded on the aircraft's baggage list
and entered into the computer system dependent on the
workplace procedures for the type of check-in process
being used

4.8 Baggage is labelled in accordance with workplace
procedures using either manually or printer-produced tags
dependent on the system being used, including
overweight, oversize or fragile labels where applicable

4.9 Where loyalty services apply, baggage is tagged with the
appropriate label

4.10 Passenger's baggage is placed on the baggage belt or
cart, as applicable

4.11 Passenger's baggage check-in record is attached to their
ticket or boarding pass sleeve

4.12 Baggage is handled at all times in accordance with OHS
regulations and workplace procedures

5. Respond to problems
during check-in

5.1 A problem arising during check-in is promptly identified
and clarified in accordance with workplace procedures

5.2 Options for the resolution of the identified problem are
explored in consultation with the passenger and
appropriate other staff in accordance with workplace
procedures and any relevant regulatory requirements

5.3 Where a problem cannot be immediately resolved, the
problem is referred to appropriate supervisor or other
relevant staff for appropriate action in accordance with
workplace procedures

6. Process check-in records 6.1 Check-in records are processed in accordance with
workplace procedures and regulatory requirements using
manual or computerised processes dependent on the
system being used
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7. Issue boarding pass 7.1 On finalisation of check-in procedures, a manual or
computer-produced boarding pass is issued and
presented to the passenger in accordance with workplace
procedures

7.2 Passenger's attention is drawn to relevant details on the
boarding pass including the flight code, the boarding gate
and the required boarding time

8. Direct passenger to
security gate

8.1 Passenger is directed to the security gate in accordance
with workplace procedures

8.2 Where applicable, passengers subscribing to a loyalty
scheme and/or airline club are advised of the location of
the club lounge and the facilities available in accordance
with workplace procedures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements of
the Civil Aviation Authority and other relevant regulatory
authorities

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures, regulations, safety codes and protocols
to the checking-in of passengers for commercial aircraft
flights across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Check-in services may be provided:
• by day or night
• at international, domestic and regional airports
• at a boarding gate, baggage check-in, service desk or

valet service check-in
• for both short and/or long haul services
• in any category of service, including economy,

business class, first class
• in accordance with enterprise and operational

requirements
• Performance may be demonstrated:

• in an appropriately simulated workplace situation
• at an operational airport

• Check-in procedures may include:
• manual check-in processes
• computerised check-in processes

• Problems during check-in may include:
• late check-in
• excess baggage
• overweight or oversize cabin baggage
• possession or prohibited items on person or in cabin or

checked-in baggage
• no record of the passenger's claimed booking
• delayed or cancelled flight

• Persons consulted may include:
• passengers
• other cabin crew and flight crew members
• ground staff
• catering staff
• aircraft resourcing staff
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to passenger check-in
processes

• airline check-in checklists, procedures and instructions
and job specifications including both manual and
computerized processes where applicable

• workplace customer service standards, policies and
procedures

• lists of items prohibited for carriage on aircraft
• check-in equipment operational manuals
• emergency procedures
• flight passenger schedules
• information on terminal facilities, club lounges and

departure gates
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• relevant OHS legislation
• environmental protection legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• greet a passenger at check-in
• check-in a passenger using manual processes
• check-in a passenger using computerised processes
• check in a passenger's baggage
• appropriately respond to any problems that may occur

during check-in
• process check-in records
• issue a boarding pass
• direct a passenger to the security gate
• carry out required administrative procedures

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders pertaining to check-in procedures

• Relevant OHS regulations
• Relevant customs, quarantine, equal opportunity and

anti-discrimination regulations
• A knowledge of:

• principles of customer service
• airline standards for providing appropriate check-in

services for passengers
• procedures to be followed during safety

demonstrations and pre take off checks
• check-in records/documentation
• baggage check-in limits and requirements
• cabin features and amenities for various types of

aircraft, sales transactions Assessment:
• features, amenities and departure gate locations of

terminals at designated airports
• risks that exist when checking-in in passengers for

aircraft flights and related risk control procedures and
precautions

• problems that may occur when checking-in in
passengers for aircraft flights and appropriate action
that should be taken in each case

• Ability to:
• apply the above knowledge when checking-in

passengers for aircraft flights
• read and interpret instructions, procedures, regulations

and information relevant to the provision of check-in
services

• select and use relevant equipment and resources
when checking-in passengers for aircraft flights

• communicate effectively with passengers and others
during check-in procedures

• modify activities dependent on differing workplace
contingencies, risk situations and environments

• solve problems associated with checking-in
passengers for aircraft flights

• monitor and anticipate passenger needs and
operational problems and hazards and take
appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to check-in passengers for aircraft flights,
and/or

• check-in passengers for aircraft flights in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• greeting a passenger at check-in
• checking-in a passenger using manual processes
• checking-in a passenger using computerised

processes
• checking-in a passenger's baggage
• responding to problems that may occur during check-in
• processing check-in records
• issuing a boarding pass
• directing a passenger to the security gate

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to check-in
procedures

• relevant OHS, equal opportunity and
anti-discrimination regulations

• airline operational procedures and work instructions
(including security and housekeeping procedures)

• manufacturer's specifications relating to the operation
of equipment used in check-in procedures

• Action is taken promptly to report and/or rectify incidents
and problems identified when checking-in passengers for
aircraft flights in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail

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

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriately simulated customer service conditions,
and/or

• during check-in procedures at an airport
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TDAI803A Provide assistance to transit and arriving
passengers

Unit Descriptor This unit involves the skills and knowledge required to provide
assistance to transit and arriving passengers, including greeting
passengers, checking-in passengers using either manual or
computerised processes and checking in both cabin and hold baggage.
It also includes the skills and knowledge required to respond to
problems during check-in, process check-in records, issue boarding
passes and direct passengers to the security gate.

(Persons applying competence in this unit to check-in procedures for a
commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Greet transit passenger 1.1 Transit passenger is greeted in accordance with
workplace customer service procedures

1.2 Transit passenger is asked for their boarding pass and/or
their name and details of their flight and destination

1.3 Transit passenger's queries and concerned concerning
their flight and transit arrangements are answered
courteously in accordance with workplace customer
service standards and procedures

2. Greet arriving passenger 2.1 Arriving passenger is greeted in accordance with
workplace customer service procedures

2.2 Arriving passenger are directed to baggage carousel area
and/or terminal exit and transport services

2.3 Arriving passengers with international connections are
directed to the relevant terminal/check-in area

2.4 Arriving passenger's queries and concerned are answered
courteously in accordance with workplace customer
service standards and procedures

3. Check-in passenger for
next leg using manual
process

3.1 When manual procedures are being followed, passenger's
name is identified and confirmed on the passenger list for
the flight concerned

3.2 Where possible, passenger's seating preference on the
aircraft is sought

3.3 Passenger's check-in is recorded on the passenger list
and a suitable and available aircraft seat is allocated

3.4 Passenger is advised of any changes in flight
arrangements including delays, cancellations and gate
changes

3.5 Passenger is advised of prohibited items that are not
allowed to be carried onto an aircraft or carried in baggage
in accordance with workplace procedures and regulatory
requirements
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4. Check-in transit
passenger for next leg
using computerised
process

4.1 When computerised procedures are being followed,
passenger's name and indicated flight are entered into the
system using relevant workplace procedures

4.2 Passenger's booking for the next leg of the flight is
confirmed on the system

4.3 Should the passenger's name not be found in bookings for
the flight, appropriate action is taken in discussion with the
passenger to resolve the problem in accordance with
workplace procedures

4.4 Where relevant, passenger's seating preference on the
aircraft is sought or if in a loyalty program confirmed from
their preference profile

4.5 Passenger is advised of prohibited items that are not
allowed to be carried onto an aircraft or carried in baggage
in accordance with workplace procedures and regulatory
requirements

4.6 Passenger's check-in is confirmed on the system and a
suitable and available aircraft seat is allocated using
appropriate workplace procedures

5. Respond to a passenger's
problems

5.1 A problem arising for an arriving or transit passenger is
promptly identified and clarified in accordance with
workplace procedures

5.2 Options for the resolution of the identified problem are
explored in consultation with the passenger and
appropriate other staff in accordance with workplace
procedures and any relevant regulatory requirements

5.3 Where a problem cannot be immediately resolved, the
problem is referred to appropriate supervisor or other
relevant staff for appropriate action in accordance with
workplace procedures

6. Process check-in records 6.1 Check-in records for transit passengers are processed in
accordance with workplace procedures and regulatory
requirements using manual or computerised processes
dependent on the system being used

7. Issue boarding pass for
next leg of flight

7.1 On finalisation of check-in procedures, a manual or
computer-produced boarding pass is issued and
presented to the transit passenger in accordance with
workplace procedures

7.2 Passenger's attention is drawn to relevant details on the
boarding pass including the flight code, the boarding gate
and the required boarding time

8. Direct transit passenger to
transit lounge

8.1 Passenger is directed to the transit lounge and facilities in
accordance with workplace procedures

8.2 Where applicable, passengers subscribing to a loyalty
scheme and/or airline club are advised of the location of
the club lounge and the facilities available in accordance
with workplace procedures
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements of
the Civil Aviation Authority

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures, regulations, safety codes and protocols
to the provision of assistance to transit and arriving
passengers on commercial aircraft flights across a variety
of operational contexts within the Australian aviation
industry
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Worksite environment • Assistance to transit and arriving passengers may be
provided:
• by day or night
• at international, domestic and regional airports
• at an arrival gate, transit lounge or service desk
• for both short and/or long haul services
• in any category of service, including economy,

business class, first class
• in accordance with regulatory and operational

requirements
• Performance may be demonstrated:

• in an appropriately simulated workplace situation
• at an operational airport

• Check-in procedures may include:
• manual check-in processes
• computerised check-in processes

• Problems during passenger arrival/ transit check-in may
include:
• lack of understanding of terminal layout
• possession or prohibited items on person or in cabin or

checked-in baggage
• late arrival of incoming flight
• no record of the passenger's booking for next leg of

flight
• delayed or cancelled flight

• Persons consulted may include:
• passengers
• other cabin crew and flight crew members
• ground staff
• catering staff
• ground support staff
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
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Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to passenger check-in
processes

• airline transit service checklists, procedures and
instructions and job specifications including both
manual and computerized processes where applicable

• workplace customer service standards, policies and
procedures

• lists of items prohibited for carriage on aircraft
• check-in equipment operational manuals
• emergency procedures
• flight passenger schedules
• information on terminal facilities, club lounges and

departure gates
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• relevant OHS legislation
• environmental protection legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• greet transit and arriving passengers
• respond to queries and concerns of transit and arriving

passengers
• check-in a transit passenger for next leg using manual

or computerised processes
• appropriately respond to any problems that may occur

when providing assistance to transit and arriving
passengers

• process check-in records
• issue a boarding pass
• direct a passenger to the baggage collection area,

terminal exit and/or transit or club lounge
• carry out required administrative procedures
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders pertaining to check-in procedures

• Relevant OHS regulations
• Relevant customs, quarantine, equal opportunity and

anti-discrimination regulations
• A knowledge of:

• principles of customer service
• airline standards and procedures for providing

appropriate services for transit and arriving passengers
• check-in records/documentation
• baggage check-in limits and requirements
• features, amenities, transit club lounges and departure

gate locations at designated airports
• risks that exist when providing assisting transit and

arriving passengers and related risk control procedures
and precautions

• problems that may occur when assisting transit and
arriving passengers and appropriate action that should
be taken in each case

• Ability to:
• apply the above knowledge when assisting transit and

arriving passengers
• read and interpret instructions, procedures, regulations

and information relevant to the provision of assistance
to transit and arriving passengers

• select and use relevant equipment and resources
when assisting transit and arriving passengers

• communicate effectively with transit and arriving
passengers and others

• modify activities dependent on differing workplace
contingencies, risk situations and environments

• solve problems that may arise when assisting transit
and arriving passengers

• monitor and anticipate passenger needs and
operational problems and hazards and take
appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to assist transit and arriving passengers,
and/or

• assist transit and arriving passengers in an appropriate
range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• greeting transit and arriving passengers
• responding to queries and concerns of transit and

arriving passengers
• checking-in transit and arriving passengers for next

legs of journeys using manual or computerised
processes

• responding to any problems that may occur when
providing assistance to transit and arriving passengers

• processing check-in records
• issuing a boarding pass to a transit passenger
• directing a passenger to the baggage collection area,

terminal exit and/or transit or club lounge
• Shows evidence of application of relevant workplace

procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to check-in
procedures

• relevant OHS, equal opportunity and
anti-discrimination regulations

• airline operational procedures and work instructions
(including security and housekeeping procedures)

• manufacturer's specifications relating to the operation
of equipment used in check-in procedures

• Action is taken promptly to report and/or rectify incidents
and problems identified when providing assistance to
transit and arriving passengers in accordance with
relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among passengers and
others

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriately simulated customer service conditions,
and/or

• when assisting transit and arriving passengers at an
airport
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TDAI903A Serve wine to aircraft passengers
Unit Descriptor This unit involves the skills and knowledge required to serve wine and

carry out wine service for passengers on a commercial aircraft,
including storing and handling wines, setting a bar or cocktail unit,
organising glassware, advising passengers on wines and wine choice,
taking orders, and serving wine.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Store and handle wines 1.1 Wines are stored at recommended temperature and
humidity

1.2 Quality problems are promptly identified and rectified in
accordance with workplace procedures

2. Set bar or cocktail unit 2.1 Bar glassware is selected and checked for cleanliness,
chips and cracks in accordance with workplace
procedures and standards

2.2 Ice buckets are inspected and cleaned hygienically in
accordance with workplace procedures and regulatory
requirements

2.3 Napkins are prepared in accordance with workplace
procedures and standards

3. Organise glassware 3.1 Appropriate glassware is correctly placed on tables in
accordance with workplace procedures and standards

3.2 Appropriate styles of glassware are selected for use with
particular wines

3.3 Glassware is selected, checked for cleanliness, chips and
cracks and placed on passengers' tables in accordance
with workplace procedures and standards

3.4 Where necessary, suitable glassware is selected to match
a passenger's choice of wine and exchanged with that set
on table

3.5 Used and unused glassware is removed at the appropriate
time in accordance with workplace procedures and
standards

4. Converse with passengers
about wine

4.1 Appropriate communication techniques are used to
converse with passengers about wine

4.2 A sufficient knowledge and understanding of the of wine
appreciation is appropriately applied to conversation with
passengers for the purpose of assisting them in making
choices
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5. Advise passengers on
their wine choice

5.1 Where applicable, wine list is discussed in terms of the
wine areas of Australia and overseas using standard
industry information including climate, grape variety and
notable producers

5.2 Passengers are correctly and courteously advised on their
wine choice in terms of traditional combinations, seasonal
and special occasions and contemporary cuisine

5.3 Trends in passengers' needs are identified based on direct
contact and workplace experience

5.4 Feedback on composition of wine list is relayed to the
passenger service supervisor/passenger service manager
or appropriate department for product development in
accordance with workplace procedures

5.5 Wine irregularities are appropriately followed up with
appropriate personnel

5.6 The level of intoxication of passengers is monitored using
appropriate methods in accordance with workplace
procedures and regulatory requirements

5.7 Legislative requirements concerning the serving of
alcoholic beverages are followed when providing advice to
passengers on wine choice

6. Take orders 6.1 Wine list is presented in a courteous manner at the
appropriate time in accordance with workplace procedures
and standards

6.2 Orders are taken accurately in accordance with workplace
procedures

7. Serve wine 7.1 Wine is presented in accordance with passenger's order
and workplace procedures

7.2 Wine is opened and checked for soundness in accordance
with workplace procedures and regulatory requirements

7.3 Correct workplace procedures are followed if wine is
refused after tasting

7.4 Wine is served and glasses refilled promptly and with
minimal disruption in accordance with workplace
procedures and regulatory requirements

7.5 Correct glassware is used when serving fortified wines in
accordance with workplace procedures and standards

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant regulatory requirements

• Work is performed under some supervision usually within
a team environment

• It involves the application of a knowledge and
understanding of Australian and overseas wines,
customer service principles and procedures and relevant
regulatory requirements to the serving of wines to
passengers on commercial aircraft across a variety of
operational contexts within the Australian aviation
industry
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Worksite environment • Wine service may be provided:
• on any passenger-carrying aircraft type in commercial

service
• short and/or long haul services
• in economy, business class and first class service

categories
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements, including OHS regulations
• Performance may be demonstrated on:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Advice and assistance provided to passengers to assist
them in their choice of wine may include information on
• wine types
• style names, varietals, label terminology
• basic rules to assist in the enjoyment of wine with food
• other relevant wine quality criteria

• Standard industry information used to discuss wine lists in
terms of the wine areas of Australia and overseas may
include:
• climate
• soil types
• grape varieties
• production and maturation processes
• notable producers

• Legal requirement relating to liquor service may include
but is not restricted to:
• prohibited sale of alcohol to minors
• identification of, and refusal to serve, intoxicated

persons and other excluded categories
• advice to passengers on strengths of alcoholic

beverages

• Methods of monitoring the level of intoxication of
passengers may include:
• observation of changes of behaviour
• monitoring of noise levels
• monitoring of drink orders

• Persons consulted concerning beverage service may
include:
• passengers
• other cabin crew and flight crew members
• catering staff
• ground support staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• relevant regulatory requirements pertaining to the

serving of alcoholic beverages on aircraft
• airline procedures and instructions and job

specification
• airline wine service procedures checklists and

procedures
• product and manufacturer's information concerning the

wines available from the in-flight wine menu
• appropriate reference books on Australian and

overseas wines
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations/legislation may include:
• relevant regulatory requirements pertaining to the

serving of alcoholic beverages on aircraft
• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• store and handle wines
• set bar or cocktail unit
• organise glassware
• converse with passengers about wine
• advise passengers on wines
• take orders
• serve wine
• monitor level of intoxication of passengers and take

suitable action
• maintain compliance with regulatory requirements

concerning the serving of alcoholic beverages

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS, food hygiene, equal opportunity and
anti-discrimination regulations

• A knowledge of:
• airline procedures and standards for the provision of

wine service on aircraft
• principles of wine production and distribution including

different wine styles, label terminology and
interpretation

• features and characteristics a suitably-wide selection of
Australian and imported wines typically selected for
in-flight wine lists on aircraft, including:
• major wine types
• major grape varieties
• major wine producers and wine producing areas of

Australia and overseas
• regional characteristics of Australian wines
• style names, varietals and label terminology
• basic rules to assist in the enjoyment of wine with

food
• compatibility of different wines to different food types
• legislation and regulations concerning the serving of

alcoholic beverages on aircraft
• risks that exist when providing wine service on aircraft

and related risk control procedures and precautions
• problems that may occur when providing wine service

on aircraft and appropriate action that should be taken
in each case

• Ability to:
• apply the above knowledge when providing wine

service on aircraft
• read and interpret instructions, procedures and

information relevant to the provision of wine service on
aircraft

• select and use relevant glassware and equipment
when providing wine service on aircraft

• provide effective customer service when serving wine
on aircraft

• communicate effectively with passengers
• monitor levels of intoxication of passengers and take

appropriate action in accordance with legislation and
regulations concerning the serving of alcoholic
beverages on aircraft

• modify activities dependent on differing workplace
contingencies, risk situations and environments

• solve problems associated with providing wine service
on aircraft

• monitor and anticipate passenger needs and
operational problems and hazards and take
appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to serve wines to aircraft passengers,
and/or

• serve wines to passengers on an aircraft in an
appropriate range of operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• storing and handle wines
• setting bar or cocktail unit
• organising glassware
• advising passengers on wines
• taking orders
• serving wine
• monitoring level of the intoxication of passengers and

taking suitable action
• maintaining compliance with regulatory requirements

concerning the serving of alcoholic beverages
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulatory requirements
• OHS and environmental protection policies and

procedures
• equal opportunity and anti-discrimination regulations
• airline operational procedures and work instructions

(including security and housekeeping procedures)
• manufacturer's recommendations and instructions

concerning the serving of wine
• Action is taken promptly to report and/or rectify incidents

and problems identified when serving wine in accordance
with relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff, passengers
and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin service staff

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriate simulated passenger service conditions,
and/or

• during cabin service on an appropriate flight
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TDAF1003A Implement regulations and policies during
aircraft safety and service operations

Unit Descriptor This unit involves the skills and knowledge required to ensure
compliance with regulations and policies during aircraft safety and
service operations on commercial passenger-carrying aircraft flights,
including compliance with relevant regulatory requirements and legal
obligations, established industrial relations practices and requirements,
and pertinent local laws and regulations.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Comply with relevant
regulations and legal
obligations

1.1 Sources of information on regulatory requirements and
legal obligations relevant to interactive aircrew operations
are identified and accessed in accordance with workplace
procedures

1.2 An understanding of regulatory requirements and legal
obligations relevant to interactive aircrew operations is
developed and applied to day-to-day work in the aviation
industry

1.3 Compliance is maintained with the regulatory
requirements and legal obligations that bind aircraft
aircrew in their safety, security and operational tasks

1.4 Principles of Crew Resource Management (CRM) are
applied as a member of the aircrew during safety, security
and service operations on an aircraft

2. Comply with established
industrial relations
practices and
requirements

2.1 Sources of information on established industrial relations
practices and requirements relevant to the aviation
industry are identified and accessed in accordance with
workplace procedures

2.2 An understanding of the established industrial relations
practices and requirements relevant to the aviation
industry is developed and applied to day-to-day work in
the aviation industry

2.3 An understanding of the employer/employee obligations
and responsibilities is developed and applied to
day-to-day work in the aviation industry

3. Comply with relevant local
laws and regulations

3.1 Quarantine and customs regulations and other local laws
relevant to the work activities of aircrew are correctly
identified and appropriate action is taken in day-to-day
work to ensure compliance where applicable

3.2 Appropriate advice is provided to passengers on customs
and quarantine regulations and other relevant local laws,
when necessary

3.3 Compliance is maintained with relevant local laws and
regulations while in slip ports
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements of
the Civil Aviation Safety Authority and other relevant
regulatory authorities

• Work is performed under limited supervision usually
within a team environment

• It involves the application of relevant regulations, safety
codes, policies and protocols when carrying out safety
and service operations as a member of the aircrew on
commercial aircraft flights across a variety of operational
contexts within the Australian aviation industry
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Worksite environment • Safety and service operations may be carried out:
• on any passenger-carrying aircraft type in commercial

service
• short and/or long haul/international services
• in any category of service for which the crew member

has been trained
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements including OHS regulations
• Performance may be demonstrated:

• in approved simulated situations, and/or
• on a passenger carrying aircraft

• An understanding of the employer/employee obligations
and responsibilities may include but is not limited to:
• the principles of Crew Resource Management (CRM)
• the trade union system
• the industrial awards system
• the concepts of arbitration and conciliation
• specific relevant enterprise awards/agreements
• obligations and responsibilities under relevant

regulations including civil aviation safety, OHS,
quarantine, customs

• Persons consulted may include:
• passengers
• other air crew members
• ground staff
• relevant human resources staff
• airline supervisory and management staff
• security personnel
• emergency services personnel
• union representatives
• relevant technical or engineering staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
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Sources of information/
documents

• Information/documents may include:
• relevant regulations
• airline procedures and instructions and job

specifications
• workplace policies
• International Civil Aviation Organisation (ICAO)

publications on Crew Resource Management (CRM)
and Human Factors (HF) principles and related
guidelines and documentation

• OHS and environmental protection regulations
• cabin safety and service checklists and procedures
• local laws and regulations in slip ports
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Dependent upon context, applicable regulations and
legislation may include, but are not limited to:
• Civil Aviation Act
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to the integrated safety
and operational responsibilities and roles of aircrew

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders pertaining to the integrated
safety and operational responsibilities and roles of
aircrew

• relevant OHS legislation
• environmental protection legislation
• relevant health, food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant privacy regulations
• relevant security regulations
• 'crimes on aircraft' legislation
• State/federal/international liquor legislation
• insurance legal requirements
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to enable:
• compliance with the regulatory requirements and legal

obligations relevant to aircraft safety, security and
service

• compliance with established industrial relations
practices and requirements

• compliance with relevant local laws and regulations

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of regulatory requirements pertaining to
aircraft safety, security and service

• A knowledge of:
• relevant workplace procedures and policies related to

aircraft safety, security and service
• relevant emergency procedures
• Crew Resource Management (CRM) and Human

Factors (HF) principles
• sources of information on relevant regulatory

requirements
• relevant aviation terminology
• relevant theory of flight, meteorology and principles of

load/passenger distribution as they relate to cabin crew
functions

• the industrial award system
• the trade union system
• the concepts of arbitration and conciliation
• principles of enterprise bargaining
• employer/employee obligations and responsibilities
• relevant industrial relations institutions, organisations

and their functions
• Ability to:

• apply the above knowledge when ensuring compliance
with regulations and policies during aircraft safety and
service operations

• read and interpret instructions, procedures and
information relevant to compliance with pertinent
regulations and policies during aircraft safety and
service operations

• implement safety procedures, demonstrations,
practices and regulations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with ensuring compliance

with regulations during aircraft safety and service
operations

• monitor and anticipate passenger safety and security
needs and operational problems and hazards and take
appropriate action in conjunction with other members
of the aircrew team

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to ensure compliance with regulations and
policies during aircraft safety and service operations,
and/or

• ensure compliance with regulations and policies during
aircraft safety and service operations in an appropriate
range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• complying with the regulatory requirements and legal

obligations relevant to aircraft safety, security and
service

• complying with established industrial relations
practices and requirements

• complying with relevant local laws and regulations
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulatory and legislative requirements
• OHS, security, health, hygiene and environmental

protection policies and procedures
• customs, quarantine, privacy, equal opportunity and

anti-discrimination regulations
• risk assessment and hazard control policies and

procedures
• airline operational procedures and work instructions

(including safety, security and housekeeping
procedures)

• Action is taken promptly to report and/or rectify incidents
and problems identified when conducting safety, security
and service operations in the aviation industry in
accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircrew

• Assessment of this unit must be undertaken by a
Registered Training Organisation which also has any
required accreditation from the Civil Aviation Safety
Authority:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation

appropriately simulated operational conditions,
and/or

• during an appropriate flight
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TDAF103A Manage human factors in aircraft flight
Unit Descriptor This unit involves the skills, knowledge and attitudes required to

manage human factors in aircraft flight including monitoring own
performance, recognising errors and managing corrective action,
managing stress, managing own physiological and psychological
condition, and maintaining disciplined behaviour. Required performance
includes compliance with all relevant regulatory requirements and Day
Visual Flight Rules (Day VFR).

(Persons applying competence in this unit to commercial operations will
need to fulfil the relevant license and rating requirements of the Civil
Aviation Safety Authority for the type(s) of aircraft and flight conditions
prescribed)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Monitor own performance 1.1 Personal performance requirements for flying an aircraft
as specified in regulatory requirements are correctly
interpreted

1.2 Own performance when controlling an aircraft is monitored
against workplace standards, procedures and
requirements

1.3 Signs of deteriorating or inappropriate performance are
identified and action is taken to restore required
performance in accordance with workplace procedures
and regulatory requirements

1.4 Where an identified loss of personal performance is
attributable to health or other uncontrollable causes and
may prejudice the safety of personnel and/or the aircraft,
the situation is reported and appropriate action is taken to
re-establish personal performance or terminate operations

2. Recognise errors and
manage preventative and
corrective action

2.1 Adequate time is allocated for the effective performance of
tasks

2.2 Tasks are completed in allocated time
2.3 Approved checklists are used and standard operating

procedures are followed to ensure safe actions and
avoidance of errors

2.4 The effects of fatigue on personal performance are
recognised and understood including the potential for
fatigue to cause of errors of judgement and/or control

2.5 Errors are identified and analysed and their potential
adverse effects on the safety of the flight are determined
in accordance with workplace procedures

2.6 Applicable corrective action is initiated and completed in
the time available

2.7 Personal responsibility for the commission of any errors is
acknowledged and accepted

2.8 Errors and related action that constitute a safety incident
are reported in accordance with regulatory requirements
and workplace procedures
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3. Manage stress 3.1 Personal symptoms of stress are identified and their
potential impact upon the safety of the flight are
recognised

3.2 External stress factors are identified and their potential
impact reduced to ensure the safe outcome of the flight

3.3 External pressures imposed by other persons, situations
or events are identified and their potential impact upon the
safety of flight is assessed and appropriately managed

3.4 Knowledge, skills, attitudes and confidence appropriate to
task requirements are exhibited and applied in accordance
with workplace procedures and regulatory requirements

3.5 Skills and knowledge are used to reduce the impact of
stressors on performance

3.6 Information is sought to clarify any intuitive feeling
concerning potential hazards or unsafe situations

3.7 Factors affecting stress are identified and a plan is
formulated for their management and control

3.8 Intentions are communicated to relevant personnel when
required

4. Manage own physiological
and psychological
condition

4.1 Own physiological condition before and during a flight is
monitored and any signs of deterioration are identified and
interpreted

4.2 Own psychological condition before and during a flight is
monitored and any signs of deterioration are identified and
interpreted

4.3 Where signs of deterioration of own physiological or
psychological condition have been identified that may
potentially affect the safety of the flight, appropriate action
is taken to report and control the situation and/or to abort
the flight

4.4 Lifestyle prior to a flight is appropriate to minimise the risk
of fatigue and physiological/psychological problems that
may present a danger to the safety of the flight

4.5 Signs of fatigue are recognised and appropriate action is
taken to avoid danger to the safety of the flight

5. Maintain disciplined
behaviour

5.1 Performance and requirements detailed in the Australian
National Standard for Private and Commercial Helicopter
Pilots are interpreted and maintained

5.2 Compliance is maintained with regulations, prescribed and
operational procedures and instrument approach minimas

5.3 Compliance is maintained with the alcohol and drug
limitations specified in Civil Aviation Safety Regulations

5.4 Appropriate levels of confidence and self discipline are
demonstrated that ensure completion of the manoeuvre or
procedure to the specified standard

5.5 Personal limitations are recognised and appropriate
strategies are implemented that allow for those limitations
while still ensuring the safe outcome of a flight
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 3

Working with others and in teams 1

Using mathematical ideas and techniques -

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulatory requirements of the Civil Aviation Safety
Authority

• Work is performed under limited supervision
• Work involves the application of regulations, safety

codes, and procedures to management of human factors
before and during an aircraft flight as part of commercial
aircraft activities across a variety of operational contexts
within the Australian aviation industry
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Worksite environment • Operations are conducted by day in variable weather
condition in accordance with Day Visual Flight Rules
operations below 10,000 feet AMSL

• Performance may be demonstrated on an approved flight
simulator and/or an operational aircraft through a range of
simulated problem-based scenarios

• Performance may be demonstrated in:
• variable air traffic conditions
• variable flight situations
• single pilot or multi pilot operations
• abnormal situations
• classes of airspace as designated by the Civil Aviation

Safety Authority
• Deterioration of physiological condition may result from

such causes as:
• physical illness
• injury
• disease
• fatigue
• lack of oxygen due to cabin depressurization or

problems with air supply
• deep vein thrombosis (DVT) and other potential

physiological hazards of air flight
• Deterioration of psychological condition may result from

such causes as:
• mental illness
• grief
• trauma
• interpersonal conflict
• overwork
• anxiety
• uncontrolled stress
• secondary effects of illness, disease or injury

• Causes of stress may include:
• emergency situations
• poor planning and prioritization of tasks
• interpersonal conflict
• fear and anxiety
• lack of sufficient knowledge to adequately manage

flight tasks and contingencies
• inability to carry out simultaneous multiple tasks
• time pressures
• weather conditions
• unfamiliar environments/situations
• illness

• Types of errors may include:
• incorrect heading
• incorrect speed
• incorrect altitude
• incorrect rotation of aircraft
• incorrect rate of descent
• incorrect power relative to maintain speed and altitude
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• incorrect bank in turn
• incorrect bank in descending turn
• incorrect approach speed
• incorrect turn onto nominal heading
• climb outside of allowable tolerances
• stalling of aircraft
• ballooning and bouncing upon landing
• excessive deviation from centerline during take-off or

landing
• navigation errors
• misinterpretation of communications
• non compliance with instructions

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to human factors
and their effect on pilot performance

• Civil Aviation Safety Regulations concerning limitations
on drug and alcohol use by pilots

• Manual of Standards-Pilot Licensing (MOS-PL)
• Flight Manual/ Pilot's Operating Handbook (POH)
• the Aeronautical Information Publication (AIP)
• relevant sections of the Civil Aviation Advisory

Publications (CAAP)
• performance charts
• operations manuals
• approved checklists
• workplace procedures and instructions and job

specification
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders pertaining to human factors and their
effect on pilot performance

• relevant State/Territory OHS legislation
• relevant regulations limiting the use of drugs and

alcohol by pilots
• relevant Australian Standards
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• manage human factors during a flight
• recognise errors and take appropriate corrective action
• manage own physiological and psychological condition
• manage stress before and during a flight
• maintain disciplined behaviour during a flight
• maintain compliance with relevant regulatory

requirements including the avoidance of alcohol before
and during a flight

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS procedures and regulations
• A knowledge of:

• human factors that may influence pilot performance
during a flight

• potential errors that may occur during a flight and
procedures for taking appropriate preventative and
corrective action

• signs of fatigue
• measures that can minimise fatigue during a flight
• aspects of lifestyle that may influence a pilot's

physiological/ psychological condition and/or fatigue
during a flight

• the adverse effects of alcohol and prescription and non
prescription drugs and regulation concerning alcohol
and drug use by pilots

• effects of stress on pilot performance and ways of
managing and controlling the various stressors that
may impact on a pilot

• requirements for reporting and documenting any safety
incidents and safety critical errors that may have
occurred during a flight

• Ability to:
• apply the above knowledge to the management of

human factors when controlling an aircraft
• read and interpret instructions, procedures and

information relevant the human factors and their effects
on a pilot's performance

• monitor own performance before and during a flight
• set priorities and manage workload to ensure safe task

completion in the time available
• manage aspects of lifestyle that may impact upon pilot

performance
• recognize signs of fatigue and apply appropriate

fatigue management techniques
• manage and control stress before and during a flight
• monitor own performance
• identify symptoms of deterioration in

physiological/psychological condition and recognise
signs of error that might endanger the safety of a flight
and take appropriate corrective action

• apply relevant air safety practices and regulations
• communicate effectively with others
• modify activities dependent on own physiological/

psychological condition, risk situations and
environments

• solve problems associated with human factors and
their impact on pilot performance during a flight
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to manage human factors before and
during aircraft flight, and/or

• manage human factors before and during aircraft flight
in an appropriate range of operational workplace
contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• managing human factors during a flight
• recognising errors and take appropriate corrective

action
• managing own physiological and psychological

condition
• managing stress before and during a flight
• maintaining disciplined behaviour during a flight

• Shows evidence of application of relevant workplace
procedures including:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• OHS protection policies and procedures
• regulatory requirements concerning limitations on drug

and alcohol use
• operational and work instructions
• emergency procedures
• manufacturer's specifications relating to the operation

of aircraft and allowable tolerances in operational
parameters

• Action is taken promptly to report and/or rectify safety
incidents and problems that may occur during a flight in
accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved flight simulator, and/or
• during an appropriate flight situation

• Assessment should confirm that control of the aircraft or
situation is maintained at all times and in such a manner
that if errors occur and/or the successful outcome of a
procedure or manoeuvre is in doubt, appropriate
corrective action is taken

• Competency should be assessed in such a manner that
comprehension of the effects of human factors on pilot
performance is understood and awareness of appropriate
preventative or corrective action demonstrated

• Evidence should include direct observation of
performance and/or simulated flight conditions. Where
flight observation is unsafe, insufficient or impractical,
approved simulators and simulated situations may be
used in accordance with regulatory requirements

• Evidence should demonstrate the ability to apply required
knowledge of navigational principles and applicable
legislation to the navigation of an aircraft
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TDAF1103A Apply relevant laws and regulations to the
management of an aerodrome

Unit Descriptor This unit involves the skills and knowledge required to ensure
compliance with regulations and policies when managing an
aerodrome, including compliance with relevant regulatory requirements
and legal obligations, established industrial relations practices and
requirements, and pertinent local laws and regulations.

(Persons applying competence in this unit to aerodrome operations and
management will need to fulfil the relevant regulatory requirements of
the Civil Aviation Safety Authority)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Comply with relevant
regulations and legal
obligations

1.1 Sources of information on regulatory requirements and
legal obligations relevant to aerodrome operations and
management are identified and accessed in accordance
with workplace procedures

1.2 An understanding of regulatory requirements and legal
obligations relevant to aerodrome operations and
management is developed and applied to day-to-day work
at an aerodrome

1.3 Compliance is maintained with the regulatory
requirements and legal obligations that bind the
operations and management of an aerodrome

2. Comply with established
industrial relations
practices and
requirements

2.1 Sources of information on established industrial relations
practices and requirements relevant to the aerodrome
operations are identified and accessed in accordance with
workplace procedures

2.2 An understanding of the established industrial relations
practices and requirements relevant to the aviation
industry is developed and applied to day-to-day work at an
aerodrome

2.3 An understanding of the employer/employee obligations
and responsibilities is developed and applied to
day-to-day work at an aerodrome

3. Comply with relevant local
laws and regulations

3.1 Customs and quarantine regulations and other pertinent
regulations and local instructions relevant to the work
activities of aerodrome personnel are correctly identified
and appropriate action is taken in day-to-day work to
ensure compliance where applicable

3.2 Appropriate advice is provided to staff, passengers and
visitors, contractors, airline operators and other personnel
on compliance requirements of applicable regulations and
other relevant local laws, when necessary

3.3 Relevant documentation and reports are prepared and
processed in accordance with workplace procedures and
relevant regulatory requirements

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAF1103A Apply relevant laws and regulations to the management of an aerodrome

Volume 3 of 4, Unit 3 of 29 Page 132 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant regulatory requirements

• Work is performed under limited supervision usually
within a team environment

• It involves the application of relevant regulations, safety
codes, policies and protocols when carrying out tasks and
work activities as part of the management and operations
of an Australian aerodrome
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Worksite environment • Management and operations may be carried out:
• at any aerodrome in Australia
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements
• Performance may be demonstrated:

• in approved simulated workplace situations
• at an operational aerodrome

• An understanding of the employer/employee obligations
and responsibilities may include but is not limited to:
• aviation safety and security legislation
• OHS and environmental legislation
• the trade union system
• the industrial awards system
• the concepts of arbitration and conciliation
• specific relevant enterprise awards/agreements

• Persons consulted may include:
• airline passengers
• visitors to the aerodrome
• contractors
• other aerodrome personnel and managers
• security personnel
• safety personnel
• relevant human resources staff
• airline personnel and managers
• emergency services personnel
• union representatives
• relevant technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• relevant regulations
• aerodrome standard operating procedures and

instructions and job specifications
• workplace policies
• aerodrome safety and security policies, principles and

related guidelines and documentation
• OHS and environmental protection regulations
• operational, safety and service checklists and

procedures
• local laws and regulations
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards
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Applicable regulations and
legislation

• Dependent upon context, applicable regulations and
legislation may include, but are not limited to:
• Civil Aviation Act
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to aerodrome
operations and management

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders pertaining to aerodrome
operations and management

• IATA regulations
• local instructions and regulations
• aircraft navigation laws
• relevant security regulations
• relevant OHS legislation
• relevant health, food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant privacy regulations
• trade practices legislation
• State/federal/international liquor legislation
• insurance legal requirements
• relevant laws related to the consumption of alcohol and

drugs
• relevant roads and transport regulations and license

requirements
• relevant Australian Standards
• environmental protection legislation
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• comply with the regulatory requirements and legal

obligations relevant to aerodrome operations and
management

• comply with established industrial relations practices
and requirements

• comply with relevant local instructions and regulations

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant regulatory requirements pertaining to
aerodrome operations and management

• A knowledge of:
• relevant workplace procedures and policies related to

aerodrome safety, security, management and
operations

• relevant emergency procedures
• aerodrome safety and security policies, principles and

related guidelines, including:
• policies and local instructions concerning airside

access
• policies and local instructions concerning NOTAMs
• guidelines concerning runway visual range
• policies/procedures related to works integrity at an

aerodrome
• policies/guidelines concerning manoeuvring area

serviceability
• safety and security policies and procedures related

to bird and animal hazards
• sources of information on relevant regulatory

requirements
• the industrial award system
• the trade union system
• the concepts of arbitration and conciliation
• principles of enterprise bargaining
• employer/employee obligations and responsibilities
• relevant industrial relations institutions, organisations

and their functions
• risks that exist when carrying out operational and/or

management tasks at an aerodrome and related risk
control procedures and precautions

• problems that may occur when carrying out operational
and/or management tasks at an aerodrome and
appropriate action that should be taken in each case

• Ability to:
• apply the above knowledge when ensuring compliance

with regulations and policies during aerodrome
operations and management

• read and interpret instructions, procedures and
information relevant to compliance with pertinent
regulations and policies during aerodrome operations
and management

• implement safety and security procedures,
demonstrations, practices and regulations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with ensuring compliance

with regulations during aerodrome operations and
management

• monitor and anticipate operational requirements,
problems and hazards and take appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to ensure compliance with regulations and
policies when carrying out operational and/or
management tasks at an aerodrome, and/or

• ensure compliance with regulations and policies when
carrying out operational and/or management tasks at
an aerodrome in an appropriate range of operational
workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• complying with the regulatory requirements and legal

obligations relevant to aerodrome operations and
management

• complying with established industrial relations
practices and requirements

• complying with relevant local instructions and
regulations

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulatory and legislative requirements
• local instructions and regulations
• OHS, security, health, hygiene and environmental

protection policies and procedures
• customs, quarantine, privacy, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• aerodrome standard operating procedures and work

instructions (including safety, security and
housekeeping procedures)

• Action is taken promptly to report and/or rectify incidents
and problems identified when carrying out operational
and/or management tasks at an aerodrome in
accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
the aerodrome, aircraft and their equipment and facilities

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff, passengers,
visitors, contractors and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aerodrome operations and
management

• Assessment of this unit must be undertaken by a
Registered Training Organisation which has been
appropriately accredited:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation under

appropriately simulated operational conditions,
and/or

• during an day-to-day management/operations at an
aerodrome
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TDAF303A Manage human performance and limitations
during air traffic control operations

Unit Descriptor This unit involves the skills and knowledge required to manage human
performance and limitations during air traffic control operations,
including monitoring own performance, recognising errors and
managing corrective action, managing stress, managing own
physiological and psychological condition, and maintaining disciplined
behaviour.

(Persons applying competence in this unit will need to fulfil the relevant
regulatory requirements of the Civil Aviation Safety Authority pertaining
to Air Traffic Controllers)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Monitor own performance 1.1 Own performance when carrying out air traffic control
functions is monitored against workplace standards,
procedures and regulatory requirements

1.2 Signs of deteriorating or inappropriate performance are
identified and appropriate action is taken in accordance
with workplace procedures and regulatory requirements

1.3 Where an identified loss of personal performance is
attributable to health or other uncontrollable causes and
may prejudice the safety of personnel and/or aircraft, the
situation is reported and appropriate emergency action is
taken

2. Recognise errors and
manage preventative and
corrective action

2.1 The effects of fatigue on personal performance are
recognised and understood including the potential for
fatigue to cause errors of judgement and/or control

2.2 Errors are identified and analysed and their potential
adverse effects on the safety of the air traffic control
operations are determined in accordance with workplace
procedures

2.3 Applicable corrective action is initiated and completed in
the time available

2.4 Causes of errors are established and appropriate action is
taken to ensure that preventative action is taken to
prevent a recurrence

2.5 Personal responsibility for the commission of any errors is
acknowledged and accepted

2.6 Errors and related action that constitute a safety incident
are reported in accordance with regulatory requirements
and workplace procedures
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3. Manage stress 3.1 Personal symptoms of stress are identified and their
potential impact upon the safety of air traffic control
operations are recognised

3.2 External pressures imposed by other persons, situations
or events are identified and their potential impact upon the
safety of air traffic control operations is assessed and
appropriately managed

3.3 Skills and knowledge are used to reduce the impact of
stressors on performance

3.4 Factors affecting stress are identified and a plan is
formulated for their management and control

3.5 Concerns about stress are communicated to relevant
personnel when required

4. Manage own physiological
and psychological
condition

4.1 Own physiological condition during air traffic control
operations is monitored and any signs of deterioration are
identified and interpreted

4.2 Own psychological condition during air traffic control
operations is monitored and any signs of deterioration are
identified and interpreted

4.3 Where signs of deterioration of own physiological or
psychological condition have been identified that may
potentially affect the safety of the air traffic control
operations, appropriate action is taken to report and
control the situation and/or to make alternative air traffic
control arrangements

4.4 Signs of fatigue are recognised and appropriate action is
taken to avoid danger to air traffic control operations

5. Maintain disciplined
behaviour

5.1 Compliance is maintained with regulations, prescribed and
operational procedures

5.2 Appropriate levels of confidence, self discipline and
teamwork are demonstrated that contribute to the safe
outcome of air traffic control operations

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques -

Solving problems 3

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulatory requirements of the Civil Aviation Safety
Authority

• Work is performed under various levels of supervision,
dependent on workplace context, may be in a team
environment

• Involves the application of regulations, safety codes,
self-discipline and procedures to the management of
human performance and limitations during air traffic
control operations across a variety of operational contexts
within the Australian aviation industry
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Worksite environment • Operations may be conducted by day and night in
variable weather conditions

• Performance may be demonstrated in:
• simulated air traffic control situations
• an operational air traffic control environment through a

range of real or simulated problem-based scenarios at:
• air traffic service operational units
• aerodrome control towers

• Air traffic control operations may be conducted in both
normal and emergency/abnormal situations

• Deterioration of physiological condition may result from
such causes as:
• physical illness
• injury
• disease
• fatigue
• poor posture
• lack of rest
• substance abuse (e.g. drugs and alcohol)
• other potential physiological hazards of prolonged

sedentary activity
• Deterioration of psychological condition may result from

such causes as:
• mental illness
• grief
• trauma
• interpersonal conflict
• overwork
• anxiety
• uncontrolled stress
• psychological effects of substance abuse (e.g. drugs

and alcohol)
• secondary effects of illness, disease or injury

• Causes of stress may include:
• emergency situations
• poor planning and prioritization of tasks
• interpersonal conflict
• fear and anxiety
• insufficient knowledge to adequately manage tasks

and contingencies
• inability to carry out simultaneous multiple tasks
• time pressures
• weather conditions
• unfamiliar situations
• illness

• Types of errors may include:
• 'knowledge-based errors' in which contributing cause is

inadequate knowledge or inability to interpret a
situation. Examples include, but are not limited to:
• assigning an incorrect altitude to an aircraft due to

insufficient knowledge of aircraft performance
• failing to maintain aircraft separation due to poor
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knowledge of aircraft performance and operation
• 'rule-based errors' in which contributing cause is the

application of an inappropriate rule to the correct
diagnosis of a situation. Examples include, but are not
limited to:
• incorrectly applying traffic priorities
• incorrectly applying a separation standard

• 'lapses' in which contributing cause is the failure to
recall from long-term memory correct information on
action to be taken in a particular situation. Examples
include, but are not limited to:
• failure to transfer an aircraft to another

communication frequency
• failure to recall a communication frequency

• 'slips' in which a situation is correctly diagnosed and
appropriate action is determined but for some reason is
not implemented. Examples include, but are not limited
to:
• issuing an incorrect instruction to a pilot
• making an incorrect keyboard entry

• 'mode errors' in which action is taken in an operational
mode that is not correct. Examples include, but are not
limited to:
• coordinating a procedure for a runway/airspace

mode that is different from that which is active
• applying normal procedures when operating in a

downgraded system mode
• 'expectancy errors' in which action is taken on a

situation based on an interpretation of what is expected
rather than the actual situation. Examples include, but
are not limited to:
• assigning an incorrect runway because it's the one

you would normally expect the pilot concerned to
use

• misidentifying an aircraft based on an expected
rather than the actual position

• 'violations' in which a deviation from a rule. Examples
include, but are not limited to:
• assigning an aircraft to a non-standard flight path
• allowing a minor breach of separation rules to

accommodate the flow of traffic (wake turbulence
spacing)

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• regulatory standards and recommended practices
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Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations

pertaining to human factors and limitations on drug and
alcohol use, and their potential effect on the
performance of controllers

• relevant CASA Manuals of Standards
• Air Traffic Service provider's Operations Manual
• Air Traffic Control Local Instructions (LI) and

Temporary Local Instructions (TLI)
• Aeronautical Information Publication (AIP)
• ICAO Document 4444, ATM/501, Procedures for Air

Navigation Services, Air Traffic Management
• workplace procedures and instructions and job

specification
• equipment manufacturer's specifications and

instructions
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

• ICAO Human Factors Training Manual (Doc
9683-AN/950)

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to air traffic control
operations

• relevant Australian Civil Aviation Safety Regulations
• relevant CASA Manuals of Standards (MOS)
• Civil Aviation Act
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• relevant Australian Standards
• relevant regulations limiting the use of drugs and

alcohol by air traffic control operators
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and/or
skills to:
• manage human performance and limitations during air

traffic control operations
• recognise errors and take appropriate corrective action
• manage own physiological and psychological condition
• manage stress before and during air traffic control

operations
• maintain disciplined behaviour during air traffic control

operations
• maintain compliance with relevant regulatory

requirements including the avoidance of alcohol and/or
drugs before and during air traffic control operations

• manage fatigue so as to avoid any negative impact on
aviation safety

Interdependent
assessment of units

• This unit of competency must be assessed in conjunction
with other units that form part of a controller's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations
• Relevant OHS procedures and regulations
• A knowledge of:

• human factors that may influence performance during
air traffic control operations

• types of potential errors that may occur during air traffic
control operations, their causes and procedures for
taking appropriate preventative and corrective action

• causes and signs of fatigue
• measures that can minimise the impact of fatigue

during air traffic control operations
• aspects of lifestyle that may influence an operator's

physiological/ psychological condition and/or fatigue
during air traffic control operations

• regulations concerning alcohol and drug use by air
traffic controllers

• the adverse effects of alcohol and prescription and
non-prescription drugs

• effects of stress on performance and ways of
managing and controlling the various stressors that
may impact on an air traffic controller

• requirements for reporting and documenting any safety
incidents and safety critical errors that may have
occurred during air traffic control operations

• Ability to:
• apply the above knowledge to the management of

human performance and limitations during air traffic
control operations

• read and interpret instructions, procedures and
information relevant to the management of human
performance and limitations during air traffic control
operations

• monitor own performance before and during air traffic
control operations

• recognise errors and take appropriate remedial action
• manage aspects of lifestyle that may impact upon

performance
• recognize signs of fatigue and apply appropriate

fatigue management techniques
• manage and control stress before and during air traffic

control operations
• identify symptoms of deterioration in

physiological/psychological condition that might
endanger the safety of air traffic control operations and
take appropriate corrective action

• apply relevant air safety practices and regulations
• communicate effectively with others on matters related

to the management of human performance and
limitations during air traffic control operations

• modify activities dependent on own physiological/
psychological condition, risk situations and
environments

• solve problems associated with human factors and
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their impact on operator performance during air traffic
control operations

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to manage human performance and
limitations during air traffic control operations, and/or

• manage human performance and limitations during air
traffic control operations in an appropriate range of
operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• managing human performance and limitations during

air traffic control operations
• recognising errors and take appropriate corrective

action
• managing own physiological and psychological

condition
• managing stress before and during air traffic control

operations
• maintaining disciplined behaviour during air traffic

control operations
• maintaining compliance with relevant regulatory

requirements
• Shows evidence of application of relevant workplace

procedures including:
• relevant Civil Aviation Safety Regulations and CASA

Manuals of Standards (MOS)
• OHS protection policies and procedures
• regulatory requirements concerning limitations on drug

and alcohol use
• operational and work instructions
• emergency procedures

• Action is taken promptly to report and/or rectify safety
incidents and problems that may occur during air traffic
control operations in accordance with relevant regulations
and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Task is executed systematically with required attention to
detail

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority

• Assessment of this unit must be undertaken by a qualified
air traffic service workplace assessor:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at a Registered Training Organisation in simulated

air traffic control situations, and/or
• at an operational controller position

• Competency should be assessed under operating
conditions, except where observation is insufficient or
impractical. In these cases, appropriate simulation and/or
dedicated scenario-based questioning may be used
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TDAF403A Supervise the safety of aerodrome works and
general access

Unit Descriptor This unit involves the skills and knowledge required to supervise the
safety of aerodrome works and general access, including preparing for
aerodrome works, supervising aerodrome access by vehicles and
personnel, and supervising and completing aerodrome works. Required
performance includes compliance with all relevant regulatory
requirements (i.e. CAR 89 I, Schedule 10).

(Persons applying competence in this unit to commercial operations will
need to fulfil the relevant regulatory requirements of the Civil Aviation
Safety Authority)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Prepare for aerodrome
works

1.1 Official notification of impending start to the works is
confirmed with appropriate aerodrome personnel

1.2 Processes for the safe conduct of the aerodrome works
are developed or adapted from relevant plans, drawings,
procedures documents, and Method of Working Plans
(MOWPs) in accordance with workplace procedures

2. Supervise aerodrome
access by vehicles and
personnel

2.1 Access requirements and relevant authorisation for all
vehicles and personnel are determined in accordance with
workplace procedures

2.2 Personnel, vehicles and equipment entering the airside
are inspected to ensure compliance with aerodrome
requirements

2.3 Appropriate supervision of airside personnel and vehicles
is maintained throughout period on airside

2.4 Vehicles are inspected to ensure they are marked in an
appropriate manner

3. Supervise aerodrome
works

3.1 Unserviceability markers and barriers are positioned in
accordance with workplace procedures and regulations

3.2 Aerodrome work procedures are supervised in
accordance with MOWPs or other workplace procedures

3.3 The activities of personnel, vehicles and plant on the
movement area are managed to ensure the safety of
aircraft

3.4 Works are completed in accordance with relevant MOWP
3.5 Updated notification information is issued to ensure

continued safe conduct of aerodrome works and aircraft
operations

3.6 At such times as required by aircraft, the aerodrome is
temporarily restored to operational status in accordance
with workplace procedures
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4. Complete aerodrome
works

4.1 The work area is cleared of personnel, vehicles and plant
in a safe and timely manner, ensuring the aerodrome has
been restored to full operational status

4.2 The works-affected area is inspected for serviceability in
accordance with workplace procedures

4.3 The aerodrome overall is inspected for serviceability in
accordance with workplace procedures

4.4 Relevant authorities or organisation are notified of the
restoration of aerodrome serviceability in accordance with
workplace procedures, using suitable means of
communication

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulatory requirements of the Civil Aviation Safety
Authority

• Work is performed under limited supervision
• Work involves the application of relevant principles,

regulations, protocols and procedures when supervising
the safety of aerodrome works and general access as
part of commercial activities across a variety of
operational contexts within the Australian aviation
industry
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Worksite environment • Works may need to occur by day or by night, and in any
weather conditions

• Relevant authorities for reporting purposes include:
• aerodrome operator or delegated person
• NOTAM Office (Airservices Australia)
• Civil Aviation Safety Authority
• Air Traffic Control
• Australian Defence Forces Command for military

bases
• aerodrome users

• Aerodromes may include:
• licensed aerodromes
• unlicensed aerodromes

• Aerodrome works are classified as:
• time-limited works not affecting normal aircraft

operations (movement area operational in less than 10
minutes)

• time-limited works requiring a NOTAM, where normal
aircraft operations are not effected (movement area not
operational within 10 minutes).

• works requiring NOTAM, with attached MOWP
• MOWP where Regular Public Transport or other

regular users are disrupted (movement area not
operable within 30 minutes)

• Aerodrome works may include:
• maintenance of markings and lights
• mowing grass
• rolling surfaces
• sweeping pavements
• minor repairs to pavements
• surveys and inspections
• major construction or repairs to the movement area
• painting and repainting

• Processes for the safe conduct of works includes:
• work procedures
• identifying safe work vehicle movement areas
• instructing work personnel

• Relevant works information include:
• MOWP
• NOTAM
• other written or verbal notification

• Procedures for making the movement area safe for
aerodrome works include:
• marking the unserviceable area
• partial closure of the movement area
• closing the movement area (aerodrome closure)
• contacting the aerodrome user
• extinguish lighting to the hazardous section of the

movement area
• lighting required to carry out works does not represent

a hazard to aircraft operations
• accessing and promulgating as appropriate public

weather and aviation forecasts and current weather
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products applicable to the worksite
• Inspection of vehicles includes:

• roadworthiness
• fuel and oil leakage
• appropriate markings and lights

• Assessment of personnel includes:
• confirmation of authorisation to enter the airside
• confirmation of appropriate licences to operate vehicles

and equipment
• checking of understanding of

• aerodrome terminology, signs and radio instructions
• aerodrome markings and signage
• vehicle restriction zones around aircraft, navigation

beacons, lights
• required vehicle marking and lighting requirements
• aerodrome speed limits
• directions from the safety officer
• current and forecast aerodrome weather conditions

• Vehicle or other mobile obstacle markings and equipment
include:
• orange or yellow paint (for vehicles regularly used on

movement area)
• warning lights (orange/amber/yellow)
• radio equipment as required
• company colours

• Unserviceability markers and cones include:
• signal circle markers
• unserviceability cross markers
• unserviceability cones
• displaced threshold markers
• unserviceability lighting

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to supervising the
safety of aerodrome works and general access (i.e.
CAR 89 I, Schedule 10)

• aerodrome manuals
• workplace operating procedures manuals
• Manual of Standards-for Aerodromes (previously Rules

and Practices for Aerodromes [RPA])
• Enroute Supplement Australia (ERSA)
• manufacturers' specifications for equipment
• RPT routes and timetables
• MOWPs
• induction and training materials
• Bureau of Meteorology, International Civil Aviation

Organization (ICAO) and the World Meteorological
Organization (WMO)

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant Civil Aviation Act (1988) and Civil Aviation

Regulations and Orders (i.e. CAR 89 I, Schedule 10)
• Manual of Standards for Aerodromes (previously Rules

and Practices for Aerodromes [RPA])
• applicable State, Territory and Commonwealth

regulations concerning:
• OHS
• workplace relations
• workers compensation
• ADG Code and Mines Regulation Act for fuel
• environmental protection
• equal opportunity
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• determine type of aerodrome works being

undertaken(time limited works or otherwise)
• supervise aerodrome works to ensure their safe

conduct
• issue and interpret a NOTAM, if necessary
• organise plant and equipment where appropriate
• ensure that unserviceability markers are used correctly
• interpret a MOWP and facilitate changes as required
• identify operationally-acceptable standard for repairs to

movement area surface and sub-grade
• inspect vehicles for appropriate markings and lighting
• restore aerodrome to operational status
• oversee the use of, parking or storing of vehicles, plant

and equipment to ensure aerodrome, aircraft and
personnel safety

• oversee the restoration of the aerodrome to an
operational status

• locate, interpret and apply relevant information
• provide customer/client services
• work effectively with colleagues
• convey information in written and oral form
• maintain workplace records
• use workplace colloquial and technical language and

communications technologies in the workplace context
• use relevant forms charts and proformas
• maintain compliance with relevant regulatory

requirements
• access and interpret aviation weather products,

services and current weather conditions

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• aerodrome operating procedures
• functions of a works safety officer (as defined in Civil

Aviation Safety Regulations)
• aircraft schedules and their use in aerodrome

inspection and reporting
• purpose and application of unserviceability markers
• purpose and application of MOWPs
• safety hazards and risks that exist when supervising

the safety of aerodrome works and general access and
related risk control procedures and precautions,
including:
• policies and local instructions concerning airside

access
• policies and local instructions concerning NOTAMs
• guidelines concerning runway visual range
• policies/procedures related to works integrity at an

aerodrome
• policies/guidelines concerning manoeuvring area

serviceability
• safety and security policies and procedures related

to bird and animal hazards
• problems that may occur supervising the safety of

aerodrome works and general access and action that
should be taken in each case

• aviation weather forecasts products and services and
their potential impact on operations

• Ability to:
• apply the above knowledge to the supervision of the

safety of aerodrome works and general access
• read and interpret instructions, procedures, regulations

and information relevant to supervising the safety of
aerodrome works and general access, including
interpreting NOTAMs and MOWPs

• position/locate unserviceability markers
• communicate effectively with others
• use protocols, phraseology, codes, abbreviations and

conventions required in aviation communications
• operate communications equipment
• inspect vehicles
• supervise personnel
• prepare and distribute aerodrome weather reports

(AWRs) that meet Bureau of Meteorology, International
Civil Aviation Organization (ICAO) and or, World
Meteorological Organization (WMO) standards

• access and promulgate as appropriate public weather
and aviation forecasts and current weather products
applicable to the worksite
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• modify activities dependent on differing workplace
contingencies, risk situations and environments

• solve problems that might arise when supervising the
safety of aerodrome works and general access

• monitor and anticipate operational problems, hazards
and risks and take appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to supervise the safety of aerodrome works
and general access, and/or

• supervise the safety of aerodrome works and general
access in an appropriate range of operational
workplace contexts

• Applies underpinning knowledge and skills when:
• determining type of aerodrome works being

undertaken
• supervising aerodrome works
• issuing and interpreting a NOTAM
• organising plant and equipment where appropriate
• ensuring that unserviceability markers are used

correctly
• interpreting a MOWP
• inspecting vehicles for appropriate markings and

lighting
• identifying operationally-acceptable standard for

repairs to movement area surface and sub-grade
• restoring aerodrome to operational status
• overseeing the use of, parking or storing of vehicles,

plant and equipment to ensure aerodrome, aircraft and
personnel safety

• overseeing the restoration of the aerodrome to an
operational status

• accurately completing an aerodrome weather report
(AWR) to Bureau of Meteorology, International Civil
Aviation Organization (ICAO) and or, World
Meteorological Organization (WMO) standards

• Shows evidence of application of relevant workplace
procedures including:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• OHS and environmental protection policies and

procedures
• hazard and risk control policies and procedures
• operational procedures and work instructions
• manufacturer's specifications relating to equipment

• Action is taken promptly to report and/or rectify incidents
and problems identified when supervising the safety of
aerodrome works and general access in accordance with
relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
facilities, aircraft and equipment

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
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behaviour and interactions among staff and others
• Action is taken promptly to report adverse weather

conditions in accordance with the relevant Bureau of
Meteorology, International Civil Aviation Organization
(ICAO) and or World Meteorological Organization (WMO)
practices and procedures

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation simulated

work situation, and/or
• during an appropriate operational situation

• Competency should be assessed under operating
conditions, except where observation is unsafe,
insufficient or impractical. In these cases, appropriate
simulation may be used

• Evidence should demonstrate the ability to apply required
knowledge of relevant principles and applicable
legislation to supervising the safety of aerodrome works
and general access

• Assessment of competence for meteorological knowledge
and skills must comply with the assessment requirements
of the Bureau of Meteorology, World Meteorological
Organization (WMO) or International Civil Aviation
Organization (ICAO)
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TDAF503A Maintain the safety of people and aircraft
Unit Descriptor This unit involves the skills and knowledge required to contribute to the

safety of people and aircraft as a member of the aircrew on a
commercial aircraft flight, including carrying out required safety
procedures, managing safety risks and hazards, aiding and assisting
passengers during an emergency and carrying out administrative
procedures related to safety matters.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Carry out safety
procedures

1.1 Pre-take-off safety and security checks are conducted in
accordance with regulatory requirements and workplace
procedures

1.2 Safety demonstration and checks are conducted in
accordance with regulatory requirements and workplace
procedures

1.3 Safety hazards are identified and are reported and/or
acted upon in accordance with risk management
procedures and regulatory requirements

1.4 Appropriate hazard mitigation strategies are determined
and implemented in conjunction with other aircrew
members upon in accordance with risk management
procedures and regulatory requirements

2. Follow flight crew
directions

2.1 Flight crew instructions are followed at all times
2.2 Cabin crew positions are taken during landing and take-off

when directed by the flight crew
2.3 Safety belts and seats are used during landing and

take-off in accordance with flight crew directions,
workplace procedures and safety regulations
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3. Aid and assist passengers
during an emergency

3.1 In conjunction with other members of the flight and cabin
crew, passengers are advised of hazardous conditions
and potential emergencies at appropriate time and related
safety and emergency procedures during flight in
accordance with regulatory requirements, orders and
operations manual

3.2 In the event of an emergency, passengers are advised, as
far as possible, of the nature of the emergency and the
procedures and precautions to be followed

3.3 Clear communication is established and maintained with
passengers

3.4 Passengers are organised during the emergency in
accordance with regulatory requirements, flight crew
instructions and workplace procedures

3.5 Passengers are assisted as required during emergency
situation

3.6 First aid and/or medical attention is organised if necessary
in conjunction with other crew members during an
emergency situation in accordance with workplace
procedures

4. Carry out administrative
procedures

4.1 Workplace administrative procedures related to safety are
identified and interpreted

4.2 Administrative procedures related to safety and
emergency procedures and incidents are implemented in
accordance with workplace and regulatory requirements

4.3 All required aircraft safety documentation is completed in
accordance with workplace requirements

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAF503A Maintain the safety of people and aircraft

Volume 3 of 4, Unit 6 of 29 Page 160 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements of
the Civil Aviation Safety Authority and other relevant
regulatory authorities

• Work is performed under some supervision usually within
a team environment

• It involves the application of relevant regulations,
principles and procedures to the maintenance of the
safety of passengers, aircrew and aircraft on commercial
aircraft across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Integrated activities to maintain the safety of passengers,
aircrew and aircraft may be provided:
• on any aircraft type in commercial service
• short and/or long haul services
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements
• Performance may be demonstrated on:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Resources required when maintaining the safety of
passengers and aircraft may include but are not restricted
to:
• safety instruction sheets
• safety demonstration videos
• first aid kit/equipment
• aircraft intercom and communications equipment
• lifejackets, life rafts, seat cushions
• defibrillator
• escape devices
• personal breathing equipment
• oxygen equipment including masks, fixed, portable
• fire fighting equipment
• restraint equipment
• survival equipment
• emergency lighting equipment

• Types of aircraft emergencies may include but are not
limited to:
• depressurisation of cabin
• severe air turbulence
• loss of aircraft power
• malfunctioning aircraft equipment
• collision
• ditching of aircraft
• emergency landing
• explosion or fire on aircraft
• illness or injury amongst passenger(s) or crew
• smoke/fire in cabin
• aborted takeoff
• disruptive/unruly passengers

• Persons consulted/interacted with when maintaining the
safety of passengers and aircraft may include:
• passengers
• other aircrew members
• emergency services personnel
• ground staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
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• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• sections of regulations pertaining to the safety

responsibilities and roles of cabin crew
• airline procedures and instructions and job

specification
• pre-flight safety demonstration procedures
• cabin safety checklists and procedures
• Air Safety Incident Reports (ASIRs)
• ATSB safety reports
• enterprise specific safety reports
• emergency procedures
• flight passenger schedules
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• Civil Aviation Act
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to the integrated safety
responsibilities and roles of aircrew

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders pertaining to the integrated
safety responsibilities and roles of aircrew

• relevant OHS legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• carry out safety procedures
• identify safety hazards and implement appropriate

hazard mitigation strategies in conjunction with other
members of the aircrew

• aid and assist passengers during an emergency
• maintain compliance with regulatory requirements
• carry out administrative procedures related to

passenger and aircraft safety

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of regulations pertaining to the
integrated safety responsibilities and roles of aircrew

• Relevant OHS, hygiene and environmental procedures
and regulations

• Relevant customs, quarantine, equal opportunity and
anti-discrimination regulations

• A knowledge of:
• principles of passenger and aircraft safety
• airline and regulatory standards and procedures for

maintaining safety requirements during aircraft cabin
operations

• procedures to be followed during safety
demonstrations and emergencies

• hazard identification and mitigation procedures and
related regulatory requirements

• Crew Resource Management (CRW) principles
• relevant airline administrative procedures
• cabin features, safety equipment and amenities for

various types of aircraft
• risks that exist when maintaining during aircraft flight

and related risk control procedures and precautions
• problems that may occur when maintaining safety

requirements during aircraft cabin operations and
appropriate action that should be taken in each case

• basic knowledge of aviation medicine, the atmosphere
and hypoxia

• Ability to:
• apply the above knowledge when maintaining safety

requirements during aircraft cabin operations
• read and interpret instructions, procedures and

information relevant to the maintenance of safety
requirements during aircraft cabin operations

• select and use relevant equipment/documents when
maintaining safety requirements during aircraft cabin
operations

• implement safety procedures, demonstrations
practices and regulations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with maintaining safety

requirements during aircraft cabin operations
• monitor and anticipate operational problems and safety

hazards and take appropriate action in conjunction with
other aircrew members
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to maintain safety requirements during
aircraft cabin operations, and/or

• maintain safety requirements during aircraft cabin
operations in an appropriate range of operational
workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• carrying out safety procedures
• identifying safety hazards and implementing

appropriate hazard mitigation strategies
• aiding and assisting passengers during an emergency

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to passenger and
aircraft safety

• OHS and environmental protection policies and
procedures

• customs, quarantine, equal opportunity and
anti-discrimination regulations

• hazard control policies and procedures
• airline operational and emergency procedures and

work instructions
• Action is taken promptly to report and/or respond to

safety incidents and problems identified during an aircraft
flight in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff, passengers
and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin crew member

• Assessment of this unit must be undertaken by a
Registered Training Organisation which also has any
required accreditation from the Civil Aviation Safety
Authority:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriately simulated situations, and/or
• during an appropriate flight situation
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TDAF603A Respond to abnormal and emergency
situations within the aircraft

Unit Descriptor This unit involves the skills and knowledge required to respond to
abnormal and emergency situations on a commercial aircraft flight,
including responding to a medical emergency during a flight, to adverse
weather and/or flying conditions and to various forms of aircraft
emergency. It also covers the skills and knowledge required to respond
to fire on board the aircraft, assist in or direct the evacuation of the
aircraft, respond to a breakdown in galley or cabin equipment and
complete all necessary documentation following an emergency or
abnormal incident.

(Persons applying competence in this unit to cabin crew operations on
a commercial aircraft will need to fulfil the relevant regulatory
requirements of the Civil Aviation Safety Authority)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Respond to a medical
emergency during a flight

1.1 Illness or injury amongst passengers or crew is identified
in accordance with workplace procedures

1.2 Identified illness or injury is reported to pilot-in-command
(PIC) and/or a senior crew member and appropriate action
is taken in accordance with workplace procedures

1.3 Directions of senior crew members are followed in
accordance with workplace procedures

1.4 First aid is applied if applicable
1.5 Medical assistance is sought from amongst other crew

members and passengers if necessary in accordance with
workplace procedures

1.6 Where applicable, medilink and other means of remote
medical advice and assistance are accessed in
accordance with workplace procedures

2. Respond to adverse
weather and/or flying
conditions

2.1 Directions of PIC and/or senior crew members are
followed in the event of adverse weather and/or flying
conditions or turbulence

2.2 Passengers are instructed to fasten seat belts and take
required precautions in accordance with workplace
procedures and regulatory requirements

2.3 Where possible, passengers are assisted and reassured
where necessary during adverse conditions

2.4 Dependent on the circumstances involved, appropriate
action may be initiated in response to perceived
hazardous situations in accordance with Crew Resource
Management (CRM) principles

2.5 As far as possible, communication is maintained with
passengers and other aircrew members during the
abnormal conditions

2.6 Personal initiative and experience is utilised in securing
self and equipment in turbulence
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3. Respond to aircraft
emergency

3.1 Directions of senior crew members are followed in the
event of an aircraft emergency

3.2 Dependent on the circumstances involved, appropriate
action may be self-initiated in response to emergency
situations in accordance with Crew Resource
Management (CRM) principles

3.3 Emergency procedures are implemented in accordance
with regulatory requirements and consistent with the
nature of the emergency

3.4 Passengers are assisted and reassured where necessary
during the emergency

3.5 As far as possible, communication is maintained with
passengers and other aircrew members during the
emergency

4. Assist in or the evacuation
of the aircraft

4.1 Directions of senior crew members are followed in the
event of an aircraft evacuation

4.2 Evacuation procedures for the type of aircraft involved are
implemented in accordance with workplace and regulatory
requirements

4.3 Dependent on the type of evacuation, passengers are
appropriately assisted and reassured where necessary
during the evacuation process

4.4 As far as possible, communication is maintained with
passengers and other aircrew members during the
evacuation

5. Respond to fire on board
the aircraft

5.1 Appropriate fire protection procedures are implemented in
accordance with workplace and regulatory requirements

5.2 Relevant regulatory and workplace fire emergency
procedures are followed in the event of fire

5.3 Directions of senior crew members are followed in the
event of an aircraft fire

5.4 Where possible, passengers are assisted and reassured
where necessary during the fire emergency

5.5 As far as possible, communication is maintained with
passengers and other aircrew members during the fire
emergency

6. Respond to breakdown in
galley or cabin equipment

6.1 Breakdown in galley or cabin equipment is identified,
recorded in the log of equipment failure and notified to a
senior crew member in accordance with workplace
procedures

6.2 Appropriate strategy for dealing with the breakdown is
formulated in conjunction with the PIC and/or other flight
or cabin crew in accordance with workplace procedures

6.3 Where applicable, passengers are kept informed of the
nature of the problem and the action being taken to deal
with it member in accordance with workplace procedures

6.4 Alternative action is taken as appropriate to maintain cabin
service in accordance with the agreed strategy
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7. Complete required
documentation for an
emergency or abnormal
incident

7.1 Workplace administrative procedures relevant to an
abnormal or emergency cabin service incident are
identified and interpreted

7.2 Administrative procedures are implemented in accordance
with workplace and regulatory requirements

7.3 All required aircraft documentation relevant to an
abnormal or emergency cabin service incident is
completed in accordance with workplace requirements
including requirements for OHS and/or safety incident
reports

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements

• Work is performed under limited supervision usually
within a team environment

• It involves the application of emergency procedures,
regulations, safety codes and protocols when responding
to abnormal and emergency on-board situations on
commercial aircraft across a variety of operational
contexts within the Australian aviation industry
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Worksite environment • Responses to emergency and abnormal situations may
be required:
• on relevant aircraft types in commercial service
• short and/or long haul services
• in any category of service, including economy,

business and first class
• in any allowable operating and weather conditions

• Performance may be demonstrated on:
• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Examples of abnormal or emergency cabin service
situations may include:
• passenger or crew illness
• injury to passenger or crew
• severe air turbulence
• changes in the wind and weather conditions enroute
• hazardous problems with aircraft air conditioning

systems
• aircraft engine or equipment malfunction or failure
• aircraft instrument malfunction or failure
• aircraft low fuel quantity emergency
• security threat on board aircraft
• ditching of aircraft
• emergency landing
• explosion or fire in cabin
• disruptive/unruly passengers
• depressurisation of cabin

• Workplace operational procedures may include but are
not limited to:
• pre-flight passenger briefing
• cabin preparation
• on-board safety
• door procedures
• precautions during abnormal weather/flying conditions
• security procedures
• aircraft refuelling with passengers on board
• smoking regulations briefing
• equipment stowage
• excess carry-on baggage
• take-off and landing
• emergency procedures

• Evacuation procedures may include but are not limited to:
• day or night evacuations
• ditching in water, including both prepared and

unprepared
• emergency landing, including both prepared and

unprepared
• precautionary evacuation
• search and rescue
• slide descents
• raft management
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• emergency exit from aircraft by any available means
• Fire procedures may include:

• fire prevention and protection procedures
• basic fire drill
• cabin crew fire response procedures during flight
• cabin crew fire response procedures when aircraft is

on the ground
• Persons consulted may include:

• passengers
• passengers identified as having medical skills
• pilot-in-command (PIC)
• other cabin crew and flight crew members
• ground staff
• emergency services personnel
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to aircraft abnormal and
emergency situations

• airline operational and emergency procedures and
instructions

• directions and instructions of the PIC and/or senior
crew members

• job specification
• aircraft evacuation procedures
• aircraft fire prevention and response procedures
• cabin service checklists and procedures
• cabin emergency equipment operational manuals
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards
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Applicable regulations and
legislation

• Applicable procedures and codes may include:
• Civil Aviation Act
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders pertaining to cabin crew response to
abnormal and emergency situations on board an
aircraft

• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• respond to a medical emergency during a flight
• respond to adverse weather and flying conditions
• respond to aircraft emergency
• lead/direct/assist in the evacuation of an aircraft as

appropriate
• respond to breakdown in galley or cabin equipment
• respond to fire on board an aircraft
• complete required documentation for an emergency or

abnormal incident
• maintain compliance with regulatory requirements

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS, environmental protection procedures and
regulations

• A knowledge of:
• airline procedures for responding to an abnormal or

emergency situation on an aircraft, including fire
response and aircraft evacuation

• Crew Resource Management (CRM) principles
• procedures to be followed during safety

demonstrations
• action to be taken in response to instructions from

senior crew members during various abnormal or
emergency situations that may occur on an aircraft

• airline administrative procedures
• cabin emergency features and equipment for various

types of aircraft
• risks that exist during abnormal and emergency

situations on an aircraft and related risk control
procedures and precautions

• problems that may occur during abnormal and
emergency situations on an aircraft and appropriate
action that should be taken in each case

• Ability to:
• apply the above knowledge when responding to an

abnormal or emergency situation on an aircraft
• read and interpret instructions, procedures and

information relevant to responding to an abnormal or
emergency situation on an aircraft

• select and use relevant equipment when responding to
an abnormal or emergency situation on an aircraft

• implement safety and emergency procedures,
demonstrations practices and regulations, including fire
response and aircraft evacuation

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with responding to an

abnormal or emergency situation on an aircraft
• monitor and anticipate passenger needs and

operational problems and hazards and take
appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to respond to an abnormal or emergency
situation on an aircraft, and/or

• respond to a real or simulated abnormal or emergency
situation on an aircraft in an appropriate range of
operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• responding to a medical emergency during a flight
• responding to adverse weather and flying conditions
• responding to aircraft emergency
• leading, directing and/or assisting in the evacuation of

an aircraft
• responding to breakdown in galley or cabin equipment
• responding to fire on board an aircraft
• completing required documentation for an emergency

or abnormal incident
• Shows evidence of application of relevant workplace

procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS and environmental protection policies and

procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• Crew Resource Management (CRM) principles
• hazard control policies and procedures
• airline operational and emergency procedures and

work instructions (including security and housekeeping
procedures)

• manufacturer's specifications relating to the operation
of aircraft galley and cabin service equipment

• Action is taken promptly to report and/or rectify incidents
and problems identified during abnormal and emergency
situations in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff, passengers
and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to aircraft cabin service staff

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved cabin service simulator or in appropriately
simulated abnormal or emergency conditions, and/or

• during simulation on an appropriate flight
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TDAF703A Implement regulations and policies during
check-in procedures

Unit Descriptor This unit involves the skills and knowledge required to ensure
compliance with regulations and policies during passenger check-in
services for commercial aircraft flights, including compliance with the
national and/or international legal obligations of an aircraft operator and
staff, local laws and regulations when providing check-in services
abroad, and relevant established industrial relations practices and
requirements.

(Persons applying competence in this unit to passenger check-in
operations for commercial aircraft flights will need to fulfil the relevant
regulatory requirements of the Civil Aviation Safety Authority)

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Comply with the national
and international legal
obligations

1.1 Sources of information on the legal obligations of an
aircraft operator and staff during check-in are identified
and accessed in accordance with workplace procedures

1.2 An understanding of the legal obligations of an aircraft
operator and staff during check-in is developed and
applied to day-to-day work in the aviation industry

1.3 Compliance is maintained with the legal obligations that
bind an aircraft operator and staff during check-in

2. Comply with local laws
and regulations

2.1 Relevant customs and quarantine regulations are correctly
identified and appropriate action is taken in day-to-day
work to ensure compliance where applicable

2.2 Appropriate advice is provided to passengers on customs
and quarantine regulations when necessary

2.3 Compliance is maintained with local laws and regulations
while providing check-in services in slip ports

3. Comply with established
industrial relations
practices and
requirements

3.1 Sources of information on established industrial relations
practices and requirements relevant to the aviation
industry are identified and accessed in accordance with
workplace procedures

3.2 An understanding of the established industrial relations
practices and requirements relevant to the aviation
industry is developed and applied to day-to-day work in
the aviation industry

3.3 An understanding of the employer/employee obligations
and responsibilities is developed and applied to
day-to-day work in the aviation industry

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAF703A Implement regulations and policies during check-in procedures

Volume 3 of 4, Unit 8 of 29 Page 177 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements of
the Civil Aviation Safety Authority and other relevant
regulatory authorities

• Work is performed under some supervision usually within
a team environment

• It involves the application of relevant regulations and
policies during passenger check-in services for
commercial aircraft flights across a variety of operational
contexts within the Australian aviation industry.
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Worksite environment • Check in service may be provided:
• for any type of commercial aircraft flight including

domestic or international
• for short and/or long haul services
• in any category of service including economy, business

class and first class
• in any allowable operating and weather conditions
• in accordance with enterprise and operational

requirements
• Performance may be demonstrated on:

• an approved check-in service simulator
• an passenger carrying aircraft

• An understanding of the employer/employee obligations
and responsibilities may include but is not limited to:
• the trade union system
• the industrial awards system
• the concepts of arbitration and conciliation
• specific relevant enterprise awards/agreements

• Persons consulted may include:
• passengers
• aircraft cabin crew and flight crew members
• ground support staff
• relevant human resources staff
• airline supervisory and management staff
• union representatives
• relevant technical staff
• relevant government officials from Australia or other

countries, including:
• aviation industry regulatory staff
• quarantine authority staff
• customs authority staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• relevant regulations, including security, customs,

quarantine, OHS security and environmental protection
regulations

• airline procedures and instructions and job
specification

• workplace policies
• check-in service checklists and procedures
• local laws and regulations when providing check-in

services in remote countries
• OHS security and environmental protection regulations
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant national and international regulations

pertaining to passenger check-in services for
commercial domestic and international aircraft flights

• relevant OHS legislation
• relevant environmental protection legislation
• relevant quarantine legislation
• equal opportunity and anti-discrimination legislation
• relevant customs regulations
• relevant security regulations
• 'crimes on aircraft' legislation
• insurance legal requirements
• airline and government policy on smoking on or in the

vicinity of aircraft
• airline and government policy on the use of mobile

phones and other electronic devices on or in the
vicinity of aircraft

• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• comply with the legal obligations of aircraft service
• comply with established industrial relations practices

and requirements
• comply with local laws and regulations

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant national and international regulations pertaining
to passenger check-in services for commercial domestic
and international aircraft flights

• Relevant OHS, health, quarantine, customs and security
procedures and regulations

• Relevant equal opportunity and anti-discrimination
regulations

• A knowledge of:
• workplace procedures and policies related to

passenger check-in services for commercial domestic
and international aircraft flights

• emergency and security procedures
• principles of Crew Resource Management (CRM) and

related procedures
• requirements of relevant regulations and legislation

relevant to check-in services
• the industrial award system
• the trade union system
• the concepts of arbitration and conciliation
• principles of enterprise bargaining
• employer/employee obligations and responsibilities
• relevant industrial relations institutions, organisations

and their functions
• workplace and government policy on smoking on or in

the vicinity of aircraft
• workplace and government policy on the use of mobile

phones or other electronic devices on or in the vicinity
of aircraft

• Ability to:
• apply the above knowledge when ensuring compliance

with regulations and policies during passenger
check-in services for commercial aircraft flights

• read and interpret instructions, procedures and
information relevant to compliance with regulations and
policies during passenger check-in services

• implement safety and security procedures,
demonstrations, practices and regulations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with regulatory compliance

during passenger check-in services
• monitor and anticipate passenger needs and

operational problems and hazards and take
appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to ensure compliance with regulations and
policies during passenger check-in services for
commercial aircraft flights, and/or

• ensure compliance with regulations and policies during
passenger check-in services for commercial aircraft
flights in an appropriate range of operational workplace
contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• complying with the legal obligations of aircraft

operators and staff for passenger check-in services for
commercial aircraft flights

• complying with local laws and regulations
• complying with industrial relations practices and

requirements
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulatory and legislative requirements
• OHS, security, health and environmental protection

policies and procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• airline operational procedures and work instructions

(including security, emergency and housekeeping
procedures)

• Action is taken promptly to report and/or rectify incidents
and problems identified during passenger check-in
services in the aviation industry in accordance with
relevant regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft or airport facilities

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and passengers
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved cabin service simulator or in appropriate
simulated customer service conditions, and/or

• during an appropriate flight
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TDAJ103A Contribute to the achievement of on-time
performance standards

Unit Descriptor This unit involves the skills and knowledge required to contribute to the
achievement of on-time performance standards during preparations for
the departure of a commercial aircraft flight, including contributing to
on-time performance through efficiency and effectiveness in work
activities, identifying and minimising potential causes of delays to flight
departure, and taking appropriate action in the event of unavoidable
delays.

Unit Sector Quality

ELEMENT PERFORMANCE CRITERIA

1. Contribute to on-time
performance

1.1 Procedures and checklists to facilitate on-time
performance are closely followed when carrying out work
activities

1.2 Work activities in preparation for flight departure are
commenced on time and are conducted efficiently and
effectively in accordance with workplace procedures

1.3 Appropriate assistance is provided to others to overcome
problems and to enable the achievement of on-time
performance targets

2. Identify and minimise
potential causes of delays

2.1 Potential causes of delays to flight departure arising within
area of responsibility are promptly identified and
communicated to relevant personnel

2.2 Safe action to minimise or eliminate potential causes of
delays is determined and taken in conjunction with other
relevant staff in accordance with workplace procedures

2.3 Supervisors and other relevant staff are advised of any
potential problems and any action being taken to address
them and/or avoid potential delays

3. Take action in the event of
unavoidable delays

3.1 Where delays in work activities in preparation for flight
departure have been unavoidably experienced,
appropriate safe action is taken in conjunction with other
ground staff and/or aircraft crew to make up the lost time
and thereby enable the on-time departure of the aircraft if
possible

3.2 Action being taken to make up lost time due to
unavoidable problems is communicated to passengers,
supervisors and other relevant staff in accordance with
workplace procedures
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 3

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures, regulations, safety codes and protocols
when contributing to the achievement of on-time
performance standards across a variety of operational
contexts within the Australian aviation industry
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Worksite environment • Work activities in preparation for aircraft departure may
be carried out:
• for any commercial aircraft flight
• short and/or long haul services
• in any allowable operating and weather conditions
• in accordance with enterprise and operational

requirements
• Performance may be demonstrated:

• in approved simulated work conditions
• at an operational airport

• Potential causes of flight delays may include:
• delays in commencing check-in operations
• malfunctioning check-in systems
• power failure at the airport
• staff shortages due to illness or other reasons
• aircraft malfunction
• delays in cleaning and preparing aircraft
• security alert
• late arrival of connecting aircraft
• late passengers or passengers who have missed flight
• unruly behaviour or disturbance amongst passengers
• accidental double booking
• airport emergency
• passengers with excess baggage or oversize/weight

cabin baggage
• delays in loading baggage
• delays in catering/resourcing services for the aircraft

• Action to overcome delays may include:
• accessing additional staff
• accelerating other pre-departure activities
• assisting other staff as required
• developing and implementing appropriate strategies to

overcome/minimise delays

• Persons consulted may include:
• passengers
• other cabin crew and flight crew members
• other ground support staff
• catering staff
• aircraft resourcing staff
• baggage handling staff
• supervisors and managers
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to workplace activities
• workplace procedures and instructions and job

specifications
• work activity checklists and procedures
• workplace customer service standards, policies and

procedures
• relevant operational manuals
• emergency procedures
• flight passenger schedules
• manufacturer's instruction relevant to the servicing and

operation of equipment used in work activities in
preparation for flight departure

• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• relevant OHS legislation
• environmental protection legislation
• relevant food handling and hygiene legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• contribute to on-time performance through efficiency

and effectiveness in work activities
• identify and minimise potential causes of delays
• take action in the event of unavoidable delays
• complete required documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Pertinent sections of relevant regulations
• Relevant OHS and environmental protection regulations
• Relevant customs, quarantine, equal opportunity and

anti-discrimination regulations
• A knowledge of:

• principles of customer service and on-time
performance

• workplace standards for on-time performance
• roles and responsibilities of staff involved in the

achievement of on-time performance standards
• procedures for relevant workplace activities carried out

in preparation for flight departure
• potential causes of delays that may occur when

preparing for aircraft departure and appropriate action
that should be taken in each case

• Ability to:
• apply the above knowledge when carrying out

workplace activities carried out in preparation for flight
departure

• read and interpret instructions, procedures, regulations
and information relevant to achievement of on-time
performance standards

• select and use relevant equipment and resources
when carrying out workplace activities in preparation
for flight departure

• communicate effectively with passengers and others
as appropriate during workplace activities carried out in
preparation for flight departure

• modify activities dependent on differing workplace
contingencies, risk situations and environments

• solve problems associated with the completion of
workplace activities carried out in preparation for flight
departure

• monitor and anticipate operational problems and
delays and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to contribute to the achievement of on-time
performance standards, and/or

• contribute to the achievement of on-time performance
standards in an appropriate range of operational
workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• contributing to on-time performance through efficiency

and effectiveness in work activities
• identifying and minimising potential causes of delays
• taking action in the event of unavoidable delays
• completing required documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS and environmental protection policies and

procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• workplace operational procedures and work

instructions (including security and housekeeping
procedures)

• manufacturer's specifications relating to the operation
of equipment used in work activities carried out in
preparation for flight departure

• Action is taken promptly to report and/or rectify incidents
and problems identified when carrying out work activities
aimed at achieving on-time performance standards in
accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
airport facilities or the aircraft and its equipment

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

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved simulator or in appropriate simulated
customer service conditions, and/or

• during an appropriate flight
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TDAJ203A Conduct quality control operations related to
refuelling/defuelling aircraft

Unit Descriptor This unit involves the skills and knowledge required to conduct quality
control operations related to refuelling/defuelling aircraft, including
taking samples from dispensers/fuellers, conducting visual check of fuel
samples, testing membrane filtration (millepore sampling) and
measuring pressure differential on filter vessels.

(Persons applying competence in this unit to fuelling quality control
operations will need to comply with the relevant regulatory
requirements of the Civil Aviation Safety Authority and the IATA
Guidelines for Aviation Fuel Quality Control and Operating Procedures
for Joint Inter Plane Fuelling Services (JIG Guidelines)

Unit Sector Quality

ELEMENT PERFORMANCE CRITERIA

1. Conduct dispenser
sampling processes

1.1 Fuel samples are taken from the dispenser for visual
testing at the commencement of daily operations and
during fuelling operations in accordance with workplace
procedures and regulatory requirements

2. Conduct fueller sampling
processes

2.1 Fuel samples are taken from the fueller for visual testing
at the commencement of daily operations and during
fuelling operations in accordance with workplace
procedures and regulatory requirements

2.2 Additional samples are taken from the fueller after
defuelling operations, vehicle washing, maintenance and
heavy rain

3. Conduct visual check of
fuel samples

3.1 Fuel sample is inspected and the colour correctly
identified and interpreted to determine the grade of fuel in
accordance with workplace procedures and established
colour criteria

3.2 Sample is correctly inspected for free water and dirt
particles in accordance with workplace procedures and
established manual or automated processes

3.3 Water detector capsules are correctly used to check for
suspended water in accordance with manufacturer's
instructions and workplace procedures

3.4 Results of visual checks are recorded/reported in
accordance with workplace procedures and regulatory
requirements
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4. Test membrane filtration
(millepore sampling)

4.1 Hydrant dispenser vehicle is correctly positioned at the
test rig and interlocked/chocked in accordance with
workplace procedures

4.2 Fuellers are correctly tested independent of the test rig by
circulating product through the delivery hose back to tank
to achieve required flow rates

4.3 Bonding leads are attached in accordance with workplace
procedures

4.4 In the case of fuellers/dispensers, the delivery hoses are
connected to achieve a flow rate of at least 50% of rated
flow of filter

4.5 In the case of a hydrant dispenser, lanyard is connected to
the pit valve and inlet hose is correctly connected in
accordance with workplace procedures

4.6 Colorimetric capsule is loaded in accordance with
manufacturer's instructions and workplace procedures
(Note: for gravimetric testing and microbiological testing
[black millepore] capsules are generally pre-loaded in a
laboratory)

4.7 Checks are made to ensure capsule is correctly located in
the housing with the millepore monitor inlet facing
upstream.

4.8 Apparatus is correctly connected to filter outlet millepore
sample connection or nozzle millepore sample point

4.9 Pressure and flow rate are adjusted to workplace
specifications

4.10 Apparatus is flushed
4.11 In case of monthly calorimetric test, sample is drawn
4.12 In case of 3 monthly gravimetric and microbiological tests,

initial sample is drawn for gravimetric test then gravimetric
capsule is replaced with microbiological capsule and
another sample drawn in accordance with workplace
procedures

4.13 Apparatus is disconnected and capsule is removed
4.14 Gravimetric and microbiological samples are labelled and

despatched to laboratory in accordance with workplace
procedures

4.15 Colorimetric assessment is conducted in accordance with
manufacturer's instructions and workplace procedures

4.16 Results of tests are documented in accordance with
workplace procedures and regulatory requirements
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5. Measure pressure
differential on filter vessels

5.1 Gauge is checked in accordance with manufacturer's
instructions and workplace procedures

5.2 Flow through vessel into aircraft or test rig is started in
accordance with workplace procedures

5.3 Pressure differential at maximum flow rate obtained is
read

5.4 Results are analysed and recorded in accordance with
workplace procedures and regulatory requirements

5.5 In situations where the differential pressure exceeds filter
manufacturer's recommended differential pressure, at flow
rates above 50% of the maximum rated flow of the filter
vessel, the situation is to be reported immediately to
supervisor in accordance with workplace procedures and
regulatory requirements for investigation

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 1

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 3

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant regulatory requirements

• Work is performed under some supervision usually within
a team environment

• Work involves the application of quality control
procedures and regulatory requirements to the conduct of
quality control operations related to refuelling/defuelling
aircraft across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Sampling and quality control operations may be carried
out:

• for any aircraft types
• at major or minor airports
• in any allowable operating and weather conditions
• in accordance with regulatory and operational

requirements
• Performance may be demonstrated:

• in an approved simulated quality control processes
• during quality control operations during the

refuelling/defuelling of aircraft at an airport
• Quality control processes may include:

• dispenser sampling
• fueller sampling
• visual checks of fuel samples
• membrane filtration tests (millepore sampling)
• measurement of pressure differential on filter vessels

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• hearing protection
• safety glasses
• mask or respirator
• safety vest
• high visibility clothing
• approved uniform

• Hazards may include:
• sparks and other forms of ignition
• contamination of, or from, materials being handled
• spill, leakages, ruptures
• fuel vapours
• other vehicles on tarmac
• jet blast
• rotating propellers
• hazardous or dangerous materials
• noise
• dust

• Hazard management is consistent with the principle of
hierarchy of control with elimination, substitution, isolation
and engineering control measures being selected before
safe working practices and personal protective equipment

• Persons consulted during quality control operations may
include:
• aircrew
• airline engineers or representatives
• other refuelling staff
• supervisors and managers
• ground support staff
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
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• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to quality control operations
when refuelling/defuelling aircraft

• IATA Guidelines for Aviation Fuel Quality Control and
Operating Procedures for Joint Inter Plane Fuelling
Services (JIG Guidelines)

• OHS and environmental protection regulations
• workplace procedures and instructions and job

specification
• quality control process checklists
• emergency procedures
• flight schedules
• manufacturer's specifications and instructions for the

quality control equipment
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• IATA Guidelines for Aviation Fuel Quality Control and

Operating Procedures for Joint Inter Plane Fuelling
Services (JIG Guidelines)

• Australian Dangerous Goods Code (ADG Code)
• relevant OHS legislation
• environmental protection legislation
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• conduct dispenser sampling
• conduct fueller sampling
• conduct a visual check of fuel samples
• test membrane filtration (millepore sampling)
• measure pressure differential on filter vessels
• maintain compliance with regulatory requirements

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders and other regulations pertaining to
quality control processes carried out when
refuelling/defuelling aircraft

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• quality control principles and processes as they apply

to aircraft fuelling/defuelling operations
• workplace procedures for conducting various quality

control operations related to the refuelling/defuelling
aircraft

• manufacturer's instructions for equipment used in
quality control processes

• risks that exist when conducting quality control
operations during the refuelling/defuelling of aircraft
and related risk control procedures and precautions

• problems that may occur when conducting quality
control operations during the refuelling/defuelling of
aircraft and appropriate action that should be taken in
each case

• Ability to:
• apply the above knowledge when conducting quality

control operations during the refuelling/defuelling of
aircraft

• read and interpret instructions, regulations, procedures
and other information relevant to quality control
operations carried out when refuelling/defuelling
aircraft

• complete documentary requirements
• select and correctly use appropriate equipment and

controls when conducting quality control operations
related to the refuelling/defuelling of aircraft

• implement all safety precautions and procedures and
relevant regulatory requirements

• communicate effectively with others during quality
control operations related to refuelling/defuelling
aircraft

• modify activities dependent on differing workplace
contingencies, situations and environments

• solve problems associated with quality control
operations related to refuelling/defuelling aircraft

• monitor and anticipate operational problems and
hazards and take appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to conduct of quality control operations
related to refuelling/defuelling aircraft, and/or

• conduct of quality control operations related to
refuelling/defuelling aircraft in an appropriate range of
operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• conducting dispenser/fueller sampling
• conducting a visual check of fuel samples
• testing membrane filtration (millepore sampling)
• measuring pressure differential on filter vessels

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• IATA Guidelines for Aviation Fuel Quality Control and

Operating Procedures for Joint Inter Plane Fuelling
Services (JIG Guidelines)

• OHS and environmental protection policies and
procedures

• hazard control policies and procedures
• workplace operational procedures and work

instructions
• manufacturer's specifications relating to the operation

of equipment used during quality control processes
• Action is taken promptly to report and/or rectify incidents

and problems identified when conducting quality control
operations related to the refuelling/defuelling of aircraft in
accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
the fueller or the aircraft and its equipment

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and others
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation during

appropriately simulated quality control processes,
and/or

• during fuelling/refuelling operations at an airport
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TDAL103A Manage a check-in queue
Unit Descriptor This unit involves the skills and knowledge required to manage a

check-in queue, including organising the queue, combing the queue for
passengers requiring urgent service, providing information to
passengers in the queue and responding to queries

from queue members.
Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Organise queue 1.1 Queue is organised using appropriate signage, barriers
and other resources in accordance with workplace
procedures

1.2 Any breaches of queue protocol are identified and
appropriate action is taken to courteously advise the
passengers concerned of the correct procedures to be
followed

1.3 Progress of the queue is monitored and appropriate action
is taken to adjust servicing resources and/or reorganise
queue in situations where the queue becomes excessively
long or short

2. Comb queue for
passengers requiring
urgent or express service

2.1 Queue is combed at appropriate times to identify
passengers who have priority need for rapid check-in in
accordance with workplace procedures

2.2 Passengers identified as having priority needs for check-in
are moved to the head of the queue

2.3 Passengers without baggage are directed to proceed to
express check-in or gate customer service desk

2.4 Appropriate explanations are provided to other
passengers in the queue of the reasons for the priority
service

3. Provide information to
passengers in queue

3.1 Passengers are provided with relevant information on
queuing arrangements and boarding progress using public
address systems and other communication systems in
accordance with workplace procedures

3.2 Where appropriate, information is provided to individual
passengers on matters relevant to their check-in

3.3 Passengers are given appropriate information on delays
and cancelled or re-organised flights progress using public
address systems and other communication systems in
accordance with workplace procedures

4. Respond to queries from
queue members

4.1 Queries from passengers in a queue are courteously
received and interpreted in accordance with workplace
customer service standards

4.2 Appropriate responses are given to passenger enquiries in
accordance with workplace procedures

4.3 Where an immediate response cannot be immediately
provided, the query is referred to an appropriate
supervisor or other staff for appropriate action
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with relevant
workplace procedures

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures and protocols to manage check-in
queues across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Queue management may be conducted:
• at international, domestic and regional airports
• for both short and/or long haul services
• in any category of service, including economy,

business class, first class and airline club
• in accordance with enterprise and operational

requirements
• Performance may be demonstrated:

• in an appropriately simulated workplace situation
• at an operational airport

• Queuing resources may include:
• signs
• fixed barriers
• portable barriers
• queuing carpets
• public address systems
• two way radios and mobile phones

• Persons consulted may include:
• passengers
• other cabin crew and flight crew members
• ground staff
• catering staff
• aircraft resourcing staff
• technical staff

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to check-in operations
• airline procedures and instructions and job

specifications
• emergency procedures
• flight passenger schedules
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• relevant OHS legislation
• equal opportunity and anti-discrimination legislation
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• organise a check-in queue
• comb a check-in queue for passengers requiring

urgent service
• provide information to passengers in a check-in queue
• respond to queries from queue members

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAL103A Manage a check-in queue

Volume 3 of 4, Unit 1 of 29 Page 202 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS procedures and regulations
• Relevant equal opportunity and anti-discrimination

regulations
• A knowledge of:

• principles of customer service
• airline standards and procedures for managing a

check-in queue
• workplace procedures for providing appropriate

assistance and advice to passengers awaiting check-in
for an aircraft flight

• resources and equipment used during queue
management

• risks that exist when communicating with passengers
during check-in procedures and related risk control
procedures and precautions

• problems that may occur when communicating with
passengers during check-in procedures and
appropriate action that should be taken in each case

• Ability to:
• apply the above knowledge when managing check-in

queues for aircraft flights
• read and interpret instructions, procedures and

information relevant to the management of a check-in
queue

• select and use appropriate equipment when managing
check-in queues

• implement safety procedures, queue protocols and
relevant regulations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, situations and environments
• solve problems associated with the management of a

check-in queue
• monitor and anticipate passenger needs and

operational problems and hazards and take
appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to manage a check-in queue, and/or

• manage a check-in queue in an appropriate range of
operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• organising a check-in queue
• combing a check-in queue for passengers requiring

urgent service
• providing information to passengers in a check-in

queue
• responding to queries from queue members

• Shows evidence of application of relevant workplace
procedures including:
• OHS policies and procedures
• equal opportunity and anti-discrimination regulations
• queue control policies and procedures
• airline operational procedures and work instructions

(including security and housekeeping procedures)
• manufacturer's specifications relating to the operation

of relevant equipment
• Action is taken promptly to report and/or rectify incidents

and problems identified when managing a check-in queue
in accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail

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

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriately simulated customer service conditions,
and/or

• during check-in procedures at an airport
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TDAL203A Complete aircraft despatch duties
Unit Descriptor This unit involves the skills and knowledge required to complete

despatch duties for a commercial aircraft flight, including providing
appropriate assistance to passengers with special needs, boarding
passengers, resolving boarding problems, communicating with
Cabin/Customer Service Manager and Command Pilot/Captain,
processing all required paperwork and despatching the aircraft in
accordance with workplace procedures and regulatory requirements.

(Persons applying competence in this unit to aircraft despatch
operations will need to fulfil the relevant regulatory requirements of the
Civil Aviation Safety Authority)

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Provide assistance to
passengers with special
needs

1.1 Special needs passengers are identified and their
boarding passes checked and processed in accordance
with workplace procedures

1.2 Special needs passengers are assisted to board the
aircraft in accordance with workplace procedures and
relevant regulatory requirements

2. Board passengers 2.1 Upon the boarding announcement, passengers are
greeted at the gate and their boarding passes either
checked manually, or fed into the automated reader

2.2 If using manual processes, the passenger's details are
added to the passenger list and loading sheet and their
boarding pass processed and returned in accordance with
workplace procedures

2.3 If using computerised processes, the passenger's
boarding pass is returned, upon confirmation

2.4 In the event of a problem with the boarding pass,
appropriate action is taken in consultation with the
passenger to resolve the problem

2.5 If a problem with a boarding pass cannot be readily
resolved, the passenger is referred to appropriate
customer service staff

2.6 Passengers' cabin baggage is monitored for size and
weight and, where necessary, checked with the aid of the
cabin baggage size gauge

2.7 Where cabin baggage is found to be oversize/overweight,
the passenger is courteously advised that it must be
carried in the hold and arrangements are made to have it
appropriately tagged and transferred to the baggage
handling section

2.8 Passengers are directed to the aircraft via the
aerobridge/aircraft stairs dependent on type of aircraft and
airport facility
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3. Communicate with Cabin/
Customer Service
Manager and Command
Pilot/Captain

3.1 Appropriate communications are maintained with the
Cabin/Customer Service Manager on the aircraft to
facilitate smooth and timely boarding of passengers

3.2 Printouts or manually-completed passenger list, manifest,
load sheet and special meals list are provided to the
Cabin/Customer Service Manager on the aircraft in
accordance with workplace procedures

3.3 Once the provisional load sheet has been signed by the
Command Pilot/Captain, a copy is retained in accordance
with workplace procedures

4. Despatch aircraft 4.1 Upon closing of aircraft door, authority is given to retract
the aerobridge/stairs, where applicable

4.2 Copies of passenger list and load sheet are
processed/filed in accordance with workplace procedures
and regulatory requirements

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and the relevant regulatory requirements of
the Civil Aviation Authority and other relevant regulatory
authorities

• Work is performed under some supervision usually within
a team environment

• It involves the application of operational principles and
procedures, regulations, safety codes and protocols to
the completion of aircraft despatch duties across a variety
of operational contexts within the Australian aviation
industry
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Worksite environment • Aircraft despatch operations may be completed:
• on any aircraft type in commercial service
• domestic and international flights
• for short and/or long haul services
• in any allowable operating and weather conditions
• in accordance with enterprise and operational

requirements
• Performance may be demonstrated:

• in an approved simulated aircraft despatch situation
• during the despatch of a passenger-carrying aircraft

• Problems during the despatch of an aircraft may include:
• failed-to-board passengers
• seating problem such as non-notified seat changes or

an accidental double booking
• crew rest seat no longer available
• need to wait for passengers from a connecting flight
• passengers who have lost their boarding pass
• passengers with oversize/overweight cabin baggage
• malfunctioning aircraft
• cancellation of flight
• security alert

• Special needs passengers may include:
• children travelling alone or under supervision
• pregnant women
• nursing mothers
• the elderly
• physically and/or mentally disabled persons
• prisoners being transported under escort
• non-English speaking passengers

• Equipment/resources required to assist passengers with
various types of special need may include:
• wheel chairs
• transport carts
• personal elevators
• ramps
• special restraints
• bassinets and other relevant baby equipment
• appropriate medical equipment
• translators or text information in appropriate languages
• identification tags (where relevant)

• Persons consulted during the dispatch of an aircraft may
include:
• passengers
• Customer Service Manager on the aircraft
• Command Pilot/Captain
• other cabin crew and flight crew members
• ground support staff
• baggage handling staff
• aircraft resourcing staff
• supervisors and managers
• technical staff

• Dependent of the type of organisation concerned and the
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local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• sections of Civil Aviation Safety Regulations and Civil

Aviation Orders relevant to the completion of aircraft
despatch duties

• workplace procedures and instructions and job
specification

• passenger list/manifest and aircraft load sheet
• special meals list
• emergency procedures
• flight passenger schedules
• manufacturer's instructions for equipment used during

aircraft dispatch operations
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• section Civil Aviation Safety Regulations and Civil

Aviation Orders pertaing to the despatch of aircraft
• relevant OHS legislation
• environmental protection legislation
• equal opportunity and anti-discrimination legislation
• relevant customs and quarantine regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• provide assistance to passengers with special needs
• board passengers
• communicate with Cabin/Customer Service Manager

and Command Pilot/Captain
• despatch aircraft in accordance with regulatory

requirements
• carry out required administrative procedures
• complete required documentation
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS, hygiene and environmental procedures
and regulations

• Relevant customs, quarantine, equal opportunity and
anti-discrimination regulations

• A knowledge of:
• principles of customer service
• airline's on-time performance standards
• workplace standards and procedures for the

completion of aircraft despatch duties
• procedures for assisting passengers with special

needs
• policies and procedures concerning

oversize/overweight cabin baggage
• risks that exist when completing aircraft despatch

duties and related risk control procedures and
precautions

• problems that may occur when completing aircraft
despatch duties and appropriate action that should be
taken in each case

• Ability to:
• apply the above knowledge when completing aircraft

despatch duties
• read and interpret instructions, procedures and

information relevant to the completion of aircraft
despatch duties

• select and use relevant equipment when completing
aircraft despatch duties

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with completing aircraft

despatch duties
• monitor and anticipate risks and operational problems

and hazards and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to complete aircraft despatch duties, and/or

• complete aircraft despatch duties on an aircraft in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• providing assistance to passengers with special needs
• boarding passengers
• communicating with Cabin/Customer Service Manager

and Command Pilot/Captain
• despatching aircraft
• carrying out required administrative procedures
• completing and processing required documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders
• OHS policies and procedures
• customs, quarantine, equal opportunity and

anti-discrimination regulations
• hazard control policies and procedures
• airline operational procedures and work instructions

(including customer service, security and
housekeeping procedures)

• manufacturer's specifications relating to the operation
of relevant equipment used during aircraft despatch
activities

• Action is taken promptly to report and/or rectify incidents
and problems identified when completing aircraft
despatch duties in accordance with relevant regulations
and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
airport facilities and the aircraft and its equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority relevant to the despatch of commercial aircraft

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved simulator or in appropriate simulated
customer service conditions, and/or

• during the despatch of an appropriate flight
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TDAL303A Plan an aircraft load
Unit Descriptor This unit involves the skills and knowledge required to plan an aircraft

load in accordance with OHS and other relevant regulatory
requirements, including interpreting freight documentation, recognising
dangerous goods, accepting appropriate dangerous goods, declining to
accept prohibited dangerous goods and preparing required dangerous
goods documentation.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Gather data on the aircraft
load

1.1 Data required to plan an aircraft load is collected using
appropriate techniques and technology in accordance with
workplace procedures and regulatory requirements

1.2 Types of freight to be transported are identified in
accordance with workplace procedures and regulatory
requirements

2. Review and analyse data 2.1 Collected data is reviewed using manual and/or computer
techniques in accordance with workplace procedures and
regulatory requirements

2.2 Analysis of data includes appropriate consideration of
aircraft destination, time, weather, duration of flight, mix of
load, aircraft fuel weight and other relevant parameters

3. Prepare load sheet/plan 3.1 An appropriate load sheet/plan is prepared using manual
and/or computerised techniques for the aircraft concerned
in accordance with workplace procedures, aircraft loading
manual and relevant regulatory requirements

3.2 Prepared load sheet/plan provides for due consideration
of aircraft trim and balance requirements in accordance
with the relevant aircraft loading manual

4. Complete and process
required documentation

4.1 Relevant documentation is prepared and signed in
accordance with workplace procedures and regulatory
requirements

4.2 Documentation is processed and despatched to relevant
personnel in accordance with workplace procedures, local
airport instructions and relevant regulatory requirements
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant IATA, CASA and other
regulatory requirements

• Work is performed under some supervision usually within
a team environment

• Work involves the application of operational procedures
and relevant regulations to the planning of an aircraft load
across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Planning of an aircraft load may be carried out:
• in any allowable operating and weather conditions
• at freight depots, terminals and airports
• in relation to any aircraft types in service in Australia on

domestic and international flights
• accordance with regulatory and workplace

requirements
• Performance may be demonstrated:

• in appropriately simulated air freight acceptance
situations

• in an operational air freight acceptance situation at an
airport

• Types of freight may include but are not limited to:
• general freight
• loose freight
• allowable dangerous goods
• perishable goods
• fragile goods
• live freight
• passengers' baggage
• valuables
• mail/express
• diplomatic
• human remains

• Persons consulted during acceptance of freight for air
transport may include:
• customers
• other members of the work team(s)
• supervisors and managers
• flight crew
• dangerous goods experts and advisors
• perishable goods experts and advisors
• experts and advisors on the transport of animals and

livestock
• experts on other special categories of air freight
• technical staff

• Personal protection equipment may include but is not
limited to:
• gloves
• safety footwear
• safety glasses
• mask or respirator (where applicable)
• high visibility clothing
• hearing protection
• sun protection

• Hazards may include:
• hazardous or dangerous materials
• contamination of, or from, materials being handled
• spill, leakages, ruptures
• dust/vapours

• Hazard management is consistent with the principle of
hierarchy of control with elimination, substitution, isolation
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and engineering control measures being selected before
safe working practices and personal protective equipment

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• Civil Aviation Safety Regulations relevant to the

planning of an aircraft load
• relevant IATA regulations
• NOTOC (Load Notification for Aircraft Captain)
• manifests
• weight and balance documentation
• fuel dockets
• load instruction reports
• workplace checklists for the planning of an aircraft load
• cold chain checklists and guidelines for the air

transport of perishable goods
• emergency procedures
• flight schedules
• local instructions
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• Australian and international regulations and codes of

practice for the transport of dangerous goods by air
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to the planning of an
aircraft load

• relevant Australian Civil Aviation Safety Regulations
and Civil Aviation Orders pertaining to the planning of
an aircraft load

• Civil Aviation Act
• local instructions
• relevant OHS legislation
• environmental protection legislation
• relevant security regulations
• relevant Australian Standards
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• interpret freight documentation
• recognise dangerous goods
• accept appropriate dangerous goods
• prepare dangerous goods documentation
• maintain compliance with relevant regulatory

requirements

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant regulatory requirements pertaining to the
transport of dangerous goods by air

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• safety principles for the planning of an aircraft load
• characteristics and ways of identifying various types of

dangerous goods
• workplace procedures for the planning of an aircraft

load
• documentation requirements for the transport of

appropriate dangerous goods by air
• risks that exist when carrying out planning of an aircraft

load and related risk control procedures and
precautions

• problems that may occur when carrying out planning of
an aircraft load and appropriate action that should be
taken in each case

• Ability to:
• apply the above knowledge when carrying out the

planning of an aircraft load
• read and interpret instructions, procedures and

information relevant to the planning of an aircraft load
• implement OHS procedures and relevant regulations
• communicate effectively with others when carrying out

the planning of an aircraft load
• modify activities dependent on differing workplace

contingencies, situations and environments
• solve/report problems associated with the planning of

an aircraft load
• monitor and anticipate operational problems and

hazards and take appropriate action
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to carry out the planning of an aircraft load,
and/or

• carry out planning of an aircraft load in an appropriate
range of operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• interpreting freight documentation
• recognising dangerous goods
• accepting appropriate dangerous goods
• preparing dangerous goods documentation
• maintaining compliance with regulatory requirements

pertaining to the transport of dangerous goods by air
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulatory requirements pertaining to the

transport of dangerous goods by air
• OHS and environmental protection policies and

procedures
• hazard control policies and procedures
• workplace operational procedures and work

instructions (including security and housekeeping
procedures)

• Action is taken promptly to report and/or rectify incidents
and problems identified when accepting dangerous goods
for air transport in accordance with relevant regulations
and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail

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

Context for assessment • Assessment of competence must comply with the
relevant assessment requirements of the Civil Aviation
Safety Authority (CASA)

• Assessment of this unit must be undertaken by a
Registered Training Organisation approved by CASA to
conduct training/assessment in this competence area:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in simulated

load planning situations, and/or
• during the planning of aircraft loads
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TDAL403A Assess pavement concessions
Unit Descriptor This unit involves the skills and knowledge required to assess

pavement concessions, including receiving and evaluating request for
pavement concession, conducting an analysis of overload significance
and communicating and documenting the outcomes of the pavement
concession request. Required performance includes compliance with all
relevant regulatory requirements.

(Persons applying competence in this unit to commercial operations will
need to fulfil the relevant regulatory requirements of the Civil Aviation
Safety Authority)

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Receive a request for
pavement concession

1.1 Request for a pavement concession for a specific airport
is received from an aircraft operator and interpreted in
accordance with workplace procedures and regulatory
requirements

1.2 Airport pavement classification number for the airport
concerned is established through reference to the Enroute
Supplement Australia (ERSA)

2. Evaluate a request for
pavement concession

2.1 Specifications for the aircraft concerned are accessed and
interpreted to establish the aircraft classification number

2.2 A comparison is made between the airport pavement
classification number and the aircraft classification number

2.3 Where the aircraft classification number is less than or
equal to airport pavement classification number, the
pavement concession is issued

2.4 Where the aircraft classification number is more than the
airport pavement classification number a more detailed
analysis of overload significance is carried out in
accordance with workplace procedures and regulatory
requirements

3. Conduct an analysis of
overload significance

3.1 Relevant information required for an assessment of
overload significance of the pavement concession request
is obtained from relevant sources

3.2 Reference is made to the pavement concession manual to
conduct an assessment of the overload significance

3.3 The potential impact of the pavement overload is
established and an appropriate decision is made to either
issue a concession, decline a concession or issue a
conditional concession in accordance with workplace
procedures and regulatory requirements
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4. Communicate outcomes
of a pavement concession
request

4.1 The outcomes of the decision on a pavement concession
request is communicated to the aircraft operator in
accordance with workplace procedures and regulatory
requirements

4.2 In the case of a conditional concession being issued,
details of the applicable conditions are communicated to
the operator in accordance with workplace procedures
and regulatory requirements

5. Document the outcomes
of a pavement concession
request

5.1 The outcomes of the decision on a pavement concession
request, including details of any applicable conditions, is
documented in accordance with workplace procedures
and regulatory requirements

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulatory requirements of the Civil Aviation Safety
Authority

• Work is performed under limited supervision
• Work involves the application of relevant principles,

regulations, protocols and procedures assessing requests
for pavement concessions as part of commercial activities
across a variety of operational contexts within the
Australian aviation industry
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Worksite environment • Requests for pavement concessions may need to be
considered for operations that may occur by day or by
night, and in any weather conditions

• Aerodromes may include:
• licensed aerodromes
• unlicensed aerodromes

• Relevant information required for an assessment of
overload significance of a pavement concession request
may include but is not limited to:
• aircraft weight
• aircraft tyre pressure
• time of air craft arrival
• frequency of aircraft operations at the airport

concerned
• pavement temperature at the airport concerned

• Conditions on a concession may include but are not
limited to:
• turning on a particular node
• following specified routes when taxiing at the airport

concerned
• operating on lower tyre pressures
• operating and parking in restricted areas of the airport

concerned
• Dependent of the type of organisation concerned and the

local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to the isuing of
pavement concessions

• aerodrome manuals
• workplace operating procedures manuals
• Manual of Standards-for Aerodromes (previously Rules

and Practices for Aerodromes [RPA])
• Enroute Supplement Australia (ERSA)
• manufacturers' specifications for specified aircraft
• RPT routes & timetables
• induction and training materials
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Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant Civil Aviation Act (1988) and Civil Aviation

Regulations and Orders (i.e. CAR 89 I, Schedule 10)
• Manual of Standards-for Aerodromes (previously Rules

and Practices for Aerodromes [RPA])
• applicable State/Territory and Commonwealth

regulations concerning:
• OHS
• workplace relations
• workers compensation
• environmental protection
• equal opportunity

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• receive a request for a pavement concession
• evaluate a request for a pavement concession
• conduct an analysis of overload significance
• communicate the outcomes of a pavement concession

request
• document the outcomes of a pavement concession

request
• maintain compliance with relevant regulatory

requirements

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• aerodrome operating procedures
• procedures for assessing a request for a pavement

concession
• aircraft specifications
• relevant sections of ERSA pertaining to the

assessment of requests for pavement concessions
• safety hazards and risks that exist when assessing

requests for pavement concessions and related risk
control procedures and precautions

• problems that may occur when assessing requests for
pavement concessions and action that should be taken
in each case

• Ability to:
• apply the above knowledge to the assessment of

requests for pavement concessions
• read and interpret instructions, procedures, regulations

and information relevant to assessment of requests for
pavement concessions

• communicate effectively with others
• operate communications equipment
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems that might arise when assessing

requests for pavement concessions
• monitor and anticipate operational problems and risks

and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to assess a request for a pavement
concession, and/or

• assess requests for pavement concessions in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• receiving a request for a pavement concession
• evaluating a request for a pavement concession
• conducting an analysis of overload significance
• communicating the outcomes of a pavement

concession request
• documenting the outcomes of a pavement concession

request
• maintaining compliance with relevant regulatory

requirements
• Shows evidence of application of relevant workplace

procedures including:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• OHS and environmental protection policies and

procedures
• hazard and risk control policies and procedures
• operational procedures and work instructions
• manufacturer's specifications relating to aircraft

• Action is taken promptly to report and/or rectify problems
identified when evaluating and issuing a pavement
concession in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
facilities, aircraft and equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation through a

simulated work situation, and/or
• during an appropriate operational situation

• Competency should be assessed under operating
conditions, except where observation is unsafe,
insufficient or impractical. In these cases, appropriate
simulation may be used

• Evidence should demonstrate the ability to apply required
knowledge of relevant principles and applicable
legislation to the evaluation and issuing of a pavement
concession
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TDAH103A Navigate aircraft
Unit Descriptor This unit involves the skills and knowledge required to navigate an

aircraft including completing pre-flight planning, obtaining, acting on
and complying with air traffic information and clearances, departing
from and arriving at an aerodrome, navigating under normal and
abnormal conditions, and carrying out emergency procedures.
Required performance includes compliance with all relevant airspace
control requirements and Day Visual Flight Rules (Day VFR).

(Persons applying competence in this unit to commercial operations will
need to fulfil the relevant license and rating requirements of the Civil
Aviation Safety Authority for the type(s) of aircraft and flight conditions
prescribed)

Unit Sector Route Planning and Navigation

ELEMENT PERFORMANCE CRITERIA

1. Prepare chart and flight
plan

1.1 Charts suitable for the intended flight are selected and
prepared

1.2 Applicable information is obtained, analysed and applied
to produce a flight plan which details tracks, distances,
times and fuel requirements to reach a destination

1.3 Pre-flight planning is used to minimise in flight navigational
work load

1.4 A decision to proceed with the cross country flight is made
after analysis of meteorological and Air traffic control
conditions

2. Comply with airspace
procedures

2.1 Air traffic clearances are obtained and compliance is
maintained with them

2.2 Compliance is maintained with airspace procedures
2.3 Controlled airspace is only entered with a clearance

3. Conduct departure
procedures

3.1 Pre-flight planning and cockpit organisation is conducted
to ensure charts, documentation and navigational
calculator are accessible from the control seat

3.2 Track is intercepted within five nautical miles of airfield
and departure time is recorded

3.3 Comprehensive pre-flight planning including a
meteorological briefing is utilised to reduce the workload
airborne

3.4 Orientation is always maintained
3.5 Priority is given to controlling the aircraft before

conducting navigation administration or communication
3.6 Lookout is maintained using a systematic scan technique

at a rate determined by traffic density, visibility and terrain
3.7 Local and published noise abatement requirements and

curfews are observed
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4. Navigate aircraft enroute 4.1 Planned route is maintained is maintained in accordance
with regulatory requirements and workplace procedures

4.2 In-flight documentation is completed maintained in
accordance with regulatory requirements and workplace
procedures

4.3 ETAs (Expected Time of Arrival) are checked and revised
as required

4.4 Pre-descent or navigation turning point checks are
executed

4.5 Comprehensive pre-flight planning is utilised to reduce the
workload airborne

4.6 A navigation cycle which ensures accurate navigation is
used

4.7 Awareness of air traffic is maintained
4.8 Emphasis is placed on controlling the aircraft before

conducting navigation administration
4.9 Deteriorating meteorological and navigation situations are

recognised and early corrective action is taken
4.10 Lookout is maintained using a systematic scan technique

at a rate determined by traffic density, visibility and terrain

5. Navigate at low level and
in reduced visibility

5.1 Compliance with Visual Flight Rules (VFR) is maintained
during navigation at low level or in reduced visibility

5.2 Pre-descent or navigation turning point checks are
executed in accordance with regulatory requirements

5.3 Planned route is maintained in accordance with regulatory
requirements and workplace procedures

5.4 In-flight documentation is completed in accordance with
regulatory requirements

5.5 ETAs are checked and revised as required and a safe
alternate plan is formulated and applied if required

5.6 Collision with terrain is avoided
5.7 Awareness of current and forecast weather conditions is

maintained
5.8 A safe alternative plan of action is formulated and applied

if required
5.9 Lookout is maintained using a systematic scan technique

at a rate determined by traffic density, visibility and terrain
5.10 Power lines are marked on a chart and avoided
5.11 Situation awareness is maintained at all times

6. Perform lost procedure 6.1 Position is fixed and new track to destination attainable
within limits of fuel and daylight is determined

6.2 Track to destination is maintained
6.3 ETAs are calculated in accordance with workplace

procedures
6.4 Radio, navigation aids and transponder are used for

assistance where fitted
6.5 A timely precautionary search and landing is planned for

possible circumstances of being lost or having no fuel or
no light

6.6 Early plan is made for a precautionary landing if required
6.7 Emotional stability is maintained
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7. Perform diversion
procedure

7.1 Requirement to perform diversion is identified and
decision is made in accordance with workplace
procedures regulatory requirements and current and
forecast weather conditions

7.2 New route is determined and maintained
7.3 ETAs are calculated + or -2 minutes
7.4 Fuel requirements are recalculated
7.5 Compliance with airspace procedures is maintained
7.6 Air traffic control is advised of action where possible
7.7 All required 'airways clearances' are obtained
7.8 SARWATCH is cancelled after arrival

8. Use radio navigation aids 8.1 Radio navigation aids are tuned and tested, beacons
identified and used for their respective navigational
functions

8.2 Enroute radar is used for position information and tracking
assistance

8.3 Global Positioning System (GPS) is used to confirm
position, track and navigation information

8.4 Potential problems are identified and avoided

9. Execute arrival
procedures

9.1 Applicable aviation weather and traffic information is
obtained and applied

9.2 Radio communications are established and maintained in
accordance with regulatory requirements

9.3 Arrivals procedures are executed at aerodromes in
accordance with airspace and regulatory requirements

9.4 Lookout is maintained using a systematic scan technique
at a rate determined by traffic density, visibility and terrain

9.5 Awareness of air traffic is maintained
9.6 Situation awareness is maintained
9.7 Local and published noise abatement requirements and

curfews are observed

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 1

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
license and aircraft rating requirements of the Civil
Aviation Safety Authority

• Work is performed under limited supervision
• It involves the application of aircraft control principles,

regulations, safety codes, protocols and procedures to
navigate an aircraft as part of commercial aircraft
activities across a variety of operational contexts within
the Australian aviation industry
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Worksite environment • Operations are conducted by day in variable weather
conditions in accordance with Day Visual Flight Rules
(VFR) operations below 10,000 feet AMSL

• Performance may be demonstrated on an operational
aircraft, helicopters or a synthetic training device

• Types of aircraft include fixed wing aircraft, helicopters
and other commercial aircraft which require pre and post
aircraft actions

• Limitations may be imposed by airport and airspace
regulations

• Classes of airspace are those designated by the Civil
Aviation Safety Authority

• Navigation computer may include electronic, mechanical
and/or radio systems such as:
• ADF (Automatic Direction Finder)
• VOR (VHF Omni-Directional Radio Range)
• DME (Distance Measuring Equipment)
• RADAR
• GPS (Global Positioning System)

• Procedural steps for preparing charts and flight plans are:
• selection and use of relevant aeronautical maps charts

and documents
• airspace areas that conflict with the flight track are

identified
• all tracks required for the flight are drawn on the chart
• controlled airspace is identified and avoided
• plan applicable altitudes/flight levels and tracking

tolerances to avoid controlled airspace when required
• distance markers are constructed along track if

applicable
• track error/drift error lines are constructed if applicable
• any additional information required for the flight is

included on the chart
• charts for use in flight are folded secured and

accessible
• track, distance and Lowest Safe Altitude are

transferred from chart to flight plan
• suitability of enroute destination and diversion

aerodromes is determined
• obtain and interpret an aviation meteorological forecast
• obtain and interpret an aviation weather forecast and

current conditions information applicable to en route,
destination and appropriate alternates

• obtain and interpret all NOTAMs applicable to the flight
• most suitable VFR cruising altitude or flight level is

selected and entered
• wind velocity obtained from a meteorological forecast

is entered on flight plan
• TAS, heading, ground speed and time intervals are

calculated + or - 3?, + or - 5 kts, + or - 2 min
• fuel requirements for flight and reserves are calculated

+5 -0 minutes
• Search and Rescue Time (SARTIME) is calculated
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• beginning and end of daylight is allowed for
• calculated flight planning information is transferred to

Flight Notification Form
• Flight Notification Form is submitted to Air Traffic

Service 30 minutes before Expected Time of Departure
(ETD) if applicable

• Procedural steps for compliance with airspace
requirements are:
• action is taken to anticipate and plan for traffic

clearance requirements
• automatic broadcasting services are used to obtain

information
• applicable aviation documents are consulted
• air traffic and airways clearances are requested using

standard radiotelephone procedures
• clearances into controlled airspace are requested and

obtained before entering controlled airspace
• compliance is maintained with all clearances unless

aircraft safety is compromised
• compliance is maintained with amendments to

clearances unless aircraft safety is compromised
• clearance limits imposed by Air Traffic Services are not

exceeded unless aircraft safety is compromised
• Procedural steps for departure are:

• all navigation equipment and charts are secured in a
safe and accessible place

• action is taken to obtain and comply with all departure
clearances and instructions

• QNH is set
• first heading is accurately set from overhead the

aerodrome or after intercepting outbound track (+ or -5
degrees within 5 nautical miles of aerodrome)

• heading indicators are synchronised
• changes to planned headings are recorded
• departure time is recorded allowing for an overhead

the airfield or enroute departure procedure
• ETA is calculated for first turning/reporting point (+ or -

2 minutes)
• Procedural steps for navigating an aircraft enroute are:

• navigation log is maintained
• fuel log is maintained
• revised ground speeds are calculated + or -10 knots
• proportional navigation is used to calculate time

intervals
• revised ETAs are calculated + or - 2 minutes
• revised fuel endurance is calculated when required
• deduced/dead reckoning (DR) technique is used to

establish estimated position
• compliance is maintained with Visual Flight Rules

(VFR)
• area QNH is set
• height is maintained + or -100 feet
• external visual features that assist maintenance of
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heading (+ or - 5 degrees) are selected
• a time based 'map to ground' chart reading technique

is used
• chart is oriented in direction of track
• visual lead in features are used to identify fixes
• ground features are identified by shape, dimensions,

contrast and colour and uniqueness
• ground positions are identified by two or more features
• position is fixed at least once every 30 minutes
• calculate track error and headings to re establish on

track navigation
• pre descent and turning point checks are performed
• visual lines of bearing are used to establish position
• awareness of en route and destination current and

aviation forecast weather conditions is maintained and
an appropriate response is made to changes

• distance between ground features is accurately
compared to distance on charts

• heading is maintained using magnetic compass only (+
or - 5 degrees)

• radio communications are maintained with Air Traffic
Service/air traffic control

• an early decision is made to turn back if weather
conditions or darkness preclude completion of flight

• AIREPS are issued as per AIP requirements to indicate
a variation in actual weather conditions from those
forecast

• Procedural steps for navigating at low level and in
reduced visibility are:
• pre-descent checks are completed from memory
• fuel tank selection is confirmed and mixture is adjusted
• heading indicators are synchronised
• Air Traffic Service is advised
• QNH is set
• position is fixed and recorded before descent
• compliance with VFR is maintained
• appropriate allowance is made for wind and turbulence
• heading is maintained + or - 5 degrees
• height is maintained to a minimum 500 feet AGL (+100

-0 ft)
• ETAs are revised + or - 2 minutes
• suitable features are selected to assist navigation
• position is fixed at least once every 30 minutes
• bad visibility configuration is adopted if weather

conditions and visibility are unfavourable
• appropriate allowance is made for changed visual

aspects of ground features at low level
• noise sensitive areas and animals are avoided
• appropriate allowance is made for refraction and

diffusion caused by heavy precipitation
• bad weather circuit is completed at destination if

required
• Steps for carrying out 'lost procedures' are:
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• pilot must remain calm
• a prominent 'anchor point' is selected and visual

contact is maintained
• aircraft is configured to achieve best endurance speed

at present or most efficient altitude
• flight details and plan are examined and any likely error

is determined
• the heading flown is checked
• DR position is determined using heading and ground

speed since last fix
• at DR position a Most Probable Position (MPP) is

constructed using radius based on 10% of DR distance
flown since last positive fix

• significant features are looked for, working from
prominent to lesser features

• a time based 'ground to map' chart reading technique
is used

• position located and recorded
• a new track and distance are planned
• revised ETA is calculated
• radio navigation aids are used to assist
• radio is used for assistance
• transponder is used for assistance
• a timely precautionary search and landing is planned if

still lost/minimum fuel/darkness occurs
• Steps for a 'diversion procedure' are:

• requirement to perform diversion is identified
• relevant information is analysed and an appropriate

decision to divert is made in the time available
• most suitable diversion is selected
• present position is fixed and recorded
• track and distance from present position to destination

is calculated
• lowest safe altitude is calculated
• CTA, CTR, Prohibited, Restricted and Danger areas

are identified and appropriate allowance is made
• most suitable cruising altitude/level is selected
• heading and ground speed is calculated
• ETAs are calculated (+or - 2 minutes)
• position is fixed at least once every 30 minutes
• SARWATCH is amended if required
• fuel requirement is calculated (+or - 5 minutes)
• Air Traffic Service is advised of intention to divert
• revised airways/air traffic clearance is obtained
• destination and enroute weather is confirmed
• compliance with VFR is maintained
• navigation aids are used appropriately
• arrival is reported in accordance with workplace

procedures and regulatory requirements
• Procedural steps for using radio navigation aids are:

• Steps for using Automatic Direction Finder (ADF):
• the ADF is correctly tuned and tested, and the NDB

identified
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• the aircraft is within the published range of the NDB
• bearings from the NDB are used to fix aircraft

position
• the NDB is used as a homing aid
• the indications are observed, interpreted and

reacted to after passing overhead the NDB
• VHF Omni-Directional Radio Range (VOR):

• VOR receiver is tuned and tested and VOR beacon
identified

• aircraft is within the published operating range of the
VOR

• off flag is observed and an appropriate response
made

• Omni Bearing Selector is used to select the course
required

• TO - FROM indicators are interpreted without error
• bearings from the VOR are used to fix aircraft

position
• the VOR is used as a homing aid
• the indications are observed, interpreted and

reacted to after passing overhead the VOR
• Distance Measuring Equipment (DME):

• DME receiver is tuned and tested and DME station
identified

• The DME is used to indicate distance from the DME
beacon

• Enroute and terminal RADAR are used to assist
navigation

• Global Positioning System (GPS):
• flight plan way points are entered into GPS
• diversion aerodromes way points are entered if

applicable
• tracks and distances reading on GPS is checked to

correspond with flight plan
• portable GPS is positioned to allow minimum

antenna shielding
• power source is connected and serviceable
• way points are confirmed with identified ground fixes

during enroute navigation at least once every 60
minutes

• Procedural steps for executing arrival procedures are:
• Steps in executing an arrival:

• aerodrome information is obtained from ERSA,
ATIS, AWIB or Air Traffic Service and applied

• applicable NOTAMs are examined and appropriately
interpreted

• radio communications are established
• landing direction is established

• Steps in executing an arrival at an uncontrolled
aerodrome:
• aerodrome is overflown at 1500 feet AGL and

windsock, signal square and unserviceability
markers are observed
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• circuit is joined from the dead side
• alternatively, the circuit is entered at 1000 feet AGL

and a minimum of three legs of the circuit are flown
• a circuit and landing is completed
• Air Traffic Service is advised of arrival
• SARWATCH is cancelled
• current aerodrome weather information is obtained

from an AWIB if available
• Dependent of the type of organisation concerned and the

local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures

• Operational tolerances include:
• planned route is maintained + or -1 nm in CTA, + or -

100 feet altitude
• planned route for low level and reduced visibility is

maintained + or - 1 nm in CTA, not below 500 ft AGL
+100 - 0 ft altitude

• track to destination is maintained + or - 1 nm in CTA, +
or -100 feet altitude

• position is fixed at least once every 30 minutes
• ETAs are calculated + or - 2 minutes
• new (diversion) route is determined and maintained +

or - 1 nm in CTA, + or - 100 feet altitude
• calculations of fuel required for remaining flight + 5 -0

minutes (excluding reserve)

Note 1: When manipulating flight controls during the process of
correcting errors, specified flight tolerances may temporarily be
exceeded (except for design limitations) if controlled
corrective action is in progress as those tolerances are
exceeded.

Note 2:Any competency units involving the control of aircraft;
include appropriate information on the control procedures to be
used
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Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations

and Civil Aviation Orders pertaining to the navigation of
an aircraft

• Flight Manual/Pilot's Operating Handbook (POH)
• Manual of Standards-Pilot Licensing (MOS-PL)
• the Aeronautical Information Publication (AIP)
• the Enroute Supplement Australia (ERSA) or

equivalent
• relevant sections of the Civil Aviation Advisory

Publications (CAAP)
• charts
• operations manuals
• approved checklists
• workplace procedures and instructions and job

specification
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

• relevant Bureau of Meteorology, Internatuional Civil
Aviation Organization (ICAO) and/or World
Meteorology Organization (WMO) publications

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• relevant Australian Standards

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• perform the navigational functions within the

parameters of the applicable regulations, orders and
Operations Manual procedures

• determine DR position at all times
• maintain compliance with regulatory requirements
• access and interpret aviation forecast and real-time

weather products and services

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS and environmental procedures and
regulations

• A knowledge of:
• the characteristics of different chart types
• flight planning requirements
• use of the navigational computer
• the aircraft fuel usage rates
• relevant sections of CAAP 234-1 (Civil Aviation

Advisory Publication)
• traffic rules and procedures
• air navigation techniques
• factors affecting enroute performance, range and

endurance
• critical point and point of no return
• DR navigation technique
• low level navigation techniques
• en route navigation technique
• chart reading techniques
• the principles of operation of navigation aids and GPS
• the limitations of navigation aids and GPS
• controlled airspace requirements
• circuit joining procedures
• the potential impacts of specific weather phenomena

on aviation operations
• Ability to:

• apply the above knowledge to the navigation of an
aircraft

• read and interpret instructions, procedures and
information relevant the navigation of an aircraft

• select and use appropriate navigational instruments
and aids

• carry out DR navigation technique
• source and interpret aviation weather forecast products

and services appropriate to flight planning and
navigation procedures

• apply air safety practices and regulations
• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems associated with the navigation of an

aircraft
• monitor and anticipate operational problems and

hazards and take appropriate action
• recognise significant variances from forecast

meteorological conditions and take appropriate actions,
including the issue of an AIREP
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to navigate an aircraft, and/or

• navigate an aircraft in an appropriate range of
operational workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• performing navigational functions
• determining DR position
• maintaining compliance with regulatory requirements
• accessing and interpreting aviation forecast and

real-time weather products and services
• Shows evidence of application of relevant workplace

procedures including:
• relevant Civil Aviation Safety Regulations and Civil

Aviation Orders
• OHS and environmental protection policies and

procedures
• operational procedures and work instructions
• manufacturer's specifications relating to the operation

of aircraft and its navigation equipment
• Action is taken promptly to report and/or rectify incidents

and problems identified when navigating an aircraft in
accordance with relevant regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
aircraft and its equipment

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and others
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Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority

• Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation on an

approved flight simulator, and/or
• during an appropriate flight situation

• Assessment should confirm that control of the aircraft or
situation is maintained at all times and in such a manner
that the successful outcome of a procedure or manoeuvre
is not in doubt

• Evidence should include direct observation of
performance. Where flight observation is unsafe,
insufficient or impractical, approved simulators may be
used in accordance with regulatory requirements

• Evidence should demonstrate the ability to apply required
knowledge of navigational principles and applicable
legislation to the navigation of an aircraft
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TDAH203A Advise on major services and attractions at
aviation destinations

Unit Descriptor This unit involves the skills and knowledge required to advise on major
services and attractions at aviation destinations, including researching
information about airline destinations and responding appropriately to
passenger requests for information on relevant aspects of airline flight
destinations, including referring the passenger to appropriate sources
of information.

Unit Sector Route Planning and Navigation

ELEMENT PERFORMANCE CRITERIA

1. Research information
about airline destinations

1.1 Appropriate sources of information about airline
destinations for relevant routes are identified in
accordance with workplace procedures

1.2 Appropriate reference material is accessed from identified
sources and organised in a form suitable for use when
responding to passenger requests on aspects of airline
destinations in accordance with workplace procedures and
expectations

1.3 Appropriate persons are consulted, as appropriate, for
advice and assistance in researching information about
airline destinations

2. Respond to requests for
information on airline
destinations

2.1 Requests for information about airline destinations are
courteously received and interpreted in accordance with
workplace procedures

2.2 Where appropriate, accurate, current and relevant
information about airline destinations is provided at a
level/depth appropriate to the passenger's needs

2.3 Where a response cannot be immediately provided to a
passenger's request, either assistance and advice is
sought from other appropriate airline personnel or the
passenger is courteously referred to appropriate sources
where they may be able to obtain the required information

2.4 Information is presented in a manner which shows
sensitivity to both host and visiting cultures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in accordance with relevant
workplace procedures and policies

• Work is performed under some supervision usually within
a team environment

• It involves the application of customer service principles
and procedures and appropriate research methods when
responding to requests from passengers for information
on aspects of major services, culture and attractions at
aviation destinations across a variety of operational
contexts within the Australian aviation industry
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Worksite environment • Responses to requests for information on aspects of
destinations may be provided:
• on any aircraft type in commercial service
• short and/or long haul services
• in any category of service, including economy,

business and first class
• in any allowable operating and weather conditions
• in accordance with regulatory, enterprise and

operational requirements, including OHS regulations
• Performance may be demonstrated:

• in an approved cabin service simulator
• in a suitably simulated work environment
• on a passenger carrying aircraft

• Sources of information on aspects of airline destinations
may include:
• airline product information
• tourism brochures
• information provided by diplomatic embassies and

consulates
• authoritative travel books and journals dealing with

specific countries and locations
• travel agents
• tourist information bureaus and agents at destination

points
• government tourism offices at destination points
• authoritative encyclopedias and other relevant

reference books
• appropriate websites on the Internet

• Information that may be requested by passengers about
airline destinations may include:
• transport
• public holidays
• currency and exchange rates
• accommodation options
• customs and immigration requirements
• education
• major tourist areas
• sports
• food
• general lifestyle and customs
• shopping
• tipping
• geographic features
• history
• Australian aboriginal culture
• government and politics
• economy
• natural history
• culture

• Persons consulted to enable appropriate responses to
requests from passengers for information on major
services and attractions at aviation destinations may
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include:
• passengers
• other cabin crew and flight crew members
• tourism and travel agencies
• ground staff
• relevant government agencies and diplomatic

embassies/consulates
• librarians

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• relevant regulatory requirements
• airline procedures and instructions and job

specification
• airline customer service procedures
• airline product information
• tourism brochures
• airline and tourism videos and audio-visual information

resources
• information provided by diplomatic embassies and

consulates
• authoritative travel books and journals dealing with

specific countries and locations
• authoritative encyclopedias and other relevant

reference books
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant regulatory requirements pertaining to the

provision of customer service on aircraft
• equal opportunity and anti-discrimination legislation
• relevant OHS regulations
• industrial relations and workplace compensation

legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• research information about airline destinations
• respond to requests for information on airline

destinations
• refer passengers to appropriate sources of information

on aspects of services, culture and attractions at
destinations

• implement workplace customer service policies and
procedures

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAH203A Advise on major services and attractions at aviation destinations

Volume 3 of 4, Unit 2 of 29 Page 241 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS, hygiene and environmental procedures
and regulations

• A knowledge of:
• principles of customer service
• airline procedures and standards for responding to

requests from passengers for information on aspects of
airline destinations

• relevant information on pertinent aspects of airline
destinations on specific routes

• sources of information on pertinent aspects of airline
destinations on specific routes and ways and means of
accessing information from those sources

• problems that may occur when responding to
passengers' requests for information on aspects of
airline destinations and appropriate action that should
be taken in each case

• Ability to:
• apply the above knowledge when providing advice to

passengers on aspects of airline destinations
• read and interpret instructions, procedures and

information relevant to providing advice to passengers
on aspects of airline destinations

• provide effective customer service when responding to
passengers' requests for information on aspects of
airline destinations

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies and environments
• solve problems associated with responding to

passengers' requests for information on aspects of
airline destinations

• monitor and anticipate passenger needs and take
appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to provide advice to passengers on aspects
of airline destinations, and/or

• provide advice to passengers on aspects of airline
destinations on an operational aircraft in an appropriate
range of workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• researching information about airline destinations
• responding to requests for information on airline

destinations
• referring passengers to appropriate sources of

information on aspects of services, culture and
attractions at destinations

• implementing workplace customer service policies and
procedures

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulatory requirements
• equal opportunity and anti-discrimination regulations
• customer service policies and procedures
• airline operational procedures and work instructions

• Action is taken promptly to report and/or rectify problems
identified when providing advice to passengers on
aspects of airline destinations in accordance with relevant
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail

• Recognises and adapts appropriately to cultural and
language differences in the workplace, including modes
of behaviour and interactions among staff and
passengers

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at the Registered Training Organisation in

appropriate simulated cabin service conditions,
and/or

• during cabin service on an appropriate flight

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAH203A Advise on major services and attractions at aviation destinations

Volume 3 of 4, Unit 2 of 29 Page 243 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



TDAG103A Work professionally in an air traffic control
workplace

Unit Descriptor This unit involves the skills and knowledge required to work
professionally in an air traffic control workplace in accordance with all
relevant regulatory requirements, including correctly interpreting and
completing work tasks, taking initiatives where appropriate, conforming
to a professional code of conduct and supporting organisational
objectives.

(Persons applying competence in this unit will need to fulfil the relevant
regulatory requirements of the Civil Aviation Safety Authority pertaining
to Air traffic controllers)

Unit Sector Teamwork

ELEMENT PERFORMANCE CRITERIA

1. Demonstrate initiative 1.1 Specified work tasks are correctly interpreted in
accordance with regulatory requirements and workplace
procedures

1.2 Specified work tasks are completed within the formal
requirements of job safety in accordance with regulatory
requirements and workplace procedures

1.3 Additional tasks are carried out, if directed, or if required to
maintain operational safety in accordance with regulatory
requirements and workplace procedures

1.4 Appropriate initiatives consistent with the limits of
responsibility are taken in abnormal or unusual situations
to maintain operational safety in accordance with
regulatory requirements and workplace procedures

2. Conform to a professional
code of conduct

2.1 Professional code of conduct is understood and correctly
interpreted in terms of own work role and functions

2.2 Own Air traffic control work role and functions are carried
out in accordance with the identified elements of the
professional code of conduct

3. Support organisational
objectives

3.1 Organisational objectives are correctly understood and
appropriately interpreted in terms of own work role and
functions

3.2 Own controller work role and functions are carried out in a
manner consistent with the identified organizational
objectives and relevant regulatory requirements
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 3

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 3

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
air traffic control regulatory requirements of the Civil
Aviation Safety Authority

• Work is performed under various levels of supervision,
dependent on workplace context, usually in a team
environment

• It involves the application of relevant Air traffic control
principles, regulations, codes of practice and procedures
when working within a variety of operational Air traffic
control contexts within the Australian aviation industry

Worksite environment • Work may be completed by day or night in variable
weather conditions

• Performance may be demonstrated in:
• simulated work situations, and/or
• an operational air traffic control workplace

• Air traffic control workplace may include:
• Enroute Control
• Terminal Area Control
• Aerodrome Control

• Professionalism is reflected in the way in which the
controller approaches his/her work. In particular, the
controller must demonstrate ethical behaviour and
acceptance of responsibility at all times.

• Dependent on the type of organisation concerned and the
local terminology used, workplace procedures may be
referred to as:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
• standard operating procedures
• regulatory standards and recommended practices

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDAG103A Work professionally in an air traffic control workplace

Volume 3 of 4, Unit 1 of 29 Page 245 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Sources of information/
documents

• Information/documents may include:
• relevant sections of Civil Aviation Safety Regulations
• relevant CASA Manuals of Standards
• Air Traffic Service provider's Operations Manual
• Air traffic control Local Instructions (LI) and Temporary

Local Instructions (TLI)
• Aeronautical Information Publication (AIP)
• ICAO Document 4444, ATM/501, Procedures for Air

Navigation Services, Air Traffic Management
• workplace procedures and instructions and job

specification
• equipment manufacturer's specifications and

instructions
• induction and training materials
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant requirements, standards and recommended

practices of the International Civil Aviation
Organisation (ICAO) pertaining to air traffic control
operations

• relevant Australian Civil Aviation Safety Regulations
• relevant CASA Manuals of Standards (MOS)
• Civil Aviation Act
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• relevant Australian Standards

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• correctly interpret and complete work tasks
• demonstrate initiative
• conform to a professional code of conduct
• support organisational objectives
• maintain compliance with relevant regulatory

requirements

Interdependent
assessment of units

• This unit of competency must be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant sections of Civil Aviation Safety Regulations and
Civil Aviation Orders

• Relevant OHS and environmental protection procedures
and regulations

• A knowledge of:
• principles of effective air traffic control
• workplace procedures applicable in air traffic control

services
• relevant sections of the air traffic procedures manual

and local instructions
• code of practice for air traffic controllers
• safety hazards and risks that exist when using Air

traffic control communications procedures and related
risk control procedures and precautions

• problems that may occur when using Air traffic control
communications procedures and appropriate action
that should be taken in each case

• Ability to:
• apply the above knowledge when completing Air traffic

control work tasks
• read and interpret instructions, procedures, regulations

and information relevant to Air traffic control work
activities

• select and use equipment needed to complete Air
traffic control work activities

• use protocols, phraseology, codes, abbreviations and
conventions required in Air traffic control work activities

• communicate effectively with others
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• take appropriate initiatives in abnormal and unusual

situations within limits of responsibility
• modify activities dependent on differing workplace

contingencies, risk situations and environments
• solve problems that might arise when carrying out Air

traffic control work activities
• monitor and anticipate operational problems and risks

and take appropriate action

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to work professionally in an Air traffic
control workplace, and/or

• work professionally in an appropriate range of
operational workplace Air traffic control work contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• delivering and receiving messages
• communicating using standard and non-standard

phraseology
• passing on operational information
• issuing instructions and responding to pilot requests
• coordinating traffic
• performing handover/takeover
• responding to SAR alerting IFER/AEP implementation

or facility failure
• Shows evidence of application of relevant workplace

procedures including:
• relevant Civil Aviation Safety Regulations and CASA

Manuals of Standards (MOS)
• OHS and environmental protection policies and

procedures
• operational procedures and work instructions

• Action is taken promptly to report and/or rectify incidents
and problems identified when completing controller work
activities in accordance with relevant regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Task is executed systematically with required attention to
detail and without injury to self or others or damage to
aircraft and equipment

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

Context for assessment • Assessment of competence must comply with the
assessment requirements of the Civil Aviation Safety
Authority and the Air Traffic Service provider's Operations
Manual

• Assessment of this unit must be undertaken by a qualified
Air Traffic Service workplace assessor:
• as a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• appropriate practical assessment must occur:
• at a Registered Training Organisation in simulated

Air traffic control situations, and/or
• at an operational controller position
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BSBCMN302A Organise personal work priorities and
development

Unit Descriptor This unit covers the skills and knowledge required to organise own
work schedules, monitor and obtain feedback on work performance,
and maintain required levels of competence.

This unit is related to BSBCMN202A Organise and complete daily work
tasks and BSBCMN402A Develop work priorities.

Competency Field Common

ELEMENT PERFORMANCE CRITERIA

1. Organise and complete
own work schedule

1.1 Work goals and objectives are understood, negotiated and
agreed in accordance with organisational requirements

1.2 Workload is assessed and prioritised to ensure completion
within identified timeframes

1.3 Factors affecting the achievement of work objectives are
identified and incorporated into work plans

1.4 Business technology is used efficiently and effectively to
manage and monitor scheduling and completion of tasks

2. Monitor own work
performance

2.1 Personal work performance is accurately monitored and
adjusted to ensure maintenance of job quality and
customer service

2.2 Feedback on performance is actively sought from
colleagues and clients and evaluated in the context of
individual and group requirements

2.3 Variations in the quality of service and products are
routinely identified and reported in accordance with
organisational requirements

3. Develop and maintain own
competence level

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

3.2 Opportunities for improvement are identified and planned
in liaison with colleagues

3.3 Feedback is used to identify and develop ways to improve
competence within available opportunities

3.4 New skills and opportunities to develop them are identified
to achieve and maintain continuous learning

3.5 Records and documents relating to achievements and
assessments are stored and maintained in accordance
with own requirements
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KEY COMPETENCIES

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 Example of Application Performance
Level

Communicating ideas and
information

with members of the work team 1

Collecting analysing and
organising information

to measure self-performance 2

Planning and organising
activities

for self 2

Working with others and in
teams

in completing scheduled tasks 2

Using mathematical ideas
and techniques

as an aid to measure and schedule tasks 1

Solving problems as an aid to self-development 2

Using technology to manage scheduling and completion of tasks 2

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:

They may use legislation,
codes and national
standards relevant to the
workplace including:

• award and enterprise agreements and relevant industrial
instruments

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

• relevant industry codes of practice

Work goals and objectives
may include:

• sales targets
• reporting deadlines
• production targets
• budgetary targets
• team participation
• team and individual learning goals
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Organisational
requirements may be
included in:

• quality assurance and/or procedures manuals
• goals, objectives, plans, systems and processes
• legal and organisational policy/guidelines and

requirements
• business and performance plans
• access and equity principles and practice
• ethical standards
• Occupational Health and Safety policies, procedures and

programs
• quality and continuous improvement processes and

standards
• defined resource parameters

Factors affecting the
achievement of work
objectives may include:

• competing work demands
• technology/equipment breakdowns
• unforeseen incidents
• workplace hazards, risks and controls
• environmental factors such as time, weather, etc
• resource and materials availability
• budget constraints

Business technology may
include:

• computers
• computer applications
• modems
• personal schedulers
• email
• internet/extranet/intranet
• photocopiers
• scanners
• facsimile machines
• printers

Feedback on performance
may include:

• formal/informal performance appraisals
• obtaining feedback from supervisors and colleagues
• obtaining feedback from clients
• personal, reflective behaviour strategies
• routine organisational methods for monitoring service

delivery

Competency standards are
standards which measure:

• all those personal and technical knowledge, skills and
attitudinal aspects (competencies) required to effectively
and efficiently undertake the day to day tasks and duties
of the practitioner's work function
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Opportunities for
improvement may include:

• coaching, mentoring and/or supervision
• formal/informal learning programs
• internal/external training provision
• work experience/exchange/opportunities
• personal study
• career planning/development
• performance appraisals
• workplace skills assessment
• quality assurance assessments and recommendations
• Recognition of Prior Learning

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

• Preparing work plans
• Prioritising and scheduling work objectives and tasks
• Seeking and acting on feedback from clients and

colleagues
• Reviewing own work performance against achievements

through self-assessment
• Accessing learning opportunities to extend own personal

work competencies

Underpinning Knowledge • The 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

• Understanding the organisation's policies, plans and
procedures

• Knowledge of methods to elicit, analyse and interpret
feedback

• Understanding techniques to prepare personal plans and
establish priorities

• Knowledge of the principles and techniques of goal
setting, measuring performance, time management and
personal assessment

• Understanding processes to interpret competency
standards and apply them to self

• Understanding methods to identify and prioritise personal
learning needs

At this level the learner must demonstrate some relevant
theoretical knowledge.
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Underpinning Skills • Literacy skills for reading and understanding the
organisation's procedures, own work goals and objectives

• Proofreading and editing skills for checking own work
• Planning skills to organise work priorities and

arrangements
• Problem solving skills to solve routine problems
• Communication skills including giving and receiving

constructive feedback on development needs
• Technology skills including the ability to select and use

technology appropriate to a task
• 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

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
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BSBCMN310A Deliver and monitor a service to customers
Unit Descriptor This unit covers the skills and knowledge required to identify customers'

needs and monitor a service provided to customers.

This unit is related to BSBCMN208A Deliver a service to customers and
BSBCMN410A Coordinate implementation of customer service
strategies.

Competency Field Common

ELEMENT PERFORMANCE CRITERIA

1. Identify customers' needs 1.1 Customers' needs and expectations are clarified and
accurately identified using appropriate interpersonal skills

1.2 Customers' needs are assessed for urgency to determine
priorities for service delivery in accordance with
organisational requirements

1.3 Customers are provided with information about available
choices for meeting their needs and assisted in the
selection of preferred options

1.4 Limitations in addressing customers' needs are identified
and appropriate assistance is sought from designated
individuals

2. Deliver a service to
customers

2.1 Service is provided promptly to customers to meet
identified needs in accordance with organisational
requirements

2.2 Appropriate rapport is established and maintained with
customers to ensure completion of the delivery of a quality
service.

2.3 Customers' complaints are handled sensitively and
courteously in accordance with organisational
requirements

2.4 Customers with special needs or assistance are
responded to in accordance with organisational
requirements

2.5 Available opportunities are identified and used to promote
and enhance services and products to customers

3. Monitor and report on
service delivery

3.1 Customer satisfaction with service delivery is regularly
reviewed using verifiable evidence in accordance with
organisational requirements

3.2 Opportunities to enhance the quality of service and
products are identified and pursued within organisational
requirements

3.3 Procedural aspects of service delivery are monitored for
effectiveness and suitability to customer requirements

3.4 Customer feedback is regularly sought and used to
improve the provision of products and services

3.5 Decisions to modify products or services incorporate
evidence of customer satisfaction and are within
organisational requirements

3.6 Reports are clear, detailed and contain recommendations
focused on critical aspects of service delivery
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KEY COMPETENCIES

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 Example of Application Performance
Level

Communicating ideas and
information

with customers on products and services 2

Collecting analysing and
organising information

to monitor and report on customer services 2

Planning and organising
activities

to meet customer needs 2

Working with others and in
teams

in completing scheduled tasks 1

Using mathematical ideas
and techniques

to determine service or product costs 1

Solving problems to respond to customer enquiries or complaints 2

Using technology to complete allocated tasks 1

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 which
may include:

• award and enterprise agreements and relevant industrial
instruments

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

• relevant industry codes of practice

Customer needs and
expectations may relate to:

• advice or general information
• specific information
• further information
• making an appointment
• complaints
• purchasing organisation's products and services
• returning organisation's products and services
• accuracy of information
• fairness/politeness
• prices/value
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Appropriate interpersonal
skills may include:

• using appropriate body language
• summarising and paraphrasing to check understanding of

customer's message
• providing an opportunity for the customer to confirm their

request
• seeking feedback from the customer to confirm

understanding of needs
• questioning to clarify and confirm the customer's needs
• listening actively to what the customer is communicating

Customers can be: • internal or external
• other agencies
• individual members of the organisation
• corporate customers
• individual members of the public

Organisational
requirements may include:

• quality assurances and/or procedures manuals
• goals, objectives, plans, systems and processes
• legal and organisational policy/guidelines and

requirements
• Occupational Health and Safety policies, procedures and

programs
• anti-discrimination and related policy
• access and equity principles and practice
• quality and continuous improvement processes and

standards
• defined resource parameters
• who is responsible for products or services
• pricing and discount policies
• replacement and refund policy and procedures
• payment and delivery options

Designated individuals
may include:

• supervisor
• customers
• colleagues
• line management

Customers' complaints
may include:

• damaged goods or goods not delivered
• administrative errors such as incorrect invoices or prices
• warehouse or store room errors such as incorrect product

delivered
• service errors
• delivery errors
• product not delivered on time
• customer satisfaction with service quality
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Customers with special
needs may include:

• disabilities
• language
• beliefs/values
• religious/spiritual observances
• gender, age
• culture
• age

Opportunities for
enhancing quality of
service or product may
include:

• procedures for delivery of goods
• returns policy
• system for recording complaints
• extending timelines
• packaging procedures
• update of customer service charter

Verifiable evidence may
include:

• customer satisfaction questionnaires
• audit documentation and reports
• quality assurance data
• returned goods
• lapsed customers
• service calls
• complaints

EVIDENCE GUIDE

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

Critical Aspects of
Evidence

• Identifying needs and priorities of customers
• Distinguishing between different levels of customer

satisfaction
• Treating customers with courtesy and respect
• Identifying and complying with organisational

requirements
• Responding to and reporting on customer feedback
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Underpinning Knowledge • The 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

• Knowledge of the principles of excellent customer service
• Understanding the organisation's business structure,

products and services
• Understanding the organisation's policy and procedures

for customer service including handling customer
complaints

• Knowledge of product and service standards and best
practice models

• Understanding the principles of quality assurance
• Understanding public relations and product promotion
• Consultation methods, techniques and protocols
• Techniques for dealing with customers, including

customers with special needs

At this level the learner must demonstrate some relevant
theoretical knowledge.

Underpinning Skills • Literacy skills to read and understand a variety of texts;
prepare general information and papers according to
target audience; spell with accuracy; use grammar and
punctuation effectively as an aid to understanding

• Proofreading and editing skills to ensure clarity of
meaning and conformity to organisational requirements,
check for accuracy and consistency of information

• Report writing skills to identify and elaborate on customer
service strategies; assess information for relevance and
accuracy; source additional information as required

• Technology skills including the ability to select and use
technology appropriate to a task

• Problem solving skills to deal with customer enquiries or
complaints

• 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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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
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BSZ401A Plan assessment
Unit Descriptor This unit covers the requirements for planning an assessment in a

specific context. The unit details the requirements for determining
evidence requirements, selecting appropriate assessment methods and
developing an assessment tool in a specific context.

Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Establish evidence
required for a specific
context

1.1 The evidence required to infer competency from the
industry/enterprise competency standards, or other
standards of performance, is established for a specified
context

1.2 Relevant unit(s) of competency is read and interpreted
accurately to identify the evidence required

1.3 Specified evidence requirements:
1.3.1 assure valid and reliable inferences of

competency, authenticate the performance of the
person being assessed and confirm that
competency is current

1.4 Sufficient evidence is specified to show consistent
achievement of the specified standards

1.5 The cost of gathering the required evidence is established

2. Establish suitable
assessment method(s)

2.1 Assessment methods are selected which are appropriate
for gathering the type and amount of evidence required

2.2 Opportunities to consolidate evidence gathering activities
are identified

2.3 Allowable adjustments in the assessment method are
proposed to cater for the characteristics of the person(s)
being assessed

3. Develop assessment tools
appropriate to a specific
assessment context

3.1 An assessment tool is developed to gather valid, reliable
and sufficient evidence for a specific assessment context

3.2 The assessment tool is designed to mirror the language
used to demonstrate the competency in a specific context

3.3 Clear instructions (spoken or written) are prepared
including any adjustments which may be made to address
the characteristics of the person(s) being assessed

3.4 The assessment tool is checked to ensure flexible, fair,
safe and cost-effective assessment to occur
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4. Trial assessment
procedure

4.1 Assessment methods and tools are trialed with an
appropriate sample of people to be assessed

4.2 Evaluation of the methods and tools used in the trial
provides evidence of clarity, reliability, validity, fairness,
cost effectiveness and ease of administration

4.3 Appropriate adjustments are made to improve the
assessment method and tools in light of the trial

4.4 Assessment procedures, including evidence requirements,
assessment methods and tools, are ratified with
appropriate personnel in the industry/enterprise and/or
training organisation where applicable

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 2

Using technology 2

RANGE STATEMENT

Assessment system may
be developed by:

• the industry through the endorsed component of Training
Packages Assessment Guidelines

• the enterprise
• a Registered Training Organisation
• a combination of the above.
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The assessment system
should specify the
following:

• the purpose of assessment
• competencies required of assessors
• record keeping procedures and policies
• any allowable adjustments to the assessment method

which may be made
• the appeal/review mechanisms and procedures
• the review and evaluation of the assessment process
• the linkages between assessment and training

qualifications/awards
• employee classification
• remuneration
• progression
• relevant policies
• quality assurance mechanisms
• apportionment of costs/fees (if applicable)
• marketing/promotion of assessment
• verification arrangements
• auspicing arrangements, if applicable
• partnership arrangements, if applicable.

Specific assessment
context may be
determined by:

• purpose of the assessment such as
• to gain a particular qualification or a licence
• to determine employee classification
• to recognise prior learning/current competencies
• to identify training needs or progress.

• location of the assessment such as:
• on the job or off the job
• combination of both.

• Assessment Guidelines of Training Package or other
assessment requirements

Characteristics of persons
being assessed may
include:

• language, literacy and numeracy needs
• cultural, language and educational background
• gender
• physical ability
• level of confidence, nervousness or anxiety
• age
• experience in training and assessment
• previous experience with the topic.

Appropriate Personnel
many include:

• Assessors
• person(s) being assessed
• employee/union representatives
• consultative committees
• users of assessment information such as training

providers, employers, human resource departments
• State/Territory Training/Recognition Authorities
• training and assessment coordinators
• relevant managers/supervisors team leaders
• technical specialists.
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Appropriate procedure: • The assessment procedure is developed (and endorsed)
by person(s) responsible for the implementation of the
assessment process in:
• the industry
• the enterprise
• the training organisation
• a combination of the above.

• The assessment procedure should specify the following:
• recording procedure
• appeal/review mechanism
• assessment methods to be used
• instructions/materials to be provided to the person(s)

being assessed
• criteria for making decisions of competent, or not yet

competent
• number of assessors
• assessment tools
• evidence required
• location of assessment
• timing of assessment
• assessment group size
• allowable adjustments to the assessment procedure

depending on the characteristics of the person being
assessed.

Assessment methods may
include:

• direct observation of performance, products, practical
tasks, projects and simulation exercises

• review of log books/or and portfolios of evidence
• consideration of third party reports and authenticated

prior achievements
• written, oral or computer managed questioning
• These methods may be used in combination in order to

provide sufficient evidence to make a judgement.

Assessment tools may
include:

• specific instructions to be given relating to the
performance of practical tasks or processes or simulation
exercises

• specific instructions to be given in relation to the
production of projects and exercises

• sets of verbal/written/computer based questions to be
asked

• performance checklists
• log books
• descriptions of competent performance.

A number of these tools may be used in combination in order
to provide enough evidence to make judgments.
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Assessment environment
and resources to be
considered include:

• time
• location
• personnel
• finances/costs
• equipment
• materials
• OHS requirements
• enterprise/industry standard operating procedures.

Allowable adjustments
may include:

• provision of personal support services (eg Auslan
interpreter, reader, interpreter, attendant carer, scribe)

• use of adaptive technology or special equipment (eg word
processor or lifting gear)

• design of shorter assessment sessions to allow for fatigue
or medication

• use of large print version of any papers.
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EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Documentation in relation to:
• specific assessment context, including the purpose of

assessment
• features of the assessment system
• characteristics of the person being assessed
• evidence of competency required
• plan of opportunities for gathering the evidence

required
• assessment methods selected including any allowable

adjustments to meet characteristics of person(s) being
assessed

• An assessment tool(s) for the specific assessment
context which ensures valid, reliable, flexible and fair
assessment including any allowable adjustments.

• An assessment procedure for the specific context.

Assessment requires evidence of the following processes to be
provided:

• How the context of assessment was specified
• How the characteristics of the person(s) being assessed

were identified
• Why a particular assessment method was selected
• How the assessment was planned to ensure that

language, literacy and numeracy issues were taken into
consideration

• How evidence was evaluated in terms of validity,
authenticity, sufficiency, currency and consistent
achievement of the specified standard

• How the assessment tool was developed for the specified
context

• How the assessment tool was validated and ratified by
appropriate personnel.

Interdependent
assessment of units

This unit of competency may be assessed in conjunction with
other units that form part of a job role.
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Required knowledge and
skills

• Knowledge of standards of performance including
industry or enterprise competency standards and
assessment guidelines

• Knowledge of legal and ethical responsibilities including
occupational health and safety regulations and
procedures, equal employment and anti-discrimination
requirements relevant to the specified context

• Understanding of the assessment principles of reliability,
validity, fairness, flexibility, authenticity, sufficiency and
consistency

• Knowledge of the Assessment Guidelines of the Training
Package Assessment and Workplace Training

• Skills in the application of various assessment methods,
relevant to workplace context

• Planning of own work including predicting consequences
and identifying improvements

• Language, literacy and numeracy skills required to:
• read and interpret relevant information to plan

assessment
• give clear and precise information / instructions in

spoken or written form
• adjust spoken and written language to suit target

audience
• write assessment tools using language which mirrors

the language used to demonstrate the competency in
the specific context

• prepare required documentation using clear and
comprehensible language and layout

• calculate and estimate costs
• Communication skills appropriate to the culture of the

workplace and the individual(s).

Resource implications • Access to relevant competencies, sources of information
on assessment methods, assessment tools and
assessment procedures

• Access to person(s) wishing to be assessed, any relevant
workplace equipment, information and appropriate
personnel.

Consistency in
performance

• Competency in this unit needs to be assessed over a
period of time, in a range of contexts and on multiple
occasions, involving a combination of direct, indirect and
supplementary forms of evidence.

Context for assessment • Assessment should occur on the job or in a simulated
workplace. The candidate assessor should use
competencies relevant to their area of technical expertise.
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BSZ402A Conduct assessment
Unit Descriptor This unit covers the requirements for conducting an assessment in

accordance with an assessment procedure in a specific context.
Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Identify and explain the
context of assessment

1.1 The context and purpose of assessment are discussed
and confirmed with the person(s) being assessed

1.2 The relevant performance standards to be used in the
assessment (eg. current endorsed competency standards
for the specific industry) are clearly explained to the
person being assessed

1.3 The assessment procedure is clarified and expectations of
assessor and candidate are agreed

1.4 Any legal and ethical responsibilities associated with the
assessment are explained to the person(s) being
assessed

1.5 The needs of the person being assessed are determined
to establish any allowable adjustments in the assessment
procedure

1.6 Information is conveyed using language and interactive
strategies and techniques to communicate effectively with
the person(s) being assessed

2. Plan evidence gathering
opportunities

2.1 Opportunities to gather evidence of competency, which
occurs as part of workplace or training activities, are
identified covering the dimensions of competency

2.2 The need to gather additional evidence which may not
occur as part of the workplace or training activities are
identified

2.3 Evidence gathering activities are planned to provide
sufficient, reliable, valid and fair evidence of competency
in accordance with the assessment procedure

3. Organise assessment 3.1 The resources specified in the assessment procedure are
obtained and arranged within a safe and accessible
assessment environment

3.2 Appropriate personnel are informed of the assessment
3.3 Spoken interactions and any written documents employ

language and strategies and techniques to ensure the
assessment arrangements are understood by all person(s)
being assessed and appropriate personnel
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4. Gather evidence 4.1 Verbal and non-verbal language is adjusted and strategies
are employed to promote a supportive assessment
environment to gather evidence

4.2 The evidence specified in the assessment procedure is
gathered, using the assessment methods and tools

4.3 Evidence is gathered in accordance with specified
allowable adjustments where applicable

4.4 The evidence gathered is documented in accordance with
the assessment procedure

5. Make the assessment
decision

5.1 The evidence is evaluated in terms of:
5.1.1 validity
5.1.2 authenticity
5.1.3 sufficiency
5.1.4 currency
5.1.5 consistent achievement of the specified standard

5.2 The evidence is evaluated according to the dimensions of
competency:
5.2.1 task skills
5.2.2 task management skills
5.2.3 contingency management skills
5.2.4 job/role environment skill
5.2.5 transfer and application of knowledge and skills to

new contexts
5.3 Guidance is sought, when in doubt, from a more

experienced assessor(s)
5.4 The assessment decision is made in accordance with the

criteria specified in the assessment procedure

6. Record assessment
results

6.1 Assessment results are recorded accurately in
accordance with the specified record keeping
requirements

6.2 Confidentiality of assessment outcome is maintained and
access to the assessment records is provided only to
authorised personnel.

7. Provide feedback to
persons being assessed

7.1 Clear and constructive feedback in relation to performance
is given to the person(s) being assessed using language
and strategies to suit the person(s) including guidance on
further goals/training opportunities is provided to the
person(s) being assessed

7.2 Opportunities for overcoming any gaps in competency, as
revealed by the assessment, are explored with the
person(s) being assessed

7.3 The person(s) being assessed is advised of available
reassessment opportunities and/or review appeal
mechanisms where the assessment decision is
challenged
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8. Report on the conduct of
the assessment

8.1 Positive and negative features experienced in conducting
the assessment are reported to those responsible for the
assessment procedure

8.2 Any assessment decision disputed by the person(s) being
assessed is recorded and reported promptly to those
responsible for the assessment procedure

8.3 Suggestions for improving any aspect of the assessment
process are made to appropriate personnel

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 3

RANGE STATEMENT

Assessment system may
be developed by:

• the industry
• the enterprise
• a Registered Training Organisation
• a combination of the above.

The assessment system
should specify the
following:

• the purpose of assessment
• competencies required of assessors
• record keeping procedures and policies
• any allowable adjustments to the assessment method

which may be made
• the appeal/review mechanisms and procedures
• the review and evaluation of the assessment process
• the linkages between assessment and training

qualifications/awards, employee classification,
remuneration, progression

• relevant policies
• quality assurance mechanisms
• apportionment of costs/fees (if applicable)
• marketing/promotion of assessment
• verification arrangements
• auspicing arrangements, if applicable
• partnership arrangements, if applicable.
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Specific assessment
context may be
determined by:

• purpose of the assessment, such as
• to gain a particular qualification or a licence
• to determine employee classification
• to identify training needs or progress
• to recognise prior learning/current competencies.

• location of the assessment, such as
• on the job or off the job
• combination of both.

• Assessment Guidelines of the relevant Training Package
or other assessment requirements

• features of assessment system.

Characteristics of persons
being assessed may
include:

• language, literacy and numeracy needs
• cultural, language and educational background
• gender
• physical ability
• level of confidence, nervousness or anxiety
• age
• experience in training and assessment
• previous experience with the topic.

Appropriate personnel may
include:

• assessors
• person(s) being assessed
• employee/union representatives
• consultative committees
• users of assessment information such as training

providers, employers, human resource departments
• State/Territory Training/Recognition Authorities
• training and assessment coordinators
• relevant managers/supervisors/team leaders
• technical specialists.
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Assessment procedure
may include:

• The assessment procedure is developed (and endorsed)
by person(s) responsible for the implementation of the
assessment process in:
• the industry
• the enterprise
• the training organisation
• a combination of the above.

• The assessment procedure should specify the following:
• recording procedure
• appeal/review mechanism
• assessment methods to be used
• instructions/materials to be provided to the person(s)

being assessed
• criteria for making decisions of competent, or not yet

competent
• number of assessors
• assessment tools
• evidence required
• location of assessment
• timing of assessment
• assessment group size
• allowable adjustments to the assessment procedure

depending on the characteristics of the person(s) being
assessed.

Assessment methods may
include:

• work samples and /or simulations
• direct observation of performance, products, practical

tasks, projects and simulation exercises
• review of log books and portfolios
• questioning
• consideration of third party reports and authenticated

prior achievements
• written, oral or computer managed questioning

These methods may be used in combination in order to provide
sufficient evidence to make a judgement.

Assessment tools may
include:

• specific instructions to be given relating to the
performance of practical tasks or processes or simulation
exercises

• specific instructions to be given in relation to projects and
exercises

• sets of oral/written/computer based questions to be asked
• performance checklists
• log books
• marking guides
• descriptions of competent performance.

A number of these tools may be used in combination in order
to provide enough evidence to make judgments.
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Allowable adjustments
may include:

• provision of personal support services (eg Auslan
interpreter, reader, interpreter, attendant carer, scribe)

• use of adaptive technology or special equipment (eg work
processor or lifting gear)

• design of shorter assessment sessions to allow for fatigue
or medication

• use of large print version of any papers.

Assessment environment
and resources to be
considered may include:

• time
• location
• personnel
• finances/costs
• equipment
• materials
• OHS requirements
• enterprise/industry standard operating procedures.

Recording procedures may
include:

• forms designed for the specific assessment result (paper
or electronic)

• checklists for recording observations/process used (paper
or electronic)

• combination of the above.

Assessment reporting: • Final assessments will record the unit(s) of competency in
terms of code, title and endorsement date

• Summative assessment reports, where issued, will
indicate units of competency where additional learning is
required

NB: Statutory and legislative requirements for maintaining
records may vary in States/Territories.
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EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Description of the assessment context, including the
purpose of assessment,

• The relevant competency or other performance standard
and assessment procedure used

• Description of how evidence gathered is valid, authentic,
sufficient, fair and reliable to ensure competency

• Conduct of assessment in accordance with competency
requirements

• Recording of the assessment results in accordance with
the specified assessment procedure and record keeping
requirements

• Report on the conduct of the assessment, including
positive and negative features and suggestions for
improving any aspect of the assessment process.

Assessment requires evidence of the following processes to be
provided:

• How agreement was sought with the person(s) being
assessed on the conduct of the assessment

• How opportunities to gather evidence were identified as
part of workplace or training activities

• How evidence was gathered in accordance with the
assessment procedure

• How evidence gathering activity covered the dimensions
of competency

• How resources were arranged according to the
assessment procedure

• How appropriate personnel were consulted
• How evidence was gathered in accordance with allowable

adjustments to the assessment method where applicable
• How evidence was evaluated in terms of validity,

authenticity, sufficiency, currency and consistent
achievement of the specified standard

• How the assessment was conducted to ensure that :
• all arrangements and activities were understood by all

parties
• the person was put at ease and the supportive

assessment environment was created
• language, literacy and numeracy issues were taken

into consideration
• How constructive feedback was provided to the person(s)

being assessed including instances of not yet competent
• How guidance was provided to person(s) being assessed

on how to overcome gaps in competency revealed.
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Interdependent
assessment of units

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

Required skills and
knowledge

• Knowledge of workplace application of relevant standards
of performance including industry or enterprise
competency standards and assessment guidelines

• Knowledge of legal and ethical responsibilities including
occupational health and safety regulations and
procedures, equal employment and anti-discrimination
requirements relevant to the specified context

• Understanding of policies and procedures of the
workplace and/or job role together with any related
legislation or regulatory requirements

• Understanding of the assessment principles of reliability,
validity, fairness, flexibility, authenticity, sufficiency and
consistency

• Assessment guidelines of the Training Package
Assessment and Workplace Training

• Planning of own work including predicting consequences
and identifying improvements

• Skills in the application of various assessment
methods/tools, relevant to workplace context

• Language, literacy and numeracy skills required to:
• give clear and precise instructions and information in

spoken or written form
• seek confirmation of understanding from the person(s)

being assessed
• adjust language to suit target audience
• prepare required documentation using clear and

comprehensible language and layout
• ask probing questions and listen strategically to

understand responses of the person being assessed
• seek additional information for clarification purposes
• use verbal and non-verbal language to promote a

supportive assessment environment
• use language of negotiation and conflict resolution to

minimise conflict
• Communication skills appropriate to the culture of the

workplace and the individual(s).

Resource implications: • Access to relevant competencies, sources of information
on assessment methods, assessment tools and
assessment procedures

• Access to person(s) wishing to be assessed, relevant
workplace equipment, information and appropriate
personnel.

Consistency of
performance:

Competency in this unit needs to be assessed over a period of
time, in a range of contexts and on multiple occasions involving
a combination of direct, indirect and supplementary forms of
evidence.
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Assessment context: Assessment should occur on the job or in a simulated
workplace. The candidate assessor should use competencies
relevant to their technical expertise.
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BSZ403A Review assessment
Unit Descriptor This unit covers requirements to review assessment procedures in a

specific context.
Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Review the assessment
procedure(s)

1.1 Appropriate personnel are given the opportunity to review
the assessment outcomes and procedure using agreed
evaluation criteria

1.2 The review process established by the enterprise, industry
or registered training organisation is followed

1.3 The assessment procedure(s) is reviewed at a specified
site in cooperation with person(s) being assessed, and
any appropriate personnel in the
industry/enterprise/training establishment and/or any
agency identified under legislation

1.4 Review activities are documented, findings are
substantiated and the review approach evaluated.

2. Check consistency of
assessment decision

2.1 Appropriate personnel are given the opportunity to review
the assessment outcomes and procedure using agreed
evaluation criteria

2.2 The review process established by the enterprise, industry
or registered training organisation is followed

2.3 The assessment procedure(s) is reviewed at a specified
site in cooperation with person(s) being assessed, and
any appropriate personnel in the
industry/enterprise/training establishment and/or any
agency identified under legislation

2.4 Review activities are documented, findings are
substantiated and the review approach evaluated.

3. Report review findings 3.1 Recommendations are made to appropriate personnel for
modifications to the assessment procedure(s) in light of
the review outcomes

3.2 Records are evaluated to determine whether the needs of
appropriate personnel have been met

3.3 Effective contributions are made to system-wide reviews
of the assessment process and feedback procedures and
are reviewed
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 3

RANGE STATEMENT

The range statement relates to the unit of competency as a whole. It allows for different work
environments and situations that may affect performance. Bold italicised wording, if used in the
Performance Criteria, is detailed below. Add any essential operating conditions that may be present
with training and assessment depending on the work situation, needs if the candidate, accessibility of
the item, and local industry and regional contexts.

Assessment system may
be developed by:

• the industry
• the enterprise
• the Registered Training Organisation
• a combination of the above.
• The assessment system should specify the following:

• the purpose of assessment
• competencies required of assessors
• record keeping procedures and policies
• any allowable adjustments to the assessment method

which may be made for the person being assessed
who have special needs

• the appeal/review mechanisms and procedures
• the review and evaluation of the assessment process
• the linkages between assessment and training

qualifications/awards, employee classification,
remuneration, progression

• relevant policies
• quality assurance mechanisms
• apportionment of costs/fees (if applicable)
• marketing/promotion of assessment
• verification arrangements
• auspicing arrangements, if applicable
• partnership arrangements, if applicable.
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Specific assessment
context may be
determined by:

• the industry
• the enterprise
• the Registered Training Organisation
• a combination of the above.
• The assessment system should specify the following:

• the purpose of assessment
• competencies required of assessors
• record keeping procedures and policies
• any allowable adjustments to the assessment method

which may be made for the person being assessed
who have special needs

• the appeal/review mechanisms and procedures
• the review and evaluation of the assessment process
• the linkages between assessment and training

qualifications/awards, employee classification,
remuneration, progression

• relevant policies
• quality assurance mechanisms
• apportionment of costs/fees (if applicable)
• marketing/promotion of assessment
• verification arrangements
• auspicing arrangements, if applicable
• partnership arrangements, if applicable.
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Evaluation criteria in
review process should
include:

• number of persons being assessed
• duration of the assessment procedure
• organisational constraints within which assessors must

operate
• occupational health and safety factors
• relationship of the assessor to other appropriate

personnel in the assessment process
• frequency of assessment procedure
• budgetary restraints
• information needs of government and other regulatory

bodies
• support needs and professional development needs of

assessors
• characteristics of persons being assessed
• human resource management implications
• consistency of assessment decisions
• levels of flexibility in the assessment procedure
• fairness of the assessment procedure
• efficiency and effectiveness of the assessment procedure
• competencies achieved by the person(s) being assessed
• difficulties encountered during the planning and conduct

of the assessment
• motivation of the person(s) being assessed
• location and resource suitability
• reliability, validity, fairness and flexibility of the

assessment tool(s)
• relevance of assessment to specified context
• grievances/challenges to the assessment decision by the

person(s) being assessed or their
supervisor/manager/employer

• ease of administration
• access and equity considerations
• practicability.
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Characteristics of persons
being assessed may
include:

• number of persons being assessed
• duration of the assessment procedure
• organisational constraints within which assessors must

operate
• occupational health and safety factors
• relationship of the assessor to other appropriate

personnel in the assessment process
• frequency of assessment procedure
• budgetary restraints
• information needs of government and other regulatory

bodies
• support needs and professional development needs of

assessors
• characteristics of persons being assessed
• human resource management implications
• consistency of assessment decisions
• levels of flexibility in the assessment procedure
• fairness of the assessment procedure
• efficiency and effectiveness of the assessment procedure
• competencies achieved by the person(s) being assessed
• difficulties encountered during the planning and conduct

of the assessment
• motivation of the person(s) being assessed
• location and resource suitability
• reliability, validity, fairness and flexibility of the

assessment tool(s)
• relevance of assessment to specified context
• grievances/challenges to the assessment decision by the

person(s) being assessed or their
supervisor/manager/employer

• ease of administration
• access and equity considerations
• practicability.

Appropriate personnel may
include:

• assessors
• person(s) being assessed
• employee/union representatives
• consultative committees
• users of assessment information such as training

providers, employers, human resource departments
• State/Territory Training/Recognition Authorities
• training and assessment coordinators
• relevant managers/supervisor/team leaders
• technical specialists.

Assessment procedure: • The assessment procedure is developed (and endorsed)
by person(s) responsible for the implementation of the
assessment process in:
• the industry
• the enterprise
• the training organisation
• a combination of the above.
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The assessment
procedure should specify
the following:

• recording procedure
• appeal/review mechanism
• assessment methods to be used
• instructions/materials to be provided to the person(s)

being assessed
• criteria for making decisions of competent, or not yet

competent
• number of assessors
• assessment tools
• evidence required
• location of assessment
• timing of assessment
• assessment group size
• allowable adjustments to the assessment procedure

depending on characteristics of person(s) being
assessed.

Assessment methods may
include a combination of:

• recording procedure
• appeal/review mechanism
• assessment methods to be used
• instructions/materials to be provided to the person(s)

being assessed
• criteria for making decisions of competent, or not yet

competent
• number of assessors
• assessment tools
• evidence required
• location of assessment
• timing of assessment
• assessment group size
• allowable adjustments to the assessment procedure

depending on characteristics of person(s) being
assessed.

Assessment tools may
include:

• specific instructions to be given relating to the
performance of practical tasks or processes or simulation
exercises

• specific instructions to be given in relations to the
production projects and exercises

• sets of oral/written/computer based questions to be asked
• performance checklists
• log books
• marking guides
• descriptions of competent performance

A number of these tools may be used in combination in order
to provide enough evidence to make judgments.
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Allowable adjustments
may include:

• specific instructions to be given relating to the
performance of practical tasks or processes or simulation
exercises

• specific instructions to be given in relations to the
production projects and exercises

• sets of oral/written/computer based questions to be asked
• performance checklists
• log books
• marking guides
• descriptions of competent performance

A number of these tools may be used in combination in order
to provide enough evidence to make judgments.

Assessment environment
and resources to be
considered

• time
• location
• personnel
• finances/costs
• equipment
• materials
• OHS requirements
• enterprise/industry standard operating procedures.

EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Documented process for the review of the assessment
procedure(s)

• A report on the review of the operations and outcomes of
the assessment procedure(s) including substantiation of
findings and any recommendations for modifications.

Assessment requires evidence of the following processes to be
provided:

• How the review process for evaluating the assessments
in the enterprise, industry or organisation was
implemented

• Why particular review/evaluation methodologies were
chosen

• How cooperation and input from the person(s) assessed
and appropriate personnel was sought as part of the
review.
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Interdependent
assessment of units:

Assessment requires evidence of the following products to be
collected:

• Documented process for the review of the assessment
procedure(s)

• A report on the review of the operations and outcomes of
the assessment procedure(s) including substantiation of
findings and any recommendations for modifications.

Assessment requires evidence of the following processes to be
provided:

• How the review process for evaluating the assessments
in the enterprise, industry or organisation was
implemented

• Why particular review/evaluation methodologies were
chosen

• How cooperation and input from the person(s) assessed
and appropriate personnel was sought as part of the
review.

Required knowledge and
skills

• Knowledge of the review process established by the
industry, enterprise or training organisation

• Knowledge of evaluation methodologies relevant to the
assessment context

• Relevant standards of performance including industry or
enterprise competency standards and assessment
guidelines

• Knowledge of legal and ethical responsibilities including
occupational health and safety regulations and
procedures, equal employment and anti-discrimination
requirements

• Knowledge of relevant organisational policies and
procedures of the workplace and/or job roll

• Understanding of the assessment principles of reliability,
validity, fairness, flexibility, authenticity, sufficiency and
consistency

• Skills in the application of various assessment
methods/tools in a relevant workplace context

• Planning own work including predicting consequences
and identifying improvements

• Language, literacy and numeracy skills required to:
• read and interpret review procedures
• participate in discussions and listen strategically to

evaluate information critically
• gather, select and organise findings from a number of

sources
• document findings in summary form, graphs or tables
• present findings in a short report to relevant personnel
• make recommendations based on findings
• determine cost effectiveness

• Communication skills appropriate to the culture of the
workplace and the individual(s).

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

BSZ403A Review assessment

Volume 3 of 4, Imported Unit 5 of 58 Page 283 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Resource implications: • Knowledge of the review process established by the
industry, enterprise or training organisation

• Knowledge of evaluation methodologies relevant to the
assessment context

• Relevant standards of performance including industry or
enterprise competency standards and assessment
guidelines

• Knowledge of legal and ethical responsibilities including
occupational health and safety regulations and
procedures, equal employment and anti-discrimination
requirements

• Knowledge of relevant organisational policies and
procedures of the workplace and/or job roll

• Understanding of the assessment principles of reliability,
validity, fairness, flexibility, authenticity, sufficiency and
consistency

• Skills in the application of various assessment
methods/tools in a relevant workplace context

• Planning own work including predicting consequences
and identifying improvements

• Language, literacy and numeracy skills required to:
• read and interpret review procedures
• participate in discussions and listen strategically to

evaluate information critically
• gather, select and organise findings from a number of

sources
• document findings in summary form, graphs or tables
• present findings in a short report to relevant personnel
• make recommendations based on findings
• determine cost effectiveness

• Communication skills appropriate to the culture of the
workplace and the individual(s).

Consistency in
performance

Competency in this unit needs to be assessed over a period of
time, in a range of contexts and on multiple occasions involving
a combination of direct, indirect and supplementary forms of
evidence.

Context for assessment Competency in this unit needs to be assessed over a period of
time, in a range of contexts and on multiple occasions involving
a combination of direct, indirect and supplementary forms of
evidence.
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BSZ404A Train small groups
Unit Descriptor This unit covers the requirements for planning, delivering and reviewing

training provided for the purposes of developing competency on a
one-to-one or small group basis.

Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Prepare for training 1.1 Specific needs for training are identified and confirmed
through consultation with appropriate personnel

1.2 Training objectives are matched to identified competency
development needs

1.3 Training approaches are planned and documented

2. Deliver training 2.1 Training is conducted in a safe and accessible
environment

2.2 Training delivery methods are selected appropriate to
training participant(s) needs, trainer availability, location
and resources

2.3 Strategies and techniques are employed which facilitate
the learning process

2.4 Objectives of the training, sequence of activities and
assessment processes are discussed with training
participant(s)

2.5 A systematic approach is taken to training and the
approach is revised and modified to meet specific needs
of training participant(s)

3. Provide opportunities for
practices

3.1 Practice opportunities are provided to ensure that the
participant achieves the components of competency

3.2 Various methods for encouraging learning are
implemented to provide diverse approaches to meet the
individual needs of participants

4. Review training 4.1 Participants are encouraged to self evaluate performance
and identify areas for improvement

4.2 Participants readiness for assessment is monitored and
assistance provided in the collection of evidence of
satisfactory performance

4.3 Training is evaluated in the context of self-assessment,
participant feedback, supervisor comments and
measurements against objectives

4.4 Training details are recorded according to enterprise and
legislative requirements

4.5 Results of evaluation are used to guide further training
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

Relevant information to
identify training needs
includes:

• industry/enterprise or other performance competency
standards

• endorsed components of relevant industry training
package

• industry/workplace training practices
• job descriptions
• results of training needs analyses
• business plans of the organisation which identify skill

development requirements
• standard operating and/or other workplace procedures.

Appropriate personnel may
include:

• team leaders/supervisors/ technical experts
• managers/employers
• training and assessment coordinators
• training participants
• representative government regulatory bodies
• union/employee representatives
• consultative committees
• assessors.

Training delivery methods
and opportunities for
practice may include:

• presentations
• demonstrations
• explanations
• problem solving
• mentoring
• experiential learning
• group work
• on the job coaching
• job rotation
• a combination of the above.
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Components of
competency include:

• task skills
• task management skills
• contingency management skills
• job/role environment skills
• transfer and application of skills and knowledge of new

contents.

Characteristics of training
participant may include
information in relation to:

• language, literacy and numeracy needs
• cultural, language, and educational background
• gender
• physical ability
• level of confidence, nervousness or anxiety
• age
• previous experience with the topic
• experience in training and assessment.

Training sessions may
include:

• one to one demonstration
• small group demonstration (2 to 5 persons).

Resources may include: • time
• location
• personnel
• materials and equipment
• OHS and other workplace requirements
• enterprise/industry standard operating procedures
• finances/costs.

Strategies and techniques
may include:

• active listening
• targeted questioning
• points of clarification
• group discussions.
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EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Description of the specific training need and required
competency outcomes

• Outline of the training approach and steps to be followed
• Description of training participant(s) and delivery

method(s) to be used
• Specific resources required
• Outline of the evidence to be collected for monitoring

training participant progress
• Trainer's self assessment of training delivery
• Participant evaluation of training delivery
• Evaluation of review comments against plan of training
• Records/documentation for monitoring progress of

training participant(s).

Evidence may be collected using proformas or template

Assessment requires evidence of the following processes to be
provided:

• How the specific training need was determined
• How the sequence of the training was determined
• How appropriate personnel were identified
• Why particular delivery method(s) were selected
• How the characteristics of training participant(s) as

identified
• How the resource requirements were established
• How participant progress was monitored
• Why and how the training resources were selected
• How appropriate personnel confirmed training

arrangements
• How participant(s) were informed of:

• intended training outcomes
• competencies to be achieved
• on and/or off the job practice opportunities
• benefits of practices
• learning activities and tasks
• assessment tasks and requirements

• How constructive feedback was provided to training
participant about progress toward competency to be
acquired

• How training participant readiness for assessment was
determined and confirmed

• How records were maintained to ensure confidentiality,
accuracy and security.

Evidence may be provided verbally or in written form
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Interdependent
assessment of units

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

Required knowledge and
skills:

• Competency in the units being taught
• Workplace application of the relevant competencies
• Identification of evidence of competency
• Planning of own work including predicting consequences

and identifying improvements
• Application of relevant workplace policies (eg OHS and

EEO) and any relevant legislative or regulatory
requirements

• Correct use of equipment, and any other processes and
procedures appropriate for the training

• Ethical handling of performance issues
• Language, literacy and numeracy required skills to:

• conduct discussions and ask probing questions to
review the training

• gather information (in spoken or written form) for
review purposes

• make verbal recommendations for delivery of future
training

• adjust language to suit target audience (training
participant/appropriate personnel)

• complete records on training
• provide verbal feedback & report on training outcomes
• follow and model examples of written texts
• promote training in verbal or written form

• Communication skills appropriate to the culture of the
workplace, appropriate personnel and training
participants.

Resource implications Access to records system for training, information, and training
participants and supervisory staff (where appropriate).

Consistency in
performance

Competency in this unit needs to be assessed over a period of
time, in a range of contexts and on multiple occasions involving
a combination of direct, indirect and supplementary forms of
evidence.

Context for assessment Assessment may occur on the job or in a simulated workplace.
Candidate workplace trainers should use competencies
relevant to their area of technical expertise.
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BSZ406A Plan a series of training sessions
Unit Descriptor This unit covers the requirement for persons who implement a training

program for a target group. This involves planning a series of training
sessions to meet the identified competency requirements of the target
group.

Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Identify training
requirements

1.1 Current competencies of the target group are identified
1.2 Relevant training package documentation or approved

training course documentation is obtained where
applicable

1.3 Qualification requirements, competencies and/or other
performance standards to be attained are interpreted

1.4 Training requirements are identified from the gap between
the required competencies and the current competencies
of the target group

1.5 Training requirements are confirmed with appropriate
personnel

2. Develop outlines of
training sessions

2.1 The training program goals, outcomes, performance and
underpinning knowledge requirements are identified

2.2 The training program requirements, workplace application,
activities and tasks required to develop the requisite
competencies are analysed

2.3 A range of training delivery methods are identified which
are appropriate for:
2.3.1 the competencies to be achieved
2.3.2 training program's goals
2.3.3 characteristics of training participants
2.3.4 language, literacy and numeracy skill level of

training participants
2.3.5 availability of equipment and resources
2.3.6 Industry/enterprise contexts and requirements

2.4 Training session outlines are mapped against required
competencies and deficiencies are identified and
addressed
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3. Develop training materials 3.1 Available materials to support the training program are
checked for relevance and appropriateness in terms of the
language, style, characteristics of training participants and
copyright

3.2 Existing materials are customised or resources are
developed to enhance the learning capability of training
participants to achieve in the delivery setting

3.3 Instructions for use of learning materials and any required
equipment are provided

3.4 Copyright laws are observed
3.5 Training resource costs are identified and approvals are

obtained from appropriate personnel
3.6 Documentation, resources and materials developed or

used are clear and comprehensible

4. Develop training sessions 4.1 Training session plans are developed to meet the goals of
the training program

4.2 Training session plans specify session planned outcomes
4.3 Opportunities are created within training session design

for participants to manage own competency acquisition
and apply the relevant competencies in practice

4.4 Session plans identify delivery methods which are
appropriate for:
4.4.1 the competency to be achieved
4.4.2 training program's goals
4.4.3 training participants' characteristics
4.4.4 language, literacy and numeracy skill level of

training participants
4.4.5 learning resources and facilities to be used
4.4.6 equipment and consumable resources available
4.4.7 industry/enterprise/workplace contexts and

requirements each outlined training session.
4.5 Training sessions are designed to measure participant

progress towards the program goals
4.6 Sequence and timing of the training sessions are

documented

5. Arrange resources 5.1 Resources required for the training sessions are identified
and, where special access is required, approved by
appropriate personnel

5.2 Appropriate training locations are identified and arranged
5.3 Arrangements are made with (any) additional personnel

required to support the training program
5.4 The training environment arranged is safe, accessible and

suitable for the acquisition of the identified competencies
5.5 Learning resources, documentation on required

competencies, assessment procedures and information on
available support for training participants is organised and
held in an accessible form
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 3

RANGE STATEMENT

Training program may
include:

• A collection of training activities to meet competency
requirements and target group and client needs. Clients
provide the approvals for expenditure of training
resources. Target group is the group for whom training is
available and may include:
• employee groups (eg particular classification or work

area, female employees)
• groups or individuals with special training and/or

recognition needs.

Training may be
conducted:

• on the job
• in a simulated setting
• in a training organisation
• in a combination of locations to suit the units of

competency being learned and/or assessed
• in a single site or multi site operation
• in a work environment.

Appropriate personnel may
include:

• trainers/teachers and assessors
• team leaders/supervisors/managers/employers
• participant/employee/learner
• technical /subject experts
• government regulatory bodies
• union/employee representatives
• consultative committees
• users of training information such as training providers,

employers, human resource departments
• State/Territory Training/Recognition Authorities
• language, literacy, numeracy specialists
• assessment/training partners.
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Training programs may be
based on:

• national industry training packages
• enterprise training packages
• national, state and local curriculum
• enterprise based standards, standards of performance or

curriculum
• international standards
• international programs.

Target group
competencies may be
identified by:

• reports on assessment of competencies
• content analysis of curriculum vitae
• enterprise training and assessment record keeping

system
• industry training and assessment recording system
• self, peer or supervisor reports.

Training sessions may
involve:

• theory
• demonstration
• combination of the two.

Training programs may
involve:

• enterprise based delivery
• provider based delivery

• fee for service
• local, state or national curricula

• community based delivery
• school based delivery
• international programs
• combination of the above.

Characteristics of
participants include:

• language, literacy and numeracy needs
• cultural and language background
• educational background or general knowledge
• gender
• age
• physical ability
• previous experience with the topic
• experience in training and assessment
• level of confidence, nervousness or anxiety
• work organisation or roster.

Variables for achieving
competency include:

• characteristics of training participants
• resources (time, location , space, people and costs)
• language, literacy and numeracy issues.

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

BSZ406A Plan a series of training sessions

Volume 3 of 4, Imported Unit 7 of 58 Page 293 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Training delivery methods
include:

• face to face
• distance
• lock step, partly self paced, all self paced
• trainer centred, participant centred
• real time, time independent
• place dependent, place independent
• interactive (eg audio or video conferencing, computer

assisted, discussion).

Materials may include: • non-endorsed components of an industry training
package

• work books
• language, literacy and numeracy support/integrated

training materials
• workshop guides
• background reading materials/documents
• handouts
• industry/enterprise competency standards
• supportive policies and legislation.

Training support may
include:

• technical and subject experts
• language and literacy specialists
• team leaders/supervisors/managers/employers
• specific enterprises
• assessment/training partners
• trainers/teachers and assessors
• training and assessment coordinators.

Practice opportunities may
include:

• on the job
• off the job but located in participant's workplace
• off the job in a special demonstration area
• off the job in an external training room
• work/field placements
• job rotation
• or a combination of the above.
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Training activities and
tasks may include:

• oral presentations
• simulation activities
• project work
• group activities
• practical demonstrations
• assignments
• laboratory work
• shadowing, coaching, mentoring
• computer based learning
• role plays
• interviews
• discussion groups
• surveys
• action learning
• on the job learning
• off the job learning
• practical placements.

EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Description of target group, characteristics of training
participants and appropriate personnel

• Outline of training program requirements to deliver
training sessions, including any variables to meet to meet
the characteristics of training participants

• Training session plans
• Samples of training materials
• Documentation of resources, assessment procedures and

support needed in training delivery.

Assessment requires evidence of the following processes to be
provided:

• How appropriate personnel were consulted
• How consultation took place with appropriate how the

session plans meet competency requirements and
characteristics of training participants

• How the training was made accessible and effective for
all training participants

• How training materials and resources were selected
• How training materials were prepared
• Why training methods of delivery were selected
• How/why training delivery was modified
• How language, literacy and numeracy issues were taken

into consideration in the planning process.

Interdependent
assessment of units

This unit of competency may be assessed in conjunction with
other units that form part of a job role.
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Required knowledge and
skills

• Assessment and Workplace Training Competency
Standards

• Relevant competency standards, including industry or
enterprise standards of performance

• Relationships of competencies to industrial agreements,
classification systems and Australian Qualifications
Framework (AQF)

• Relevant workplace policies and procedures that apply to
that work and (any) related legislation or regulatory
requirements

• Competency in unit(s) of competency relevant to the
training program

• Principles of adult learning and competency based
training

• Identification and correct use of equipment, processes
and procedures relevant to unit(s) of competencies

• Appropriate methods of analysis and planning
• Sources of assistance for participants requiring language

or other particular training support
• Planning own work, including predicting consequences

and identifying improvements
• Language, literacy and numeracy skills to:

• collect, summarise and interpret relevant information to
plan a series of programs

• communicate in spoken and written form with a range
of people in specified training context

• adjust spoken and written language to suit audience
• prepare and/or customise training materials and

specified documentation using clear and
comprehensible language and layout

• calculate and estimate costs, time and length of
training sessions

• Awareness of language, literacy and numeracy issues
relevant to the context of training and assessment,
including current theories on the integration of LL&N with
technical training

• Application of cultural understanding in the context of
training and assessment

Resource implications Access to target group, competency training program including
relevant standards and resources.

Consistency in
performance may include

Competency in this unit needs to be assessed over a period of
time, on multiple occasions, and in a range of contexts
involving a combination of direct, indirect and supplementary
forms of evidence.

Context for assessment Assessment may occur on the job or in a simulated workplace.
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BSZ407A Deliver training sessions
Unit Descriptor This unit covers the requirements for a person to deliver training

sessions as part of a training program.
Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Prepare training
participants

1.1 Training program goals and training session outcomes are
explained to, and discussed with, training participants

1.2 The training program workplace applications, training
activities and tasks are explained and confirmed with the
training participants

1.3 Needs of training participants for competency acquisition
are identified

1.4 The series of training sessions for the training program are
explained to training participants

1.5 Ways in which the competencies are to be developed and
assessed are explained to, and confirmed with, training
participants

1.6 Language is adjusted to suit the training participants and
strategies / techniques (eg paraphrasing and questioning)
are employed to confirm understanding

2. Present training session 2.1 Presentation and training delivery are appropriate to the
characteristics of training participants and the
development of the competencies

2.2 Presentation of training and design of learning activities
emphasise and reinforce the components of competency
2.2.1 task skills
2.2.2 task management skills
2.2.3 contingency management skills
2.2.4 job/role environment skills
2.2.5 transfer and application of skills and knowledge to

new contexts
2.2.6 Presentation and training delivery methods provide

variety, encourage participation and reinforce
competencies

2.3 Spoken language and communication strategies /
techniques are used strategically to encourage
participation and to achieve the outcomes of training
sessions

2.4 Training sessions are reviewed and modified as
necessary to meet training participants' needs
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3. Facilitate individual and
group learning

3.1 The requirements for the effective participation in the
learning process is explained

3.2 Timely information and advice is given to training
participants during training sessions

3.3 Training presentations are enhanced with the use of
appropriate training resources

3.4 Clear and accurate information is presented in a sequence
to foster competency development

3.5 Language is adjusted to suit training participants
3.6 Training participants are actively involved in sessions by

being encouraged to ask questions, clarify points of
concern and contribute comments at appropriate and
identified stages

3.7 Training equipment and materials are used in a way that
enhances learning

3.8 Supplementary information is provided to enhance and
clarify understanding as required by individuals or the
group

3.9 Key points are summarised at appropriate times to
reinforce learning

3.10 Individual learning and group dynamics are monitored and
managed to achieve program goals

3.11 Language, literacy and numeracy issues are taken into
account to facilitate learning by training participants

4. Provide opportunities for
practice and feedback

4.1 Process, rationale and benefits of practice of competency
are discussed with training participants

4.2 Practice opportunities are provided to match:
4.2.1 specific competencies to be achieved
4.2.2 context of the training program
4.2.3 specific outcomes of the training session

4.3 Training participants' readiness for assessment is
monitored and discussed with participants

4.4 Constructive feedback and reinforcement are provided
through further training and/or practice opportunities

5. Review delivery of training
session

5.1 Training participants review of training delivery is sought
5.2 The delivery of training session is discussed with

appropriate personnel at appropriate times
5.3 Trainer self assesses training delivery against program

goals, session plans and Assessment and Workplace
Training Competency Standards

5.4 The reactions of relevant personnel to the delivery are
sought and discussed at appropriate times

5.5 Adjustments to delivery, presentation and training are
considered and incorporated
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 2

Using technology 2

RANGE STATEMENT

Training Program: • A collection of training activities to develop competencies
of a target group. Clients provide the approvals for
expenditure of training resources. Target group include:
• employee groups (eg particular classification or work

area, female employees)
• groups or individuals with special training and or

recognition needs.

Appropriate personnel: • trainers/teachers and assessors
• team leaders/supervisors/managers/employers
• participant/employee/learner
• technical experts
• government regulatory bodies
• union/employee representatives
• consultative committees
• users of training information such as training providers,

employers, human resource departments
• State/Territory Training/Recognition Authorities.

Training program may be
based on:

• national industry training packages
• enterprise training packages
• national, state and local curriculum
• enterprise based standards, standards of performance or

curriculum
• international standards
• international programs.
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Training programs may
involve:

• enterprise based delivery
• provider based delivery

• fee for service
• local, state or national curricula

• community based delivery
• school based delivery
• international programs
• combination of the above.

Target group's
competencies may be
identified by:

• reports on assessment of competencies
• content analysis of curriculum vitae
• enterprise training and assessment record keeping

system
• industry training and assessment recording system
• self, peer or supervisor reports.

Training sessions may
involve:

• theory
• demonstration
• combination of the two.

Characteristics of
participants:

• language, literacy and numeracy needs
• cultural and language background
• educational background or general knowledge
• gender
• age
• physical ability
• previous experience with the topic
• experience in training and assessment
• level of confidence, nervousness or anxiety.

Training delivery methods
may include:

• face to face
• distance
• lock step, partly self paced, all self paced
• trainer centred, participant centred
• real time, time independent
• place dependent, place independent
• interactive (eg audio, or video conferencing, computer

assisted, discussion).

Training materials may
include:

• non-endorsed components of an industry training
package

• work books
• workshop guides
• background reading materials/documents
• handouts
• industry/enterprise competency standards
• supportive policies and legislation.
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Practice opportunities may
be:

• on the job
• off the job but located in participant's workplace
• off the job in a special demonstration area
• off the job in external training room
• work/field placements
• job rotation
• or a combination of the above.

Training activities and
tasks may include:

• oral presentations
• simulation activities
• project work
• group activities
• practical demonstrations
• assignments
• laboratory work
• shadowing, coaching, mentoring
• computer based learning
• role plays
• interviews
• discussion groups
• surveys
• action learning
• on the job learning
• off the job learning
• practical placements.
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EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Delivery of training sessions in a number of contexts
using a range of delivery methods to competency
requirements

• Training materials and resources
• Trainers self assessment of their own training delivery
• Documentation on reaction of appropriate personnel and

training participants to delivery of training sessions
• Changes made to subsequent delivery practices based

on feedback by training participants and appropriate
personnel.

Assessment requires evidence of the following processes to be
provided:

• How training participants were informed of the:
• program's goals
• competencies to be achieved
• training session outcomes,
• on and/or off the job practice opportunities
• benefits of practice
• training activities and tasks
• assessment tasks and requirements

• How the delivery of the training was conducted to ensure
that :
• training participants were involved in the sessions
• language, literacy and numeracy issues were taken

into consideration
• Why particular resource materials were selected
• How the characteristics of training participants were

identified and addressed
• How readiness for assessment was determined and

confirmed with training participants
• How constructive feedback was provided to the target

group about their progress toward the program's goals
• How the group operated in terms of processes and

dynamics
• How feedback from target group was received and

program adjusted.

Interdependent
assessment of units

This unit of competency may be assessed in conjunction with
other units that form part of a job role.
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Required knowledge and
skills

• Knowledge of Assessment and Workplace Training
Competency Standards and Assessment Guidelines

• Relevant competency standards including industry or
enterprise standards

• Relationships of competencies to industrial agreements,
classification systems and the Australian Qualifications
Framework (AQF)

• Relevant workplace policies and procedures that apply to
that work and (any) related legislation on regulatory
requirements (eg OHS and anti-discrimination
regulations)

• Competency in unit(s) of competency relevant to the
training program

• Identification and correct use of equipment, processes
and procedures relevant to unit(s) of competencies

• Understanding of the principles of adult learning and
competency based training as applied to target group

• Design and / or customisation of effective learning
resources

• Requirements for compliance with copyright law for
resources used in training

• Skills in facilitating group and individual learning in
specific contexts

• Knowledge of training delivery methods / strategies
• Skills in the design of activities and tasks to facilitate

learning in specific contexts
• Sources of assistance for participants requiring language

or other particular training support
• Planning own work including predicting consequences

and identifying improvements
• Language, literacy and numeracy required skills to :

• present information in a clear, logical and coherent
manner

• present technical information using language which
mirrors the language used to perform the task or skill in
the relevant work context

• adjust spoken and written language to suit audience
• employ interaction strategies and techniques (eg

probing questioning, active listening & constructive
feedback ) to encourage participation

• prepare learning resources and materials using
language and layout features to suit intended audience

• Awareness of language, literacy and numeracy (LL&N)
issues and principles in the context of training and
assessment, including the integration of LL&N with
technical training

• Communication skills appropriate to the culture of the
workplace, appropriate personnel and target group.

Resource implications Access to training program, training session plans, requisite
training locations, materials and target groups for training.

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

BSZ407A Deliver training sessions

Volume 3 of 4, Imported Unit 8 of 58 Page 303 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Consistency in
performance

Competency in this unit needs to be assessed over a period of
time, in a range of context and on multiple occasions involving
a combination of direct, indirect and supplementary forms of
evidence.

Context for assessment Assessment should occur in on the job or in a simulated
workplace.
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BSZ408A Review training
Unit Descriptor This unit covers the requirements of persons to record training data and

review training.
Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Record training data 1.1 Details of training program and target group's competency
attainment are recorded in accordance with the training
system requirements and securely stored

1.2 Training records are made available to authorised persons
and training participants at the required times, as specified
in the training system recording and reporting policy
documents

2. Evaluate training 2.1 Training is evaluated against identified needs and goals of
the training program

2.2 Feedback on the training program is sought from training
participants and appropriate personnel

2.3 Training participants are encouraged to evaluate how
progress towards achieving competency was enhanced by
the training sessions

2.4 Trainer's performance is reviewed against: program goals
2.4.1 the Assessment and Workplace Training

Competency
2.4.2 Standards
2.4.3 training participants' comments
2.4.4 training participants' competency attainment

2.5 Results of the evaluation are used to improve current and
future training

2.6 Suggestions are made for improving any aspect of the
recording procedure

3. Report on training 3.1 Reports on outcomes of the training sessions are
developed and distributed to appropriate personnel

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 3
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RANGE STATEMENT

Training program: • A collection of training activities to develop competencies.
Clients provide the approvals for expenditure of training
resources. Target group is the group for whom training is
available and may include-
• employee groups (eg particular classification or work

area, female employees)
• groups or individuals with special training and or

recognition needs.

Training may be: • on the job
• in a simulated setting
• in a training organisation
• in a combination of locations to suit the units of

competency being developed and/or assessed
• in a single site or a multi site operation
• a combination of the above.

Clients may include: • a department/division
• a work area
• an enterprise or organisation.

Client needs may include: • increased productivity
• increased enterprise profitability
• attainment of specified industry or enterprise

competencies
• achievement of community priorities
• achievement of government priorities.

Characteristics of
participants may include:

• language, literacy and numeracy needs
• cultural language and education background
• educational background or general knowledge
• gender
• age
• physical ability
• previous experience with the topic
• experience in training and assessment
• level of confidence, nervousness or anxiety.

Training system may be
developed by:

• the industry
• the enterprise
• the training organisation
• a combination of the above.
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Reports on training may
be:

• on a proforma or template
• written
• verbal
• combination of the above.

Training evaluation may
include:

• affective (eg. satisfaction with the program)
• cognitive (eg. knowledge or skill gain)
• performance or behaviour (eg. absenteeism from work,

productivity)

Appropriate personnel may
include:

• trainers/teachers and assessors
• team leaders/supervisors/managers/employers
• participant/employee/learner
• technical experts (eg language and literacy coordinators)
• government regulatory bodies
• union/employee representatives
• consultative committees
• users of training information such as training providers,

employers, human resource departments
• state/territory training/recognition authorities.

Record systems may be: • paper based
• computer based systems using magnetic or optical

storage
• combination of both paper and computer based systems.

Training session may
involve:

• theory
• demonstration
• or a combination of the two.

Training programs may
involve:

• enterprise based delivery
• provider based delivery:
• fee for service

• local, state or national curricula
• community based delivery

• school based delivery
• international programs
• combination of the above.

Variables for achieving
competency may include:

• participant characteristics
• resources (time, location, space, people and costs)
• language, literacy and numeracy issues.
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Training delivery methods: • face to face
• distance
• lock step, partly self paced, all self paced
• trainer centred, participant centred
• real time, time independent
• place dependent, place independent
• interactive (eg audio, or video conferencing, computer

assisted, discussion).

Training materials may
include:

• non-endorsed components of an industry training
package

• work books
• workshop guides
• background reading materials/documents
• handouts
• industry/enterprise competency standards
• supportive policies and legislation.

Training support may
come from:

• technical and subject experts (including particular subject
and language and literacy specialists)

• language and literacy specialists
• team leaders/supervisors/managers/employers
• specific enterprises
• assessment/training partners
• trainers/teachers and assessors
• training and assessment coordinators.

Practice opportunities may
be:

• on the job
• off the job but located in participant's workplace
• off the job in a special demonstration area
• off the job in external training room
• work/field placements
• job rotation
• or a combination of the above.
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EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected:

• Evaluation reports in accordance with performance
criteria(trainer, trainees and appropriate personnel)

• Training and assessment records
• Reports on the outcomes of the training sessions and

training program
• Plans for current and future training programs and

activities
• Promotional materials/reports
• Costs incurred.

Assessment requires evidence of the following processes to be
provided:

• How and why evaluation methods were selected
• How evaluation information was gathered and acted upon
• How the report on training sessions/programs was made

to appropriate personnel
• How records are maintained, kept confidential and

secured.

Interdependent
assessment of units

This unit of competency may be assessed in conjunction with
other units that form part of a job role.
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Required knowledge and
skills:

• Assessment and Workplace Training Competency
Standards

• Relevant competency standards, including industry or
enterprise standards of performance

• Legal and ethical responsibilities including occupational
health and safety regulations and procedures, equal
employment and anti-discrimination requirements and
other policies relevant to the specified context.

• Policies and procedures relating to the organisation's
training system including those requirements for
recording and maintaining confidential, secure and
accurate records

• Evaluation and review methodolgies including those that
produce qualitative and quantitative data

• Establishment of criteria to evaluate training programs
• Adaptation and use of training record systems for

formative and summative assessment
• Planning own work including predicting consequences

and identifying improvements
• Language, literacy and numeracy skills such as those

required to :
• collect, organise and analyse data
• prepare reports, questionnaires and promotional

material
• present qualitative and quantitative data in a clear and

coherent manner
• use probing questioning and active listening

techniques to seek feedback on training
• adjust spoken and written language to suit audience

• Awareness of language, literacy and numeracy issues
and principles in the context of training and assessment,
including the integration of LL&N with technical training

• Application of cultural understanding in the context of
training and assessment.

Resource implications: Access to training record systems, programs, and appropriate
personnel.

Opportunities to discuss training outcomes with appropriate
personnel. Access to unit(s) of competency to be assessed,
relevant training programs and materials and resources for the
development of training arrangements.

Consistency in
performance may include:

Competency in this unit needs to be assessed over a period of
time, in a range of contexts on multiple occasions, involving a
combination of direct, indirect and supplementary forms of
evidence.

Context for assessment Assessment should occur on the job or in a simulated
workplace.
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BSZ506A Develop assessment procedures
Unit Descriptor This unit covers the requirements for developing an assessment

procedure for a target group, including determining evidence
requirements and selecting appropriate assessment methods to be
used by assessors.

Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Establish evidence
requirements

1.1 The purpose of the assessment and the target group to be
assessed is identified and confirmed with stakeholders

1.2 The type of evidence required to infer competency is
established and the process of interpreting and recording
the evidence is established and documented

1.3 Evidence requirements are specified to assure coverage
of the key components of competency

1.4 Evidence requirements are specified to assure:
1.4.1 validity
1.4.2 currency
1.4.3 authenticity
1.4.4 sufficiency

1.5 Where additional levels of competence are used, criteria
for making judgements for different levels of competency
are defined

1.6 Links to existing relevant assessment system(s) are
defined, including:
1.6.1 recording and reporting requirements
1.6.2 appropriate personnel and requirements for

receiving information about the assessment
1.6.3 appeal process
1.6.4 quality assurance mechanisms

1.7 Any additional review mechanisms are identified and
documented

1.8 The reporting formats for the assessment process and
recording of outcomes are designed

1.9 The development, implementation and review costs of the
assessment procedure are estimated

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 3
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RANGE STATEMENT

Stakeholders may include: • industry/professional/trade associations
• trainers/teachers and assessors
• team leaders/managers/employers
• training and assessment coordinators
• participants/employees/learners
• technical/subjects experts including language, literacy

and numeracy specialists
• government regulatory bodies
• union/employee representatives
• consultative committees
• relevant industry training advisory bodies
• funding bodies
• State/Territory Training/Recognition Authorities.

Target group may include: • an enterprise
• a department/division
• a job role/occupation
• an industry sector
• a professional association
• a trade
• community sector
• government organisation.

Purpose of assessment: • diagnosing performance;
• classifying an employee
• confirming an employee's competency for the purpose of

career advancement/job level;
• awarding a qualification;
• providing a statement of attainment;
• confirming progress in competency acquisition/learning
• recognising prior learning or current competencies.

Evidence for assessment: Type of evidence may include:

• indirect
• direct
• supplementary
• combination of the above.

Evidence might be interpreted using a range of reference
frames. These include:

• criterion referenced frames
• linkages of evidence to competency standards
• prediction of workplace performance.
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Characteristics of persons
being assessed:

• language, literacy and numeracy levels
• cultural and language background
• educational background or general knowledge
• physical ability
• work organisation or roster
• age
• gender
• experience in assessment
• level of confidence, nervousness or anxiety
• previous experience with topic.

Appropriateness of
evidence types may
include:

• cost effectiveness
• practicability
• flexibility
• communication skills of person(s) being assessed
• assessment experience and characteristics of persons

being assessed.

Assessment methods may
include combinations of:

• direct observation of performance or product
• practical tasks
• projects written/oral/computer-based questioning
• simulation exercise(s)
• consideration of third party reports and self and peer

assessment
• authenticated prior achievements.

Allowable adjustment to
assessment methods/tools
may include:

• provision of support services (eg Auslan interpreter,
reader, interpreter, attendant carer, scribe)

• use of special equipment (eg word processor or lifting
gear)

• adaptive technology
• shorter assessment to allow for fatigue or medication
• use of large print version of any papers.

Specialist panel may
include:

• technical specialists
• language, literacy and numeracy specialists
• assessment specialists
• management and enterprise representatives
• industry representatives
• union/employee representatives
• potential and past candidates.

Operational constraints
may include:

• time available for assessment
• relative cost of evidence gathering strategies
• availability of assessors
• availability of experts in the technical area to be assessed
• availability of persons being assessed because of matters

such as work organisation
• geographical location of persons being assessed.
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Record systems may
include:

• paper based systems
• computer-based systems using magnetic or optical

storage
• combination of both paper and computer based systems.

NB: statutory and legislative requirements for maintaining
records may vary in States/territories

Assessment system: The assessment system may be developed (and endorsed) by:

• the industry
• the enterprise
• the training organisation
• a combination of the above.

The assessment system should specify the following:

• the purpose of assessment
• competencies required of assessors
• record keeping procedures and policies
• any allowable adjustments to the assessment method
• the appeal/review mechanisms and procedures
• the review and evaluation of the assessment process
• the linkages between assessment and training

qualifications/awards, employee classification,
remuneration, progression

• relevant policies
• quality assurance mechanisms
• apportionment of costs/fees (if applicable)
• marketing/promotion of assessment
• verification arrangements
• auspicing arrangements, if applicable
• partnership arrangements, if applicable.

Assessment procedure
should include:

• recording procedure
• appeal/review mechanism
• assessment methods to be used
• number of assessors
• assessment tools
• evidence required
• location of assessment
• timing of assessment
• assessment group size
• allowable adjustments to assessment methods and tools.
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EVIDENCE GUIDE

Critical aspects of
evidence

Assessment requires evidence of the following products to be
collected-

• A description of the stakeholders, target group, the
purpose of assessment

• A description of the competencies to be assessed, and
evidence required to infer competency

• Documentation on steps taken to develop the
assessment procedures, including the trialing of
assessment methods and tools in accordance with
performance criteria

• Documented assessment procedures.

Assessment requires evidence of the following processes to be
provided:

• How the target group and stakeholders were determined
and consulted

• Why particular assessment methods and tools were
selected

• How assessment methods and tools were trialed
• How other persons were involved in the development of

the assessment procedure including:
• the panels of specialists that reviewed the materials -

their roles and responsibilities
• the characteristics of the candidates that piloted the

tasks and provided feedback in detail
• the characteristics of the trial sample.

Interdependent
assessment of units

This unit of competency must be assessed in conjunction with
unit BSZ507A.

Required knowledge and
skills:

• Knowledge of relevant industry/enterprise training
packages, competency or other performance standards

• Knowledge of assessment methods, their purposes and
uses

• Skills in applying assessment methods and tools to elicit
evidence, in a relevant context, from target group

• Knowledge in the development and modification of
assessment tools for a defined group of competencies,
assessment contexts and to meet the characteristics of
persons being assessed

• Language and literacy skills to comprehend sources of
information and to prepare required documentation

• Knowledge of compliance requirements for copyright and
other regulatory requirements

• Identification and correct use of equipment, processes
and procedures

• Planning own work including predicting consequences
and identifying improvements.
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Resource implications Access to target group, stakeholders, competencies or other
standards of performance, information and resources needed to
address required knowledge and skills and for the development
assessment procedures.

Consistency in
performance

Competency in this unit needs to be assessed over a period of time,
in a range of contexts and on multiple occasions involving a
combination of direct, indirect and supplementary forms of evidence.

Context for assessment Assessment may occur on the job or in a simulated workplace.
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HLTFA1A Apply basic First Aid
Unit Descriptor This unit of competency deals with the provision of essential First Aid in

recognising and responding to an emergency using basic life support
measures. The First Aider is not expected to deal with complex
casualties or incidents, but to provide an initial response where First Aid
is required. In this unit it is assumed the First Aider is working under
supervision and/or according to established workplace First Aid
procedures and policies.

Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Assess the situation 1.1 Physical hazards to own and others' health and safety are
identified

1.2 Immediate risk to self and health and safety of the
casualty/OHS are minimised by controlling the hazard in
accordance with OHS requirements

1.3 Casualty's vital signs and physical condition are assessed
in accordance with workplace procedures

2. Apply basic First Aid
techniques

2.1 First Aid management is provided in accordance with
established First Aid procedures

2.2 Casualty is reassured in a caring and calm manner and
made comfortable using available resources

2.3 First Aid assistance is sought from others in a timely
manner and as appropriate

2.4 Casualty's condition is monitored and responded to in
accordance with effective First Aid principles and
workplace procedures

2.5 Details of casualty's physical condition, changes in
conditions, management and response to management
are accurately recorded in line with organisational
procedures

2.6 Casualty management is finalised according to casualty's
needs and First Aid principles

3. Communicate details of
the incident

3.1 Appropriate medical assistance is requested using
relevant communication media and equipment

3.2 Details of casualty's condition and management activities
are accurately conveyed to emergency services/relieving
personnel

3.3 Reports to supervisors are prepared in a timely manner,
presenting all relevant facts according to established
company procedures
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RANGE STATEMENT

The range of variables provides information about the context in which the unit of competency is
carried out. It allows for differences between States and Territories and the Commonwealth, and
between organisations and workplaces. It allows for different work requirements, work practices, and
knowledge. The range of variables also provides a focus for assessment and relates to the unit as a
whole.

First Aid management will
need to account for:

• Workplace policies and procedures
• Industry/site specific regulations, codes etc.
• OHS requirements
• State and territory workplace health and safety

requirements
• Allergies the casualty may have

Physical hazards may
include:

• Workplace hazards
• Environmental hazards
• Proximity of other people
• Hazards associated with the casualty management

processes

Risks may include: • Worksite equipment, machinery and substances
• Environmental risks
• Bodily fluids
• Risk of further injury to the casualty
• Risks associated with the proximity of other workers and

bystanders
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Casualty's condition is
managed for:

• Abdominal injuries
• Allergic reactions
• Bleeding
• Burns - thermal, chemical, friction, electrical
• Cardiac conditions
• Chemical contamination
• Cold injuries
• Crush injuries
• Dislocations
• Drowning
• Envenomation - snake, spider, insect and marine bites
• Environmental conditions such as hypothermia,

dehydration, heat stroke
• Epilepsy, diabetes, asthma and other medical conditions
• Eye injuries
• Fractures
• Head injuries
• Minor skin injuries
• Neck and spinal injuries
• Needle stick injuries
• Poisoning and toxic substances
• Respiratory management of asthma and/or choking
• Shock
• Smoke inhalation
• Soft tissue injuries including sprains, strains, dislocations
• Substance abuse - including drugs
• Unconsciousness including not breathing and no pulse

First Aid management will
need to account for:

• Location and nature of the workplace
• Environmental conditions eg electricity, biological risks,

weather, motor vehicle accidents
• Location of emergency services personnel
• Use and availability of First Aid equipment and resources
• Infection control

Medications may include: • Asthma-aerosol bronchodilators casualty's own or from
First Aid kit in accordance with state and territory
legislation

• Severe allergic reactions-adrenaline-subject to casualty's
own regime
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Resources and equipment
are used appropriate to the
risk and may include:

• Defibrillation units
• Pressure bandages
• Thermometers
• First Aid kit
• Eyewash
• Thermal blankets
• Pocket face masks
• Rubber gloves
• Dressing
• Spacer device
• Cervical collars

Communication systems
may include but are not be
limited to:

• Mobile phone
• Satellite phones
• HF/VHF radio
• Flags
• Flares
• Two-way radio
• Email
• Electronic equipment

Vital signs include: • Breathing
• Circulation
• Consciousness

Established First Aid
principles include:

• Checking the site for danger to self, casualty and others
and minimising the danger

• Checking and maintaining the casualty's airway,
breathing and circulation

EVIDENCE GUIDE

Context of assessment: Competence may be demonstrated working individually, under
supervision or as part of a First Aid team.

Where applicable, assessment should replicate workplace
conditions as far as possible. Where, for reasons of safety,
access to equipment and resources and space, assessment
takes place away from the workplace, simulations should be
used to represent workplace conditions as closely as possible.
Consistency of performance should be maintained over the
required range of workplace situations until renewal of
competence /license is required by the industry/organisation.
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Interdependence of units: Competency in this unit underpins competency in other
aspects of providing workplace First Aid. It may be appropriate
to assess parts of this unit in conjunction with other First Aid
units of competency.

This unit is a prerequisite for HLTFA2A Apply advanced First
Aid.

Evidence of competency may be gathered from other First Aid
units of competency. Competence may be assessed in
conjunction with other industry units of competency such as:

• OHS
• Risk assessment
• Emergency procedures

The following knowledge
should be demonstrated in
assessment:

• Basic anatomy and physiology
• Company standard operating procedures (sops)
• Dealing with confidentiality
• Knowledge of the First Aiders' skills and limitations
• OHS legislation and regulations
• How to gain access to and interpret material safety data

sheets (msdss)

Evidence should
demonstrate the following
skills:

• Resuscitation
• Demonstration of First Aid casualty management

principles assessing and minimising danger, maintaining
the casualty's airway, breathing and circulation

• Safe manual handling of casualty
• Consideration of the welfare of the casualty
• Report preparation
• Communication skills
• Ability to interpret and use listed documents

Underpinning knowledge
and skills:

• Basic anatomy and physiology
• Duty of care
• Resuscitation
• Bleeding control
• Care of unconscious
• State and territory regulatory requirements relating to

currency of skill and knowledge
• Decision making
• Infection control
• Legal requirements
• Airway management
• Assertiveness skills
• Communication skills
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HLTFA2A Apply advanced first aid
Unit Descriptor This unit deals with the provision of advanced First Aid response, life

support, management of casualty(s), the incident and other First Aiders,
until the arrival of medical or other assistance, and provision of support
to other providers. Training Package users should ensure
implementation is consistent with any relevant legislative requirements
in relation to First Aid. When co-assessed with HLTFA1A Apply basic
First Aid this unit is equivalent to skill outcomes achieved upon
completion of a senior or advanced First Aid certificate.

NB. Element 5 'Manage casualty in a remote and/or isolated area'
should only be assessed when required by a workplace.

Prerequisite Unit(s) HLTFA1A Apply basic First Aid
Unit Sector No sector assigned

ELEMENT PERFORMANCE CRITERIA

1. Assess the situation 1.1 Physical hazards are identified and minimised according
to OHS requirements and workplace procedures

1.2 Risks to First Aider and others are assessed and
appropriate response determined to ensure prompt control
of situation

1.3 Need for emergency services/medical assistance is
ascertained and prioritised and triage undertaken where
required

1.4 Resources are deployed to appropriate locations as
required in accordance with workplace procedure

2. Manage the casualty(s) 2.1 Agreement for management of the casualty's injury/illness
is sought from person(s) where relevant

2.2 Welfare procedure is determined and implemented
according to casualty(s) needs

2.3 Effects of injury are controlled and appropriate First Aid
management is determined and applied to meet the needs
of the casualty and situation

2.4 Medication is administered according to relevant
legislation and manufacturer's/supplier's instructions and
subject to casualty's regime

2.5 Casualty(s) condition is monitored and responded to in a
timely manner in accordance with effective First Aid
principles

2.6 Life support equipment is correctly operated where
appropriate according to relevant legislation and
manufacturer's/supplier's instructions

2.7 Management is finalised according to casualty(s) needs
and First Aid principles
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3. Coordinate First Aid
activities until arrival of
medical assistance

3.1 Available resources required are identified and
communication links with appropriate personnel,
emergency management services and medical assistance
are established as appropriate

3.2 Correct amount of resources are deployed to appropriate
locations in an effective manner to ensure timely arrival of
required resources

3.3 The provision of resources is documented and
modifications recommended

3.4 The management of casualties is monitored in accordance
with First Aid principles and workplace procedures

3.5 Evacuation of casualties is coordinated according to
worksite evacuation procedures

3.6 Support services are arranged for personnel involved in
the incident in accordance with workplace principles and
procedures

4. Communicate essential
incident details

4.1 Communication is maintained with relevant personnel
using appropriate media and equipment

4.2 First Aid information is communicated with other
providers/carers as appropriate to meet their needs and in
accordance with workplace procedures

4.3 Information is calmly provided to reassure casualty,
adopting a communication style to match the casualty's
level of consciousness

5. Manage casualty in a
remote and/or isolated
area

5.1 Preparation for isolated travel or work is undertaken,
accounting for expected contingencies

5.2 Casualty's condition is assessed and appropriate
response is determined in order to minimise hazards and
determine need for medical assistance

5.3 Casualty's condition is monitored and responded to in
accordance with effective First Aid principles

5.4 Reassurance and support is provided to casualty during
the wait for medical assistance

5.5 Casualty's comfort is ensured and determined by
establishing and explaining the nature of the illness/injury
and the management procedures

5.6 Shelter from elements is undertaken in accordance with
environmental conditions

5.7 Condition of casualty is documented over time to assist in
on-going management

5.8 Communication links to medical services are established
to ensure prompt control action is undertaken

5.9 Administration of medication is undertaken under medical
instruction, using relevant communication equipment

5.10 Decision whether to transport casualty to medical
assistance or wait is made by evaluating environmental
and casualty's condition

5.11 Assistance in the evacuation of the casualty by
emergency services is provided as required
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6. Evaluate the incident 6.1 Management of the incident is evaluated and where
required an action plan is developed in consultation with
relevant parties

6.2 Participation in debriefing/evaluation occurs either by self
or others or both in order to improve future operations and
address individual's needs

6.3 Access is provided to bona fide critical stress facilitators
where required/requested

6.4 Site management/procedures are implemented and
evaluated in accordance with risk assessment

6.5 Contingency planning is formulated and reviewed to
identify and select alternative management principles and
procedures

RANGE STATEMENT

The range of variables provides information about the context in which the unit of competency is
carried out. It allows for differences between States and Territories and the Commonwealth, and
between organisations and workplaces. It allows for different work requirements, work practices, and
knowledge. The range of variables also provides a focus for assessment and relates to the unit as a
whole.

First Aid management will
need to account for:

• Workplace policies and procedures
• Industry/site specific regulations, codes etc.
• OHS requirements
• State and territory workplace health and safety

requirements

Physical hazards may
include:

• Workplace hazards
• Environmental hazards
• Proximity of other people
• Hazards associated with the casualty management

processes

Risks may include: • Worksite equipment, machinery and substances
• First Aid equipment (oxygen cylinders, defibrillator)
• Environmental risks
• Body fluids
• Risk of further injury to the casualty
• Risks associated with the proximity of other workers and

bystanders
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Casualty's condition is
managed for:

• Abdominal injuries
• Allergic reactions
• Bleeding
• Burns - thermal, chemical, friction, electrical
• Cardiac conditions
• Chemical contamination
• Cold injuries
• Crush injuries
• Dislocations
• Drowning
• Envenomation - snake, spider, insect and marine bites
• Environmental conditions such as hypothermia,

dehydration, heat stroke
• Epilepsy, diabetes, asthma and other medical conditions
• Eye injuries
• Fractures
• Head injuries
• Insect/marine bites
• Minor skin injuries
• Neck and spinal injuries
• Needle stick injuries
• Poisoning and toxic substances
• Respiratory management of asthma and/or choking
• Shock
• Smoke inhalation
• Soft tissue injuries including sprains, strains, dislocations
• Substance abuse - illicit drugs
• Unconsciousness including not breathing and no pulse

First Aid management may
include:

• Administration of analgesic gases
• Cardiopulmonary resuscitation (CPR)
• Infection control
• Semi-automated external defibrillator (SAED)
• Expired air resuscitation (EAR)
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First Aid management will
need to account for:

• Location and nature of the workplace
• Environmental conditions eg electricity, biological risks,

weather, motor vehicle accidents
• Location of emergency services personnel
• Number of casualties and potential casualties
• Use and availability of First Aid equipment, resources and

pharmaceuticals
• Confined spaces, subject to industry need
• Medications may include:

• Oxygen
• Pain relief - paracetamol in accordance with state and

territory legislation, analgesics (penthrane,
entonox-used in mining industry)

• Asthma - bronchodilator drugs and aerosol
bronchodilators - casualty's own or from the First Aid kit in
accordance with state and territory legislation

• Severe allergic reactions - adrenaline - subject to
casualty's own regime

• Heart attack - aspirin

Resources and equipment
are used appropriate to the
risk to be met and may
include:

• Blood pressure cuff
• Oxygen resuscitation/cylinders
• Defibrillation units
• Pressure bandages
• Thermometers
• Injections
• Back boards
• Stretchers
• Soft bag resuscitator
• First Aid kit
• Eyewash
• Thermal blankets
• Pocket face masks
• Rubber gloves
• Dressing
• Spacer device
• Cervical collars

Communication systems
may include but not be
limited to:

• Mobile phone
• Satellite phones
• HF/VHF radio
• Flags
• Flares
• Two way radio
• Email
• Electronic equipment
• Hand signals
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Preparation for
isolated/remote travel may
include:

• Selection of relevant communication equipment
• Relevant First Aid supplies and resources to cater for

environmental conditions

In remote/isolated areas
consideration to travel or
wait would depend upon:

• Severity of injury
• Time required for medical assistance to arrive
• Movement that might hinder rescue procedures

Documentation, especially
in remote/isolated areas
may include:

• Time
• Fluid intake/output
• Blood
• Vomit
• Faeces
• Urine
• Administration of medication including time, date, person

administering, dose
• Vital signs

Established First Aid
principles include:

• Checking the site for danger to self, the casualty and
others and minimising the danger

• Checking and maintaining the casualty's airway,
breathing and circulation

EVIDENCE GUIDE

Context of assessment: Competence may be demonstrated working individually, under
supervision or as part of a First Aid team.

Where applicable, assessment should replicate workplace
conditions as far as possible. Where, for reasons of safety,
space access to equipment and resources and assessment
takes place away from the workplace, simulations should be
used to represent workplace conditions as closely as possible.
Consistency of performance should be maintained over the
required range of workplace situations until renewal of
competence/licence is required by the industry/organisation.
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Interdependence of units: Competency in this unit underpins competency in other
aspects of providing workplace First Aid. It may be appropriate
to assess parts of this unit in conjunction with other First Aid
units of competency.

HLTFA1A Apply basic First Aid is a prerequisite for HLTFA2A
Apply advanced First Aid.

Evidence of competency may be gathered from other First Aid
units of competency. Competence may be assessed in
conjunction with other industry units of competency such as:

• OHS
• Risk assessment
• Emergency procedures

The element describing First Aid provision in remote/isolated
locations should be included in assessment according to its
relevance for the industry Training Package in which
assessment is being undertaken. Further information is
provided in the Implementation Guide.

The following knowledge
should be demonstrated in
assessment:

• OHS legislation and regulations
• Legal responsibilities and duty of care
• Basic anatomy and physiology
• Respiratory/circulatory system
• How to gain access to and interpret material safety data

sheets (MSDSS)
• Company standard operating procedures (SOPS)
• Debriefing counselling procedures
• Dealing with social problems and confidentiality
• Capabilities of emergency management services
• Knowledge of the First Aiders' skills and limitations

Evidence should
demonstrate the following
skills:

The specific injuries/illnesses managed should be identified
according to the workplace/environmental needs of the
workplace and the range of variables listed in this unit:

• Resuscitation
• The use of a semi-automated defibrillator
• Delivery of oxygen
• Demonstration of First Aid principles
• Adequate infection control procedures
• Safe manual handling
• Consideration of the welfare of the casualty
• Initial casualty assessment
• Report preparation
• Communication skills
• Incident management skills
• Ability to interpret and use listed documents
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Underpinning knowledge
and skills:

• Basic anatomy - skeleton, muscles, joints, bones
• Basic physiology
• Basic toxicology
• Transport techniques
• Assertiveness skills
• Communication skills
• Leadership
• Decision making
• Legal requirements
• Duty of care
• Infection control
• Resuscitation
• Bleeding control
• Airway management
• Care of unconscious
• State and Territory regulatory requirements relating to

currency of skill and knowledge

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

HLTFA2A Apply advanced first aid

Volume 3 of 4, Imported Unit 12 of 58 Page 329 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



TDTF1097B Apply fatigue management strategies
Unit Descriptor This unit involves the skills and knowledge required to apply fatigue

management strategies, including identifying and acting upon signs of
fatigue and implementing appropriate strategies to minimise fatigue
during work activities.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Identify and act upon
signs of fatigue

1.1 Potential causes of fatigue are monitored and action taken
to minimise their effects in accordance with company
procedures

1.2 Personal warning signs of fatigue are recognised and
necessary steps are taken in accordance with workplace
procedures to ensure that effective work capability and
alertness are maintained

2. Implement strategies to
minimise fatigue

2.1 Routes and schedules are assessed and planned to
minimise fatigue

2.2 Factors which increase the risk of fatigue-related
accidents and safety incidents are understood and
minimised

2.3 Strategies to manage fatigue are implemented in
accordance with company policy

2.4 Lifestyle choices are made which promote the effective
long-term management of fatigue

2.5 Effective practices in combating fatigue are adopted and
applied

2.6 Personal fatigue management strategies are
communicated to other relevant people

2.7 Appropriate counter measures are planned to combat
fatigue

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations, codes and guidelines of the Commonwealth
Government and the State/Territory authorities
concerning fatigue management when working in industry
and/or when driving trains or various classes of
commercial transport vehicles

• Work is performed under some supervision generally
within a team environment

• Work involves the application of regulatory requirements
and the principles of fatigue management to work in the
transport, warehousing, distribution and storage
industries and in particular when driving in road or rail
transport situations
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Worksite environment • Workplace may include any transport, warehousing,
distribution and/or storage environment

• Work/driving may be carried out in typical industry
situations, including:
• operations conducted at day or night
• typical weather conditions
• while working/driving at a workplace, depot, base or

warehouse
• while working/driving at a client's workplace or work

site
• driving on the open road
• driving on a private road
• driving a train, locomotive or motive power unit

• Work-related factors that may contribute to fatigue
include:
• work demands:

• workload
• frequency and duration of breaks
• work duration
• type of work

• organisational factors:
• payment system
• trip/work scheduling
• predictability of work

• Worker/driver-related factors that may contribute to
fatigue include:
• lifestyle factors:

• alcohol and drug use
• quantity and timing of food and drink
• sleep patterns
• opportunities for relaxation with family and friends

• personal or biological factors:
• state of mental and/or physical health
• inadequate sleep
• circadian rhythms

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Documentation/records may include:
• Commonwealth and State/Territory regulations and

guidelines concerning fatigue management in various
transport and workplace situations

• workplace instructions and procedures on fatigue
management

• relevant OHS regulations and procedures
• emergency procedures
• log book or record book (where required)
• relevant standards and certification requirements
• quality assurance procedures

Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant regulations and codes of the Commonwealth

Government and the State/Territory roads and traffic
authorities concerning fatigue management

• relevant State/Territory road rules
• relevant rail industry safe working codes and

regulations (where applicable)
• relevant State/Territory permit regulations and

requirements
• relevant State/Territory OHS legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• follow correct fatigue management precautions and

procedures
• manage lifestyle in terms of its potential effect on

fatigue during work functions
• recognise the effects of fatigue and take appropriate

action
• contribute to organisational strategies that may reduce

the incidence of accidents resulting from fatigue at
work including driving a vehicle/train

• follow OHS and fatigue management codes,
procedures and regulations

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with the other units that form part of a worker's job
function
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Required knowledge and
skills

• Relevant codes, regulations, permit and licence
requirements related to fatigue management

• Relevant OHS regulations as they relate to fatigue
• Workplace policies and procedures related to fatigue

management and the control of factors that can contribute
to fatigue and fatigue-related accidents

• Sources of information on fatigue including:
• the risks and hazards created by fatigue in the

workplace
• how fatigue affects workplace performance
• how fatigue contributes to workplace accidents
• ways of recognising fatigue
• ways of managing fatigue

• Causes and effects of fatigue on workers/drivers
• Strategies to manage fatigue
• Factors which increase fatigue-related accidents
• Lifestyles which promote the effective long-term

management of fatigue
• Ability to read instructions, procedures and signage

relevant to workplace operations
• Ability to recognise symptoms of fatigue and take

appropriate action in accordance with fatigue
management regulations and workplace procedures

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to apply fatigue management strategies in
the workplace, and/or

• apply fatigue management strategies to workplace
activities in an appropriate range of operational
situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• following correct fatigue management precautions and

procedures
• managing lifestyle in terms of its potential effect on

fatigue during work functions
• recognising the effects of fatigue and taking

appropriate action
• contributing to organisational strategies that may

reduce the incidence of accidents resulting from fatigue
at work, including driving a vehicle/train

• following OHS and fatigue management codes,
procedures and regulations

• Shows evidence of application of relevant workplace
procedures including:
• relevant Commonwealth and State/Territory codes,

procedures and regulations related to fatigue
management in the workplace

• OHS policies and procedures
• recognition of the symptoms of fatigue and appropriate

action to minimise the risks and hazards of fatigue
• workplace procedures and instructions related to

fatigue management
• Action is taken promptly to report any fatigue-related

safety incidents in accordance with manufacturer's
instructions, regulatory requirements and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
goods or equipment

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF1297B Apply safe procedures when
handling/transporting dangerous goods or
explosives

Unit Descriptor This unit involves the skills and knowledge required to apply safe
handling strategies when handling explosives or dangerous goods,
including driving the vehicle concerned in a safe manner and consulting
with relevant authorities/persons in accordance with regulatory
requirements.

Persons achieving competence in this unit will need to fulfil all of the
relevant State/Territory OHS regulatory requirements and relevant
Australian codes and standards pertaining to the handling and carriage
of explosives and dangerous goods.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Operate equipment and/or
vehicle in a safe manner

1.1 Safety equipment is checked for serviceability and
required quantities and types

1.2 Equipment/vehicle is operated safely in accordance with
the relevant industry regulations, licence/permit
requirements and/or standards

1.3 Safety guidelines and codes are correctly applied
1.4 Dangerous goods/explosives/hazardous substances are

handled/conveyed in accordance with the relevant
government regulations and codes

1.5 Relevant emergency procedures are assessed relative to
the dangerous goods/explosives/hazardous substances
concerned

1.6 When in a convoy or under escort, vehicle is driven in
accordance with the relevant codes and as directed by
police and/or competent authority

1.7 Emergency procedures are instigated in accordance with
the relevant codes and government regulations to ensure
precautions are taken consistent with directions set out in
the emergency procedures

1.8 Procedures are implemented to minimise damage to
equipment, facilities and the environment and minimise
injury to personnel

2. Consult with relevant
authorities/ persons

2.1 Safety incidents are reported to the competent authority,
fire brigade and/or police in specified timeframes in
accordance with relevant codes and government
regulations and assistance is provided to those bodies as
requested

2.2 Other persons within affected emergency area are warned
about the hazard in accordance with workplace
procedures, and reflector signs are displayed
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
Australian and State/Territory regulations and codes,
including the Australian Dangerous Goods Code, the
Australian Explosives Code, and the Code of Practice for
the Safe Transport of Radioactive Substances

• Work is performed under limited or minimum supervision
• Work involves the application of the basic principles,

routine procedures and regulatory requirements to safe
handling/transport of dangerous
goods/explosives/hazardous substances in a range of
operational situations
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Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in:

• restricted spaces
• exposed conditions
• controlled or open environments
• a workplace, warehouse or depot
• a vehicle on the road
• client's workplace

• Goods/cargo being handled/conveyed may require
special precautions for handling, stacking and transport

• Classes of dangerous goods/explosives/hazardous
substances are as defined in the respective Australian
Codes

• Standard marking and signage for identified explosives
and dangerous goods is as required in the respective
Australian Codes, including HAZCHEM code and the
Code of Practice for the Safe Transport of Radioactive
Substances

• Personnel in the work area may include:
• workplace personnel
• site visitors
• contractors
• official representatives

• Communication in the work area may include:
• phone
• electronic data interchange
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Handling operations may be carried out both manually
and with the aid of lifting equipment and/or appliances

• Load restraint procedures and equipment are as specified
in mass and loading regulations and guidelines

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing
• protective clothing
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Sources of information/
documents

• Information/documents may include:
• goods/materials identification numbers and codes,

including IMDG markings and HAZCHEM signs
• manifests, bar codes, goods and container

identification
• manufacturer's specifications for equipment/tools
• workplace procedures and policies for the handling of

dangerous goods, explosives and radioactive and
other hazardous substances

• supplier and/or client instructions
• material safety data sheets
• relevant codes of practice, including the Australian

Dangerous Goods Code, the Australian Explosives
Code, the Code of Practice for the Safe Transport of
Radioactive Substances, the Industry Safety Code,
and National Standards for Manual Handling

• National Load Restraint Guide
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• Australian and State/Territory regulations pertaining to

the handling of dangerous goods/explosives/hazardous
substances

• Australian and international regulations and codes of
practice for the handling and transport of dangerous
goods and hazardous substances, including:
• Australian and International Dangerous Goods

Codes
• Australian Marine Orders and the International

Maritime Dangerous Goods Code
• IATA's 'Dangerous Goods by Air' regulations
• Australian and International Explosives Codes
• Code of Practice for the Safe Transport of

Radioactive Substances
• State/Territory legislation covering the safe handling

of infectious substances
• relevant State/Territory environmental protection

legislation
• relevant State/Territory OHS legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify characteristics and hazards of the dangerous

goods/explosives/hazardous substances being
handled

• interpret relevant signs, labels and codes
• locate, interpret and apply relevant information
• identify, select and use appropriate handling/transport

equipment, vehicles, personal protection equipment
and related procedures

• safely handle/transport dangerous
goods/explosives/hazardous substances in accordance
with workplace procedures and regulatory
requirements

• convey information in written and oral form as required
when handling dangerous goods/explosives/hazardous
substances

• maintain required workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant Australian and State/Territory regulations and
codes pertaining to the identification, handling and
marking of dangerous goods/explosives/hazardous
substances

• OHS and procedures and guidelines concerning the lifting
and movement of loads

• Risks and hazards when handling/conveying dangerous
goods/explosives/hazardous substances, and related
precautions to control the risk

• Workplace procedures and policies for the
handling/transport of dangerous
goods/explosives/hazardous substances

• Characteristics of various dangerous
goods/explosives/hazardous substances and their
implications for handling and transport

• Compatibility of various types of dangerous
goods/explosives/hazardous substances

• Housekeeping standards procedures required in the
workplace

• Site layout and obstacles
• Ability to identify and correctly use equipment/vehicles

required to handle/transport dangerous
goods/explosives/hazardous substances

• Ability to modify activities depending on differing
workplace contexts, risk situations and environments

• Ability to read and comprehend simple statements in
English

• Ability to identify containers and goods coding, ADG and
IMDG markings and where applicable emergency
information panels

• Ability to estimate the size shape and special
requirements of loads

• Ability to safely use manual handling techniques and to
operate manually-operated load shifting equipment

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to handle/transport dangerous
goods/explosives/hazardous substances, and/or

• handle/transport dangerous
goods/explosives/hazardous substances in an
appropriate range of operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying characteristics and hazards of the

dangerous goods/explosives/hazardous substances
being handled

• interpreting relevant signs, labels and codes
• locating, interpreting and applying relevant information
• identifying, selecting and using appropriate

handling/transport equipment, vehicles, personal
protection equipment and related procedures

• safely handling/transporting dangerous
goods/explosives/hazardous substances in accordance
with workplace procedures and regulatory
requirements

• conveying information in written and oral form as
required when handling dangerous
goods/explosives/hazardous substances

• maintaining required workplace records
• selecting and using appropriate workplace colloquial

and technical language and communication
technologies in the workplace context

• Shows evidence of application of relevant workplace
procedures including:
• relevant codes, standards and regulations
• mass and loading regulations and procedures
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions concerning the

identification, classification, handling and transport of
dangerous goods/explosives/hazardous substances

• relevant guidelines relating to the use of load handling
equipment

• procedures for the use of personal protection
equipment

• workplace housekeeping procedures
• environmental protection procedures when handling

and transporting dangerous
goods/explosives/hazardous substances

• Action is taken promptly to report any accidents, incidents
or potential difficulties in handling/transporting dangerous
goods/explosives/hazardous substances in accordance
with regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF1498B Develop and maintain a safe workplace
Unit Descriptor This unit involves the skills and knowledge required to develop and

maintain a safe workplace, including providing and informing personnel
about OHS legislation, codes and standards; planning and
implementing safety requirements in accordance with regulations;
monitoring, adjusting and reporting safety performance; investigating
and reporting non-conformance; and evaluating the OHS system and
related policies, procedures and programs.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Plan and implement safety
requirements

1.1 Health and safety risk assessments are made as part of
all production planning exercises

1.2 Policy and procedures are developed to implement
requirements for a safe workplace

1.3 Work practices are planned with colleagues to ensure
compliance with workplace and environmental legislation
and standards

1.4 Safe operating procedures are documented and
communicated

1.5 Work practices are implemented in accordance with
requirements specified in legislation and standards for
safe workplaces and environments

1.6 Effective induction and supervision is provided to support
colleagues in managing their organisational
responsibilities

1.7 Purchasing policy for the provision of goods and services
is informed by OHS considerations

2. Inform and train personnel
on OHS legislation, codes
and standards

2.1 Legislation, standards and the organisation's policies and
practices relevant to the creation and maintenance of a
safe workplace and environment are made available to
individuals/teams

2.2 Arrangements are made to provide information in a
language, style and format which is understood by
colleagues

2.3 An OHS training program is developed and implemented
to identify and fulfil employees' OHS training needs as part
of the workplace's general training program

2.4 Individuals/teams know their legal responsibility for
maintaining a safe workplace and environment

2.5 The implications of an unsafe workplace and environment
are clear to all within the workplace
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3. Establish and maintain
procedures for assessing
and controlling safety risks

3.1 Safety risks presented by identified hazards are correctly
assessed in accordance with OHS legislation and codes
of practice

3.2 Activities are monitored to ensure that this procedure is
adopted effectively throughout the area of managerial
responsibility

3.3 Risk assessment is addressed at the planning, design and
evaluation stages of any change within the area of
managerial responsibility to ensure that the risk from
hazards is not increased

3.4 Measures to control assessed safety risks are developed
and implemented in accordance with the hierarchy of
control, relevant OHS legislation, codes of practice and
trends identified from the OHS records system

3.5 Activities are monitored to ensure that the risk control
procedure is adopted effectively throughout the area of
managerial responsibility

3.6 Risk control is addressed at the planning, design and
evaluation stages of any change within the area of
managerial responsibility to ensure that adequate risk
control measures are included

4. Monitor, adjust and report
safety performance

4.1 Hazards are identified, assessed and prioritised for action
4.2 Controls are selected to minimise risks to health and

safety
4.3 Waste recycling, reduction and disposal is carried out

within legislative and organisational requirements
4.4 Recommendations for improvements to meet legislation

and associated standards are submitted to designated
persons/groups

4.5 Individuals/teams are informed of improvements and
alterations to occupational health and safety procedures in
the workplace

4.6 Systems, records and reporting procedures are
maintained according to legislative requirements

5. Evaluate the occupational
health and safety system
and related policies,
procedures and programs

5.1 The effectiveness of the OHS system and related policies,
procedures and programs is assessed according to the
workplace's aims with respect to OHS.

5.2 Improvements to the OHS system are developed and
implemented to ensure more effective achievement of the
workplace's organisation's aims with respect to OHS
policies and objectives.

5.3 Inadequacies in existing risk control measures are
identified in accordance with the hierarchy of control, and
resources enabling implementation of new measures are
sought and/or provided according to appropriate
procedures
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6. Investigate and report
non-conformance

6.1 Compliance with OHS legislation and codes of practice is
assessed to ensure that legal OHS standards are
maintained as a minimum

6.2 Non-conformance is investigated and dealt with according
to legislative requirements

6.3 Colleagues are supported to acquire and apply
competencies to meet legislative requirements and the
associated standards

6.4 Changes to operations and practices are implemented to
ensure that non-conformance is not repeated

7. Establish and maintain a
system for OHS records

7.1 A system for keeping OHS records is established and
monitored to allow identification of patterns of
occupational injury and disease within the area of
managerial responsibility, including provision for relevant
workplace OHS reports to be submitted to management

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 3

RANGE STATEMENT

General context • Work involves discretion and judgement in developing
and maintaining a safe workplace

• Work is performed under minimum supervision with
general guidance on progress and outcomes of work

• A range of opportunities may be used to develop
awareness and practice of OHS policies and procedures,
to support the development of OHS and risk management
systems, and to encourage the achievement of the
organisation's OHS goals and related key performance
objectives

• Work generally involves responsibility for resource
coordination and allocation and provides leadership of
others individually or in teams
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Worksite environment • The workplace environment may involve twenty-four hour
operation and may include:
• single and multi-site location
• large, medium and/or small companies

• Services, products, risks, work systems and requirements
may potentially vary across different sections of the
workplace

• Operations involve internal and external
customer/supplier contact and coordination

• Work priorities and professional development are directed
at maximising achievement of the individual in
accordance with the enterprises objectives and strategic
plans

• Workplace hazards may include but are not restricted to:
• moving heavy loads in an unsafe work environment
• unsecured machinery, components or repaired

equipment
• slippery floors
• welding equipment
• sharp tools and implements
• power tools
• moving and rotating machinery
• flammable liquids, vapours and fuel
• faulty machinery, handling equipment and lifting gear
• using equipment beyond safe working limits
• poor housekeeping procedures
• non-compliance with safe working procedures
• electrical wiring and systems, including exposed

electrical circuits
• working at heights and in confined spaces
• toxic gases and substances
• chemicals and other harmful substances
• damaged goods, pallets and containers
• dangerous/hazardous goods

• Training activities may include:
• attendance at formal education/training programs
• completion of internal short training programs
• attendances at relevant conferences, seminars and

workshops
• reading of relevant journals and literature
• coaching/mentoring on the job
• workplace training projects

• Consultative processes may involve:
• OHS specialists
• trainers
• other employees and supervisors
• management
• union representatives
• manufacturers' representatives
• supplier representatives
• customers/clients
• other maintenance, professional or technical staff

• Depending on the type of organisation concerned and the
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local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures

Sources of information/
documents

• Information/documentation may include:
• workplace OHS procedures and policies
• workplace OHS management system including

hazard/safety risk control strategies
• OHS training notes and materials
• journals and work-related literature concerning OHS
• competency standards
• customer/client instructions
• customer service standards and procedures
• workplace products and services information
• quality assurance standards and procedures
• relevant agreements, codes of practice including the

national standards for services and operations
• manufacturers'/suppliers' specifications, advice,

recommended procedures, policies and instructions
• workplace guidelines on appropriate workplace

language and communication strategies and
interpretation of relevant information

• legislation, regulations and related documentation
relevant to business operations

• regulations and policies relating to minimising risks to
the environment and ensuring compliance with OHS
requirements

• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• trading regulations relevant to business operations
• relevant Australian and State/Territory OHS legislation

including regulations and codes of practice relating to
hazards present in the workplace or industry, including:
• general duty of care under OHS legislation and

common law
• requirements for the maintenance and confidentiality

of records of occupational injury and disease
• requirements for provision of OHS information and

training
• provisions relating to health and safety

representatives and/or OHS committees
• provisions relating to OHS issue resolution

• environmental protection regulations
• hazardous substances and dangerous goods codes
• relevant Australian standards and certification

requirements
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• apply leadership skills to OHS projects including the

selection and employment of specialists, allocation and
delegation of tasks, taking into account task
requirements and organisational policy

• suggest improvements to work operations and
negotiate changes to improve OHS

• mediate and resolve issues involving OHS, maximising
positive outcomes for the organisation and the
individuals within it

• use appropriate training opportunities and techniques
to facilitate improved personal and organisational
compliance with OHS policy and procedures

• research, interpret and apply relevant information
appropriate to OHS management

• use consultative processes and work effectively with
others to achieve OHS objectives

• maintain required OHS records and documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant regulatory and code requirements
• Relevant OHS and environmental protection policies and

procedures
• Workplace protocols and procedures for the management

of personal work priorities and professional development
• The systems of risk control recognising the significance of

OHS for effective workplace operation
• Workplace business policies and plans related to OHS

issues
• The significance of other management systems and

procedures for OHS
• Hazards and associated safety risks that exist in the

workplace
• the range of control measures available for these

safety risks
• considerations for choosing between different control

measures
• how to identify when expert advice is needed

• Principles and practices of effective OHS management,
including:
• elements of an effective OHS management system
• risk management
• appropriate links to other management systems, for

example contractors, maintenance and purchasing
• the role of technical information and experts in

designing hazard control measures, monitoring
systems and health surveillance procedures

• the hierarchy of hazard and risk control measures
• arrangements for participation and consultation over

OHS
• incident and accident investigation arrangements

• Training, coaching and mentoring approaches
appropriate for use in OHS training programs

• Typical problems that can occur when managing OHS
systems and related action that can be taken

• Ability to analyse the working environment in order to
identify hazards, assess safety risks and design and
implement appropriate OHS management systems

• Ability to work collaboratively with others
• Ability to plan work activities, including predicting

consequences and identifying improvements
• Ability to select and appropriately apply technology,

information systems and procedures to improve OHS
compliance, information systems and reporting
requirements
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to develop and maintain a safe workplace,
and/or

• develop and maintain as safe workplace in an
appropriate managerial contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• applying leadership skills to OHS projects
• suggesting improvements to work operations and

negotiating changes to improve OHS compliance
• mediating and resolving issues involving OHS,

maximising positive outcomes for the organisation and
the individuals within it

• using appropriate training opportunities and techniques
to facilitate improved personal and organisational
compliance with OHS policy and procedures

• researching, interpreting and applying relevant
information appropriate to OHS management

• using consultative processes to achieve OHS
objectives

• Maintaining required OHS records and documentation
• Shows evidence of application of relevant workplace

procedures including:
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and policies related to the

development and maintenance of a safe workplace
• requirements for the maintenance of confidential

records of occupational injury and disease
• procedures for the provision of OHS information,

training and assessment
• OHS issue resolution, counselling and disciplinary

processes
• relevant guidelines relating to the safety of equipment

in the workplace
• Action is taken promptly to report and/or take action on

OHS system problems in accordance with regulatory
requirements and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF1801A Operate and maintain fire-fighting equipment
Unit Descriptor This unit involves the skills and knowledge required to operate and

maintain fire-fighting equipment in accordance with manufacturer's
instructions and workplace emergency procedures, including identifying
and selecting the appropriate equipment, using the fire-fighting
equipment to fight a fire, and maintaining the fire-fighting equipment to
ensure its operational capability.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Use fire-fighting
equipment

1.1 Tools, equipment and personal safety equipment used for
fighting fires are correctly selected for type of fire in
accordance with manufacturer's instructions

1.2 Fire is controlled using fire-fighting equipment according to
manufacturer's instructions and workplace emergency
procedures

1.3 Equipment is stored safely according to manufacturer's
instructions and workplace procedures

2. Maintain fire-fighting
equipment

2.1 Equipment is maintained to manufacturer's specifications
to ensure effective operation when used

2.2 Equipment is checked, cleaned and serviced to relevant
standards

2.3 Consumable items and materials in fire-fighting equipment
are checked and replenished where required by workplace
procedures and manufacturer's instructions

2.4 Defective equipment is identified and reported to relevant
authorities as necessary so it can be replaced or repaired

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
codes of practice, regulations and workplace
requirements concerning the operation and maintenance
of fire-fighting equipment

• Work is performed under some supervision generally
within a team environment

• Work involves the application of workplace procedures
and regulatory requirements to the operation and
maintenance of fire-fighting equipment as part of work
activities in the transport, distribution and/or allied
industries.
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in:

• limited or restricted spaces
• exposed conditions
• controlled or open environments

• Types of fires which may occur include Classes A, B, C
and F in the standard classification of fires

• Fire-fighting equipment, appliances and systems may
include:
• portable fire extinguishers including foam, water,

Carbon Dioxide, dry chemical and wet foam
• sprinkler systems
• fire hoses and hydrants
• fire blankets
• Carbon Dioxide fixed systems
• foam installations including semi-portable and fixed

systems
• Consumable materials and items that may be used in fire

detection and fire-fighting equipment may include:
• dry and wet chemicals used in fire extinguishers
• batteries for fire detectors

• Hazards in the work area may include exposure to:
• chemicals
• dangerous or hazardous substances
• movements of equipment, goods, materials, trains and

vehicular traffic
• Consultative processes may involve:

• other employees and supervisors
• current and potential customers
• suppliers, customers and clients
• relevant authorities and institutions
• management and union representatives
• industrial relations and OHS specialists

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF systems
• oral, aural or signed communications

• Dependent of the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Personal protection equipment may include:
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• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• protective clothing
• high visibility clothing

Sources of information/
documents

• Information documents may include:
• workplace fire emergency procedures and policies
• relevant OHS and environmental protection regulations
• codes of practice and regulations relevant to fire

emergencies, including safeworking regulations and
local authority regulations and procedures

• Australian regulations and codes of practice for the
transport of dangerous goods and hazardous
substances

• operations manuals, job specifications and induction
documentation

• manufacturer's specifications for fire-fighting
equipment

• technical instructions
• electrified territory regulations
• dangerous goods declarations and material safety data

sheets (where applicable)
• goods manifest
• award, enterprise bargaining agreement, and other

industrial arrangements
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant codes, regulations and safeworking systems

for the use and maintenance of fire-fighting equipment
• the Code of Practice for the Defined Interstate Rail

Network in situations where fire emergencies occur on
that network

• Australian and international regulations and codes of
practice for the transport of dangerous goods and
hazardous substances, including:
• Australian and International Dangerous Goods

Codes
• Australian and International Explosives Codes

• relevant State/Territory OHS and environmental
protection legislation

• workplace relations regulations
• workers compensation regulations
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• control a fire using fire-fighting equipment
• store and maintain fire-fighting equipment
• select and appropriately use protective clothing
• locate, interpret and apply relevant information
• work effectively with others
• maintain workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

• follow the designated work plan for the job

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Australian codes of practice, regulations and safeworking
systems relevant to the use and maintenance of
fire-fighting equipment, including the ADG Code and the
Code of Practice for the Defined Interstate Rail Network
in situations where fire emergencies occur on that
network

• Relevant OHS and environmental protection procedures
and guidelines

• Workplace procedures and policies for use and
maintenance of fire-fighting equipment

• The chemistry of fire, the effects of different types of
material in a fire and the principles underlying the spread
of fire and its extinguishment

• The different classes of fire, their characteristics and
strategies and equipment needed for their extinguishment

• Types of fire-fighting appliances, equipment and systems,
their identifying features, principles of operation and the
procedures for their use and maintenance

• Fixed fire prevention and extinguishing installations and
their principles of operation

• Fire-fighting techniques, agents and precautions
applicable to different classes of fire

• Typical problems that can occur with fire-fighting
equipment and operations and appropriate remedial
action and solutions

• Manufacturer's instructions for the maintenance of
fire-fighting equipment

• Ability to:
• select, use and maintain relevant fire-fighting

equipment
• modify activities depending on differing workplace

contexts, risk situations and environments
• solve problems that arise when using and maintaining

fire-fighting equipment
• read and interpret instructions, procedures and

information relevant to the use and maintenance of
fire-fighting equipment

• use required personal protective clothing and
equipment conforming to industry and OHS standards

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to use and
maintain fire-fighting equipment, and/or

• use and maintain fire-fighting equipment in an
appropriate range of real or simulated fire emergency
situations in the workplace
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• controlling a fire using fire-fighting equipment
• storing and maintaining fire-fighting equipment
• selecting and appropriately using protective clothing
• locating, interpreting and applying relevant information
• following the designated work plan for the job

• Shows evidence of application of relevant workplace
procedures including:
• relevant codes of practice, safeworking systems and

legislative requirements including ADG Code
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions
• manufacturer's instructions for fire-fighting equipment
• procedures for the use of personal protection

equipment
• obtaining assistance from other team members when

required
• customer service and quality assurance procedures

and policies
• environmental protection procedures

• Action is taken promptly to report and/or respond to any
fire emergency in accordance with regulatory
requirements and workplace emergency procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF197B Follow OHS procedures
Unit Descriptor This unit involves the skills and knowledge required to follow and apply

OHS procedures when carrying out work activities, including identifying
and following workplace procedures for hazard identification and risk
control, contributing to arrangements for the management of
occupational health and safety, and completing occupational health and
safety records.

This unit covers National Occupational Health and Safety Commission
Generic Competency A.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Follow workplace
procedures for hazard
identification and risk
control

1.1 Workplace procedures for dealing with accidents, fire and
emergencies are known and followed

1.2 Workplace procedures for OHS and related work
instructions for controlling risks in a workplace are
accurately followed

1.3 Hazards in the workplace are identified and appropriate
action is taken to report them and to minimise or eliminate
risk to personnel, workplace and the environment

1.4 Safety regulations and established workplace safety and
hazard control practices and procedures are obtained,
interpreted and applied to day-to-day work activities

1.5 Where relevant, procedures and precautions necessary
for entry into confined spaces in the workplace are
correctly followed

1.6 Personal protection clothing and equipment is correctly
used in accordance with established safety practices and
procedures

1.7 Established emergency and contingency plans are
followed in the event of an emergency

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

2.1 OHS issues and identified safety hazards are raised with
designated personnel in accordance with workplace
procedures and relevant OHS legislation

2.2 Contributions to OHS management in the workplace are
made in accordance with workplace procedures and
provisions of relevant legislation

2.3 OHS issues are raised with designated personnel in
accordance with workplace procedures and relevant OHS
legislation

2.4 Participative arrangements for OHS management in the
workplace are contributed to within workplace procedures
and scope of responsibilities and competencies

3. Complete occupational
health and safety records

3.1 OHS records for self are completed in accordance with
workplace requirements

3.2 OHS records and legal requirements for the maintenance
of records of occupational injury and diseases are
followed
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
OHS regulations and procedures

• Work is performed under some supervision generally
within a team environment

• Work involves the application of the established OHS and
hazard minimisation principles and procedures to the
conduct of workplace activities
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Worksite environment • The shifting operations may be conducted in a range of
work environments by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in:

• restricted spaces
• exposed conditions
• controlled or open environments

• Workplace hazards may include:
• chemicals and other harmful substances
• movements of equipment, goods, vehicles
• toxic substances
• damaged packing material and containers
• broken and damaged equipment
• inflammable materials and fire hazards
• lifting practices
• waste management and disposal
• extremes in weather conditions
• lighting levels
• floor surfaces
• water hazards
• traffic flows, vehicle and equipment operation
• a range of storage areas

• Personnel in the work area may include:
• workplace personnel
• site visitors
• OHS specialists
• union representatives
• contractors
• official representatives

• Participative arrangements may include:
• formal and informal meetings which deal with OHS

issues
• workplace OHS committees
• other committees, for example, consultative, planning

and purchasing
• OHS representatives
• suggestions, requests, reports and concerns put

forward by staff
• Communication in the work area may include:

• phone
• electronic data interchange
• fax
• e-mail
• Internet
• radio

• Designated personnel may include:
• workplace personnel
• supervisors
• team leaders
• management
• occupational health and safety personnel
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• other persons authorised or nominated by the
organisation

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• OHS regulations
• workplace OHS procedures and policies
• codes of practice including the National Standards for

Manual Handling and the Industry Safety Code
• ADG Code and material safety data sheets (where

relevant)
• policies and procedures for entry and work in confined

spaces
• manufacturer's instructions concerning the use and

servicing of equipment
• supplier and/or client instructions
• emergency procedures
• regulations and policies concerning noise, smoking,

work station ergonomics and other critical OHS issues
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification
• relevant legislation, regulations and related

documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation and safety

codes, including manual handling, noise, confined
spaces, smoking, workplace ergonomics, etc.

• general duty of care under OHS legislation
• workplace relations regulations
• workers compensation regulations
• dangerous goods regulations
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• locate, interpret and apply relevant information
• identify and follow workplace procedures for hazard

identification and risk control
• contribute to arrangements for the management of

OHS in the workplace
• complete OHS records as required
• communicate effectively with others on workplace

safety matters
• convey information in written and oral form
• maintain workplace records
• use workplace colloquial and technical language and

communication technologies in the workplace context
• follow the requirements of relevant legislation and

related Codes of Practice in relation to individual
obligations for duty of care

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant OHS and procedures and guidelines
• Risks when using manually-operated equipment to shift

loads and related precautions to control the risk
• Reporting procedures in regard to unsafe situations, fire

hazards, broken or damaged equipment or fittings,
sickness and accidents

• Location and use of safety alarms, manifests, emergency
shut-off systems, emergency communication systems

• Signs and signals used for OHS warnings
• Terms used in material safety data sheets (where

relevant)
• HAZCHEM symbols and implications for safe work and

storage
• Storage and use of hazardous substances
• Handling of broken or damaged equipment
• Manual and mechanically assisted lifting and load shifting

procedures
• Transport requirement for goods within workplace
• Emergency and evacuation procedures
• Housekeeping standards procedures required in the

workplace
• Site layout and obstacles
• Ability to obtain and use relevant safety-related

information including safety labels, instructions for safe
work, relevant material safety data sheets, workplace
procedures and codes of practice

• Ability to use personal protection equipment
• Ability to read and comprehend simple statements in

English
• Ability to identify containers and goods coding, ADG and

IMDG markings and where applicable emergency
information panels

• Ability to estimate the size shape and special
requirements of loads

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to follow
OHS procedures in the completion of work activities,
and/or

• follow OHS procedures when completing workplace
tasks in an appropriate range of operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• locating, interpreting and applying relevant information
• identifying and following workplace procedures for

hazard identification and risk control
• contributing to OHS arrangements in the workplace
• completing OHS records as required
• communicating effectively with others on OHS matters
• maintaining workplace records
• using workplace colloquial and technical language and

communication technologies in the workplace context
• following the requirements of relevant legislation and

related Codes of Practice in relation to individual
obligations for duty of care

• Shows evidence of application of relevant workplace
procedures including:
• OHS regulations and hazard prevention policies and

procedures
• use of personal protection equipment appropriate to

the task
• checking and maintenance of equipment prior to use
• emergency procedures
• obtaining assistance from other team members when

required
• housekeeping procedures

• Action is taken promptly to report and/or rectify any safety
hazards and incidents in accordance with OHS
requirements and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF297B Conduct housekeeping activities
Unit Descriptor This unit involves the skills and knowledge required to conduct

housekeeping activities in the workplace, including identifying required
housekeeping requirements, procedures and resources for different
areas of the workplace, monitoring and maintaining cleanliness and
tidiness in the workplace, and completing assigned housekeeping
tasks.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Identify the housekeeping
requirements procedures,
and resources of different
areas of the workplace

1.1 Workplace procedures for housekeeping are identified
1.2 Equipment and consumables are selected in accordance

with work area requirements
1.3 Specific requirements for housekeeping activities in

different parts of the employees' work area are identified
and followed

1.4 Requirements for the minor disassembly/reassembly of
storage zones are identified (where applicable)

2. Monitor and maintain
cleanliness and tidiness in
the workplace

2.1 Initiative is used to continuously monitor the cleanliness
and tidiness of the worksites used by the employees

2.2 Housekeeping issues are raised with designated
personnel in accordance with workplace procedures

2.3 Housekeeping equipment and supplies are maintained
and stored

3. Complete assigned
housekeeping duties

3.1 Assigned housekeeping duties are conducted following
workplace procedures and ensuring that waste is removed

3.2 Maintenance requirements of any damaged items are
notified to appropriate personnel

3.3 Minor disassembly/reassembly of storage zones is
conducted within enterprise policies and procedures

3.4 Schedules and records for housekeeping duties are
maintained

3.5 Work areas are checked and meet required workplace
standards

3.6 Work is carried out following enterprise practices and safe
work procedures
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
housekeeping procedures

• Work is performed under some supervision generally
within a team environment

• Work involves the application of the basic safety
principles to the completion of housekeeping tasks as
part of workplace operations

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTF297B Conduct housekeeping activities

Volume 3 of 4, Imported Unit 18 of 58 Page 368 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Worksite environment • The housekeeping tasks may be conducted in a range of
work environments by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites in the transport, warehousing, distribution
and/or storage industries

• Work may be conducted in:
• tight or restricted spaces
• exposed conditions
• controlled or open environments

• Housekeeping duties may include:
• cleaning
• returning goods or equipment to storage
• repacking
• waste removal
• maintenance

• Hazards in the work area may include exposure to:
• chemicals
• dangerous or hazardous substances
• movements of equipment, goods and materials

• Personnel in the work area may include:
• workplace personnel
• site visitors
• contractors
• official representatives

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Depending on workplace context, personal protection
equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing
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Sources of information/
documents

• Information/documents may include:
• OHS and environmental protection regulations
• workplace housekeeping procedures and policies
• codes of practice including the National Standards for

Manual Handling and the Industry Safety Code
• material safety data sheets
• policies and procedures for entry and work in confined

spaces
• manufacturer's instructions concerning the use and

servicing of equipment
• supplier and/or client instructions
• emergency procedures
• regulations and policies concerning noise, smoking,

work station ergonomics and other critical OHS issues
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification
• relevant legislation, regulations and related

documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• workplace relations regulations
• dangerous goods and air freight regulations
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• follow housekeeping procedures for different work

areas
• use relevant tools and equipment
• safely handle solvent (organic and inorganic) cleaning

products, steam and pressure equipment
• use workplace colloquial and technical language and

communication technologies in the workplace context
• dispose of waste materials including segregation of

particular wastes and specialist requirements
• apply principles of reduction, re-use, recycle, recover

and appropriate repair/replace decision making
processes

• interpret reasons for maintaining clean and tidy
worksites, the tagging of unserviceable tools and
equipment and following housekeeping and
maintenance schedules

• complete housekeeping inspection requirements
• maintain workplace records

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant OHS and procedures and guidelines concerning
housekeeping operations

• Workplace procedures and policies for the carrying out
housekeeping tasks in the workplace

• Risks when carrying out housekeeping tasks and related
precautions to control the risk

• Housekeeping standards required in the workplace
• Site layout and obstacles
• Application of relevant industrial regulations and

requirements
• Maintenance procedures for housekeeping equipment
• Ability to modify activities dependant on differing

workplace contexts, risk situations and environments
• Ability to read and comprehend simple statements in

English
• Ability to identify and correctly use housekeeping

equipment, processes and procedures
• Ability to follow routine maintenance procedures for

housekeeping equipment
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to carry out
housekeeping activities in a workplace, and/or

• carry out housekeeping activities in an appropriate
range of operational situations

Consistency in
performance

• Applies underpinning knowledge and skills when:
• following housekeeping procedures for different work

areas
• using relevant tools and equipment
• safely handling solvent (organic and inorganic)

cleaning products, steam and pressure equipment
• disposing of waste materials including segregation of

particular wastes and specialist requirements
• applying principles of reduction, re-use, recycle,

recover and appropriate repair/replace decision making
processes

• interpreting reasons for maintaining clean and tidy
worksites, the tagging of unserviceable tools and
equipment and following housekeeping and
maintenance schedules

• completing housekeeping inspection requirements
• maintaining required workplace records

• Shows evidence of application of relevant workplace
procedures including:
• OHS regulations and hazard prevention policies and

procedures
• workplace housekeeping procedures and instructions
• obtaining assistance from other team members when

required
• environmental protection procedures when shifting

materials
• Action is taken promptly to report and/or rectify any

potential difficulties in housekeeping activities in
accordance with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF397B Implement and monitor OHS procedures
Unit Descriptor This unit involves the skills and knowledge required to implement and

monitor OHS procedures, including accessing information about OHS
and the workplace policies and procedures, implementing and
monitoring procedures for identifying and assessing hazards,
implementing and monitoring/auditing procedures for controlling risks,
planning and supervising housekeeping arrangements, and
implementing and monitoring procedures for dealing with hazardous
events.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Access information about
OHS and the workplace
policies and procedures

1.1 Relevant provisions of occupational health and safety
legislation and codes of practice are accurately followed

1.2 Information on workplace occupational health and safety
policies, procedures and programs is stored in a readily
accessible location and manner

1.3 Information is accurately and clearly explained to the work
team

1.4 Information about the outcomes of risk identification and
control procedures is provided to appropriate personnel

2. Implement and monitor
procedures for identifying
and assessing hazards

2.1 Existing and potential hazards in the work area are
identified and reported

2.2 Identified hazards are assessed in relation to relative risk
2.3 Appropriate action is initiated to minimise and control the

risks/hazards

3. Implement and monitor
procedures for controlling
risks

3.1 Existing risk control measures are implemented,
monitored and reviewed

3.2 Work procedures to control risks are implemented and
adherence to them by the work group is monitored

3.3 Required improvements to existing risk control measures
are identified, including required resources for
implementation, and reported to appropriate personnel

3.4 Procedures for monitoring and controlling risks provide for
a hierarchy of control

4. Plan and supervise
housekeeping
arrangements

4.1 Housekeeping tasks are identified and incorporated in
enterprise work roles

4.2 Housekeeping equipment is maintained
4.3 Team members are allocated housekeeping tasks and

supervised
4.4 Housekeeping procedures and practices are planned to

conform with environmental and occupational health and
safety requirements
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5. Implement and monitor
procedures for dealing
with hazardous events

5.1 Workplace procedures for dealing with hazardous events
are implemented whenever necessary to ensure that
prompt control action is taken

5.2 Hazardous events are investigated to identify causes
5.3 Control measures are implemented to prevent recurrence

and minimise risks of hazardous events or issues and are
referred to designated personnel for implementation

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 3

RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
OHS regulations and procedures

• Work is performed under some supervision generally
within a team environment

• Work involves the implementation and monitoring of
established OHS and hazard minimisation policies and
procedures in workplace activities
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Worksite environment • The implementation and monitoring of OHS within work
operations may be conducted in a range of work
environments by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in:

• restricted spaces
• exposed conditions
• controlled or open environments

• Workplace hazards may include:
• chemicals and other harmful substances
• movements of equipment, goods, vehicles
• toxic substances
• damaged packing material and containers
• broken and damaged equipment
• inflammable materials and fire hazards
• lifting practices
• waste management and disposal
• extremes in weather conditions
• lighting levels
• floor surfaces
• water hazards
• traffic flows, vehicle and equipment operation
• dangerous storage areas
• violent incidents such as armed robberies

• Responsibilities in the implementation/monitoring of OHS
may include:
• provision of OHS information to staff
• consultation and participation in meetings on OHS

matters
• emergency procedures and response
• housekeeping
• identifying and minimising workplace hazards
• assessing and controlling OHS risks
• OHS training and assessment
• use of personal protection equipment
• keeping of OHS records
• reporting of OHS issues and incidents
• resolution of OHS issues
• checking work area and/or equipment before and

during work
• participation in OHS audits and workplace inspections

• Controlling OHS risks may include
• measures to remove the cause of a risk at its source
• consultation with workers and their representatives
• application of the hierarchy of control, namely:

• elimination of the risk
• engineering controls
• administrative controls
• personal protective equipment

• Procedures for dealing with hazardous events may
include:
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• evacuation
• chemical containment
• first aid
• accident/safety incident reporting and investigation.

• OHS training may include:
• induction training
• specific hazard training
• specific task or equipment training
• emergency and evacuation training
• training as part of broader programs, for example

equipment operation
• OHS records may include:

• OHS audits and inspection reports
• health surveillance and workplace environmental

monitoring records
• records of instruction and training
• manufacturers' and suppliers' information, including

material safety data sheets and dangerous goods
storage lists

• hazardous substances registers
• maintenance and testing reports
• workers compensation and rehabilitation records
• first aid/medical post records.

• Personnel in the work area may include:
• workplace personnel and management
• site visitors
• OHS specialists
• union representatives
• contractors
• official OHS representatives

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing

• Participative arrangements may include:
• formal and informal meetings which deal with OHS

issues
• workplace OHS committees
• other committees, for example, consultative, planning

and purchasing
• OHS representatives
• suggestions, requests, reports and concerns put

forward by staff
• Designated personnel may include:

• workplace personnel
• supervisors
• team leaders
• management
• occupational health and safety personnel
• other persons authorised or nominated by the

organisation
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• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• OHS regulations, responsibilities and obligations
• workplace OHS procedures and policies
• codes of practice including the National Standards for

Manual Handling and the Industry Safety Code
• material safety data sheets
• policies and procedures for entry and work in confined

spaces
• manufacturer's instructions concerning the use and

servicing of equipment
• supplier and/or client instructions
• emergency procedures
• regulations and policies concerning noise, smoking,

work station ergonomics and other critical OHS issues
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification
• relevant legislation, regulations and related

documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation and safety

codes, including manual handling, noise, confined
spaces, smoking, workplace ergonomics, etc.

• general duty of care under OHS legislation
• workplace relations regulations
• workers compensation regulations
• dangerous goods regulations
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• access information about OHS and the workplace

policies and procedures
• implement and monitor procedures for identifying and

assessing hazards
• implement and monitor procedures for controlling risks
• plan and supervise housekeeping arrangements
• implement and monitor procedures for dealing with

hazardous events
• consult and communicate effectively with others on

OHS matters
• convey information in written and oral form
• maintain workplace OHS records
• use workplace colloquial and technical language and

communication technologies in the workplace context
• follow the requirements of relevant OHS legislation and

related codes of practice in relation to obligations of
managers and staff for duty of care

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant OHS and procedures and guidelines
• Risks when using manually-operated equipment to shift

loads and related precautions to control the risk
• Reporting procedures in regard to unsafe situations, fire

hazards, broken or damaged equipment or fittings,
sickness and accidents

• Location and use of safety alarms, manifests, emergency
shut-off systems, emergency communication systems

• Signs and signals used for OHS warnings
• Terms used in material safety data sheets
• HAZCHEM symbols and implications for safe work and

storage
• Storage and use of hazardous substances
• Storage and use of flammable materials
• Handling of broken or damaged equipment
• Manual and mechanically assisted lifting and load shifting

procedures
• Transport requirement for goods within workplace
• Emergency and evacuation procedures
• Housekeeping standards procedures required in the

workplace
• Site layout and obstacles
• Ability to obtain and use relevant safety-related

information including safety labels, instructions for safe
work, relevant material safety data sheets, workplace
procedures and codes of practice

• Ability to read and comprehend simple statements in
English

• Ability to identify containers and goods coding, IMDG
markings and, where applicable, emergency information
panels

• Ability to estimate the size shape and special
requirements of loads

• Ability to select and use personal protection equipment
relevant to the tasks involved

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to
implement and monitor OHS procedures in a
workplace, and/or

• implement and monitor OHS procedures in an
appropriate range of operational workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• accessing information about OHS and the workplace

policies and procedures
• implementing and monitoring procedures for identifying

and assessing hazards
• implementing and monitoring procedures for controlling

risks
• planning and supervising housekeeping arrangements
• implementing and monitoring procedures for dealing

with hazardous events
• consulting and communicating effectively with others

on OHS matters
• conveying information in written and oral form
• maintaining workplace OHS records
• using workplace colloquial and technical language and

communication technologies in the workplace context
• implementing and monitoring the requirements of

relevant OHS legislation and related codes of practice
in relation to obligations for duty of care

• Shows evidence of application of relevant workplace
procedures including:
• OHS regulations and hazard prevention policies and

procedures
• implementing OHS policies and procedures
• monitoring and auditing of the implementation of OHS

policies and procedures
• ensuring the checking and maintenance of equipment

prior to use
• emergency procedures
• negotiating with staff, contractors and others to

implement OHS procedures
• coordinating housekeeping procedures

• Action is taken promptly to report and/or rectify any safety
hazards and incidents in accordance with OHS
requirements and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF697B Apply accident-emergency procedures
Unit Descriptor This unit involves the skills and knowledge required to apply accident

emergency procedures, including responding to an incident, controlling
and assisting at an accident or emergency site, finalising
accident-emergency processes, and completing records, reports and
other required documentation in accordance with regulatory
requirements and workplace procedures.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Respond to the incident 1.1 Response to the incident or accident is in accordance with
workplace emergency procedures and relevant regulatory
requirements

1.2 Details of the cause(s) and effects of the incident are
identified and reported

1.3 Assistance requirements for accidents and emergencies
are clarified and reported immediately to the appropriate
parties

1.4 Requests for assistance are made to relevant personnel
and emergency services

2. Control and assist at
accident or emergency
site

2.1 Site is controlled and protected until the arrival of
authorised personnel

2.2 Assistance is provided to injured persons, within the
limitations of duty of care and workplace procedures

2.3 Relevant authorities at the site are cooperated with and
assisted within workplace policies

3. Finalise accident
-emergency process and
complete records

3.1 Relevant information is exchanged in accordance with
State/Territory law and workplace procedures

3.2 Documentation and reports are completed and processed
in accordance with workplace and relevant regulatory
requirements

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 3
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RANGE STATEMENT

General context • Work must be carried out in accordance with OHS
codes/regulations and workplace requirements

• Work is performed under limited supervision
• Work involves the application of regulatory requirements

and workplace procedures when responding to
accident/emergencies in the workplace
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in:

• limited or restricted spaces
• exposed conditions
• controlled or open environments
• even or uneven surfaces
• wet or dry surfaces

• Workplace hazards may include but are not restricted to:
• moving heavy loads in an unsafe work environment
• unsecured machinery, components or repaired

equipment
• slippery floors
• welding equipment
• sharp tools and implements
• power tools
• moving and rotating machinery
• flammable liquids, vapours and fuel
• faulty machinery equipment handling equipment and

lifting gear
• using equipment beyond safe working limits
• poor housekeeping procedures
• non-compliance with safe working procedures
• electrical wiring and systems, including exposed

electrical circuits
• working at heights and in confined spaces
• toxic gases and substances
• chemicals and other harmful substances
• damaged goods, pallets and containers
• dangerous/hazardous goods

• Consultative processes may involve:
• OHS specialists
• trainers
• other employees and supervisors
• management
• union representatives
• manufacturers' representatives
• supplier representatives
• customers/clients
• other maintenance, professional or technical staff

• Depending on the type of organisation concerned and the
local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTF697B Apply accident-emergency procedures

Volume 3 of 4, Imported Unit 20 of 58 Page 383 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Sources of information/
documents

• Information/documentation may include:
• workplace accident-emergency procedures and

policies
• workplace OHS management system including

hazard/safety risk control strategies
• OHS training notes and materials
• journals and work related literature concerning OHS
• competency standards
• customer/client instructions
• customer service standards and procedures
• workplace products and services information
• quality assurance standards and procedures
• relevant agreements, codes of practice including the

national standards for services and operations
• manufacturers'/suppliers' specifications, advice,

recommended procedures, policies and instructions
• workplace guidelines on appropriate workplace

language and communication strategies and
interpretation of relevant information

• regulations and policies relating to minimising risks to
the environment and ensuring compliance with OHS
requirements

• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• hazardous substances and dangerous goods codes
• relevant Australian and State/Territory OHS legislation

including regulations and codes of practice relating to
hazards present in the workplace or industry, including:
• general duty of care under OHS legislation and

common law
• requirements for the maintenance and confidentiality

of records of occupational injury and disease
• requirements for provision of OHS information and

training
• provisions relating to health and safety

representatives and/or OHS committees
• provisions relating to OHS issue resolution

• environmental protection regulations
• relevant Australian standards and certification

requirements including Australian Standard AS1885.1
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• interpret and use information about

accident-emergency policies and procedures and duty
of care responsibilities

• respond to an incident
• control and assist at accident or emergency site
• provide first aid within requirements of State/Territory

legislation and limits of responsibility
• finalise accident-emergency process and complete

records
• follow workplace requirements for reporting of

incidents, accidents and potential risks, maintenance
and confidentiality of records

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant regulatory and code requirements applicable in
accident/emergency situations

• Relevant OHS and environmental protection policies and
procedures

• Workplace procedures for accident-emergency response
• Workplace emergency, fire and accident procedures
• Site layout
• Focus of operation of work systems, equipment or

management, site and organisational operating and
emergency procedures

• Typical problems that can occur during a safety incident,
accident or emergency and related action that can be
taken

• Ability to analyse the working environment in order to
identify hazards, assess safety risks and design and
implement appropriate OHS control procedures

• Ability to work collaboratively with others
• Ability to negotiate and resolve issues
• Ability to select and appropriately apply technology,

information systems and policies during a safety incident,
accident or emergency

• Ability to provide first aid within limits of responsibility
• Ability to modify activities depending on differing

workplace contexts, risk situations and environments
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to apply accident-emergency procedures in
a workplace, and/or

• apply workplace accident-emergency procedures in
appropriate simulated or actual workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• interpreting and using information about

accident-emergency policies and procedures and duty
of care responsibilities

• responding to an incident
• controlling and assisting at an accident or emergency

site
• providing first aid within limits of responsibility
• finalising accident-emergency process and complete

records
• following workplace requirements for reporting of

incidents, accidents and potential risks, maintenance
and confidentiality of records

• Shows evidence of application of relevant workplace
procedures including:
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures related to accident-emergency

response
• requirements for the reporting of incidents, accidents

and emergencies
• the use of personal protective clothing and equipment
• issue resolution procedures
• relevant guidelines relating to the safety of equipment

in the workplace
• Action is taken promptly to report and/or respond to an

incident, accident and/or emergency in accordance with
regulatory and workplace requirements

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF797B Implement and coordinate
accident-emergency procedures

Unit Descriptor This unit involves the skills and knowledge required to implement and
coordinate accident-emergency procedures, including responding to the
incident, conducting on-site activities, and completing follow-up actions.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Respond to the incident 1.1 Details of incidents, accidents and emergencies are
received, analysed and confirmed

1.2 Immediate coordination requirements are identified and
actioned in accordance with organisation procedures

1.3 Travel to the incident site is by the shortest, fastest, legal
means and routes

2. Coordinate on-site
activities

2.1 Control of site activities is assumed on arrival and the
operator and other authorities present are informed of this
action

2.2 Assistance is provided to clients and operators within the
limitations of duty of care and organisation requirements

2.3 Details of personnel, including names and nature of
injuries, are notified to relevant personnel, following
enterprise procedures

2.4 Assistance is provided to relevant authorities within legal
and policy limitations

3. Complete follow-up
actions

3.1 Details of affected personnel, including names, nature of
injuries and follow-up treatments are notified to next-of-kin
in accordance with organisation procedures

3.2 Incidents resulting in a near miss, accident or emergency
are investigated and a report, including recommendations,
is completed in accordance with enterprise policies and
procedures

3.3 Accident procedures and emergency plans are reviewed
for effectiveness and recommendations for changes are
prepared and submitted to appropriate persons

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations and workplace procedures concerning action
to be taken in the event of an emergency, fire or accident

• Work is performed under some supervision generally
within a team environment

• Work involves the application of the basic emergency
response principles to the implementation of
accident-emergency procedures including the provision of
assistance ranging from simple injuries to the application
of life support systems
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Worksite environment • Work may be conducted in a range of work environments
and weather conditions by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in:

• restricted spaces
• exposed conditions
• controlled or open environments

• Action to be taken in the event of an accident-emergency
may include:
• identifying and following established emergency

procedures
• assessing the nature and extent of the emergency
• rendering assistance and first aid
• isolating and coordinating safety of the scene
• alerting relevant organisational personnel and

emergency services
• recording relevant information and reporting on

accident/emergency situation in accordance with
regulatory and workplace requirements

• Emergency equipment may include:
• first aid kit
• fire extinguishers
• fire hose
• fire blanket
• resuscitation equipment

• Hazards in the work area may include:
• exposure to chemicals
• exposure to dangerous or hazardous substances
• movements of equipment, goods and materials
• accidents involving chemicals, toxic substances and

other harmful substances
• accidents involving equipment and vehicles
• explosion and/or fire
• personal accidents including lifting injuries
• waste management and disposal
• violent incidents such as armed robberies

• Consultative processes may include:
• workplace personnel and management
• designated workplace emergency officers
• emergency services personnel including ambulance,

police, fire services, etc.
• union representatives
• industrial relations and OHS specialists
• other professional or technical staff
• site visitors
• contractors
• official representatives

• Communication in the work area may include:
• phone
• electronic data interchange
• fax
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• e-mail
• internet
• radio
• oral, aural or signed communications

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing
• breathing apparatus

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• workplace emergency/fire/accident procedures
• workplace procedures for the use of emergency

equipment and personal protection equipment
• first aid instructions and procedures
• manufacturer's instructions concerning the use and

servicing of equipment
• manifests, bar codes, goods and container

identification goods identification numbers and codes
• material safety data sheets
• codes of practice including the Dangerous Goods

Code
• IMDG code markings, HAZCHEM codes and where

applicable emergency information panels
• relevant legislation, regulations and related

documentation related to emergency response
situations

• award, enterprise bargaining agreement, other
industrial arrangements

• relevant Australian standards and certification
requirements

• quality assurance procedures
• supplier and/or client advice on the hazards involved

with goods or cargo

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTF797B Implement and coordinate accident-emergency procedures

Volume 3 of 4, Imported Unit 21 of 58 Page 391 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• emergency procedures regulations
• dangerous goods and hazardous goods regulations
• relevant Australian standards and certification including

Australian Standard AS 2865 - 'Safe Working in a
Confined Space Code'

• workplace relations regulations
• workers compensation regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• respond to an accident/emergency and assess

appropriate, prompt actions
• locate, interpret and apply relevant information
• comply with organisational procedures, admission of

liability policy, legal and coordination requirements
• isolate and coordinate safety of the scene
• render assistance and exert personal control at the

scene
• exercise self control
• investigate and report on accident/emergency situation
• resolve coordination issues with other organisations

and operators

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant OHS and other regulatory codes, procedures
and guidelines concerning response to accidents and
emergencies

• Risks and hazards in the workplace and related
precautions to control the risk

• Workplace procedures and policies for responding to
accident/emergency situations including first aid
procedures

• Types of accidents and emergencies that can occur in a
workplace and the appropriate action to be taken in each
case

• Types of emergency equipment in the workplace and
instructions for its use

• Site layout and obstacles
• Means to control and organise the accident scene,

provide practical assistance and cooperate with others at
the scene

• Focus of operation of work systems, equipment,
management and site operating systems

• Ability to modify activities depending on differing
workplace contexts, risk situations and environments

• Ability to read and comprehend simple statements in
English

• Ability to identify containers and goods coding, ADG and
IMDG markings and where applicable emergency
information panels

• Ability to identify, select and use emergency equipment,
processes and procedures

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to
implement accident-emergency procedures in a
workplace, and/or

• implement accident-emergency procedures in an
appropriate range of accident-emergency situations

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTF797B Implement and coordinate accident-emergency procedures

Volume 3 of 4, Imported Unit 21 of 58 Page 393 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Consistency in
performance

• Applies underpinning knowledge and skills when:
• responding to an accident/emergency and assessing

appropriate, prompt actions
• locating, interpreting and applying relevant information
• complying with organisational procedures, admission

of liability policy, legal and coordination requirements
• isolating and coordinating safety of the scene
• rendering assistance and exerting personal control at

the scene
• exercising self control
• investigating and reporting on accident/emergency

situation
• resolving coordination issues with other organisations

and operators
• Shows evidence of application of relevant workplace

procedures including:
• relevant codes, regulations and hazard prevention

policies and procedures
• workplace emergency, fire and accident procedures

and instructions
• obtaining assistance from other team members when

required
• hazard identification and minimisation guidelines
• procedures for the use of personal protective clothing

and equipment
• issue resolution procedures
• housekeeping procedures
• environmental protection procedures

• Action is taken promptly to report and/or respond to
accidents/emergencies in accordance with regulatory
requirements and workplace emergency procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail and care for the safety of personnel, goods,
facilities and equipment.

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTF997B Conduct cleaning operations in enclosed
spaces

Unit Descriptor This unit involves the skills and knowledge required to conduct cleaning
operations in enclosed spaces, including identifying cleaning risks,
planning cleaning operations, and cleaning the required enclosed
space in accordance with operational requirements.

Unit Sector Occupational Health and Safety

ELEMENT PERFORMANCE CRITERIA

1. Identify risks and plan
operation

1.1 Requirements for the cleaning operation are assessed
1.2 Potential risks or hazards to self, the environment or

others are identified
1.3 Relevant information including workplace procedures and

safety codes are identified and read
1.4 Cleaning and personal protection equipment and

consumables are identified
1.5 Requirements are assembled in accordance with national

standards, safety codes and workplace procedures
1.6 Work is planned identifying critical parameters of the work

2. Clean required enclosed
space

2.1 Unauthorised persons are removed from the work area
2.2 Engineering and personal safety equipment is used
2.3 Unwanted labels are removed
2.4 Cleaning products, where used, are mixed in accordance

with manufacturer's and workplace instructions
2.5 Containers are swept out and washed so that mud, grime

and any residue from products stored in the containers are
removed

2.6 Security of chemicals and equipment is maintained
2.7 Run-off is contained and wastes are disposed of in

accordance with local laws and workplace procedures
2.8 Relevant documentation is completed
2.9 Equipment used for the process is checked and stored
2.10 Worksite is checked and returned to operational status

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in accordance with regulations
and procedures for conducting cleaning operations in
enclosed spaces

• Work is performed under some supervision generally
within a team environment

• Work involves the application of established safety
procedures and regulatory requirements to the conduct of
cleaning operations in enclosed spaces
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Worksite environment • The housekeeping tasks may be conducted in a range of
work environments by day or night

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites in the transport, warehousing, distribution
and/or storage industries

• Work may be conducted in confined restricted enclosed
spaces

• Focus of cleaning operations may include:
• containers
• tanks
• other enclosed spaces

• Hazards in the work area may include exposure to:
• chemicals
• dangerous or hazardous substances
• toxic gas
• movements of equipment, goods and materials

• Critical parameters for cleaning operations in enclosed
spaces include:
• workplace personnel
• sequence of operations
• precautions for self, others and work area
• relevant workplace procedures to be followed
• emergency precautions, tests and procedures
• evacuation and rescue procedures

• Personnel in the work area may include:
• other workplace personnel and managers
• site visitors
• contractors
• official representatives including OHS specialists

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Depending on workplace context, personal protection
equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing
• breathing apparatus
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Sources of information/
documents

• Information documents may include:
• workplace procedures and policies for cleaning

operations including those in confined spaces
• OHS and environmental protection regulations
• relevant codes of practice including the National

Standards for Manual Handling and the Industry Safety
Code

• material safety data sheets
• policies and procedures for entry and work in confined

spaces
• manufacturer's instructions concerning the use and

servicing of equipment
• supplier and/or client instructions
• emergency procedures
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements, specifically

Australian Standard AS 2865 - 'Safe Working in a
Confined Space'

• quality assurance procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation and regulations

pertaining to cleaning operations and working in
confined spaces

• relevant State/Territory environmental protection
legislation

• relevant Australian standards and certification including
Australian Standard AS 2865 - 'Safe Working in a
Confined Space Code'

• workplace relations regulations
• dangerous and hazardous goods regulations
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify risks and plan cleaning operations
• follow procedures for cleaning operations in enclosed

spaces
• safely use relevant cleaning equipment and materials
• test for contaminant gases
• dispose of waste materials including segregation of

particular wastes and specialist requirements
• use workplace colloquial and technical language and

communication technologies in the workplace context
• use and effect emergency and rescue operations as

required
• follow the designated work plan for the cleaning

operations
• maintain workplace records

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant OHS regulations, codes and guidelines
concerning cleaning operations in enclosed spaces
including Australian Standard AS 2865 - 'Safe Working in
a Confined Space Code'

• Workplace procedures and policies for carrying out
cleaning operations in enclosed spaces

• Risks when carrying out cleaning operations in enclosed
spaces and related precautions to control the risk

• Procedures for carrying out tests for contaminant gases in
enclosed spaces prior to performing cleaning operations

• Site layout and obstacles
• Application of relevant industrial regulations and

requirements
• Maintenance procedures for cleaning equipment
• Ability to modify activities dependant on differing

workplace contexts, risk situations and environments
• Ability to read and comprehend simple statements in

English
• Ability to identify container and goods coding, IMDG

markings and where applicable emergency information
panels

• Ability to identify and correctly use equipment, cleaning
materials, processes and procedures for carrying out
cleaning operations in enclosed spaces

• Ability to follow routine maintenance procedures for
cleaning equipment

• Ability to select and use correct personal protection
equipment when cleaning operations in enclosed spaces
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to conduct
cleaning operations in enclosed spaces, and/or

• conduct cleaning operations in enclosed spaces in an
appropriate range of operational situations

Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying risks and planning cleaning operations
• following procedures for cleaning operations in

enclosed spaces
• safely using relevant cleaning equipment and materials
• testing for contaminant gases
• disposing of waste materials including segregation of

particular waste and specialist requirements
• using workplace colloquial and technical language and

communication technologies in the workplace context
• using and effecting emergency and rescue operations

as required
• following the designated work plan for the cleaning

operations
• maintaining workplace records

• Shows evidence of application of relevant workplace
procedures including:
• OHS regulations and hazard prevention policies and

procedures
• workplace g procedures and instructions for cleaning

operations in enclosed spaces
• obtaining assistance from other team members when

required
• environmental protection procedures when shifting

materials
• Action is taken promptly to report and/or rectify any

difficulties in carrying out cleaning operations in enclosed
spaces in accordance with codes regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTG197B Work effectively with others
Unit Descriptor This unit involves the basic skills and knowledge required to work

effectively with others in a workplace including contributing to
determination of appropriate work roles, contributing to the planning of
activities, and working with others to complete the activities.

Unit Sector Teamwork

ELEMENT PERFORMANCE CRITERIA

1. Contribute to
determination of
appropriate work roles

1.1 Work roles of each group member are identified based on
information and instructions about objectives, performance
requirements and procedures

1.2 Contributions are made to assist in the determination of
the appropriate roles and responsibilities for the
successful completion of the activity

2. Contribute to the planning
of the activity

2.1 Suggestions and information are provided as appropriate
to contribute to the planning of the activity and the
associated procedures

3. Work with others 3.1 Forms of communication appropriate to the activity are
used

3.2 Assistance in the completion of the activities is requested
where appropriate

3.3 Contributions to the achievement of a required outcome
are made

3.4 Work is undertaken in accordance with specified
procedures on an individual and shared basis as
appropriate

3.5 Problems are discussed and resolved where possible
through agreed and accepted processes

3.6 Suggestions for improvements to processes are made and
discussed within the team

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 2
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RANGE STATEMENT

General context • Work is carried out in accordance with workplace
procedures and relevant regulatory requirements

• Work is performed under some supervision, generally
within a team environment

• Work involves the application of established procedures
and appropriate interpersonal skills when working with
others to complete workplace tasks

Worksite environment • Work involves basic routine work operations carried out in
collaboration with others and may occur by day or night
and in a variety of work contexts

• Customers may be internal or external
• Enterprises may comprise large, medium or small

worksites
• Work colleagues may include:

• English-speaking persons
• multilingual staff
• persons with limited ability to communicate in English
• persons from a range of cultural backgrounds

• Personnel in work area may include:
• managers
• supervisors/team leaders
• workplace personnel
• visitors
• contractors
• official representatives

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Communication may involve the basic use of a range of
communication technology including:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio
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Sources of information/
documents

• Information/documentation may include:
• workplace procedures, checklists and instructions
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification
• manufacturer's specifications
• workplace policies
• supplier and/or client instructions
• material safety data sheets
• relevant codes of practice including the national

standards for manual handling and the industry safety
code

• legislation, regulations and related documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice,

including the national standards for manual handling
and industry safety codes

• dangerous goods and freight regulations and codes
• relevant Australian and State/Territory OHS legislation
• equal employment legislation and related policies
• environmental protection regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• work cooperatively with others to complete tasks
• contribute to collective planning, cooperative work and

effective outcomes for the activity
• locate, interpret and apply relevant information in

conjunction with others
• provide customer/client service effectively in

conjunction with others
• convey information in written and oral form
• maintain workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

• follow the designated work plan for the job

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that are part of a worker's job function
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Required knowledge and
skills

• Relevant workplace standards and procedures and duty
of care requirements

• Relevant OHS and environmental protection procedures
and responsibilities

• Workplace structures and the roles and responsibilities of
team/group members

• Basic principles of teamwork
• Focus of operation of work systems, equipment or

management, site and organisational operating
procedures

• Ability to communicate effectively with others including
multilingual persons and persons with a limited ability to
speak or understand English

• Ability to provide appropriate support to other team
members

• Ability to modify activities depending on differing
workplace contexts and environment

• Ability to identify and correctly use equipment, processes
and procedures

• Ability to apply relevant industrial or other legislative
requirements

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to work effectively with others, and/or

• work effectively with others on an appropriate range of
operational tasks

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTG197B Work effectively with others

Volume 3 of 4, Imported Unit 23 of 58 Page 404 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Consistency in
performance

• Applies underpinning knowledge and skills when:
• working cooperatively with others to complete tasks
• contributing to collective planning, cooperative work

and effective outcomes for the activity
• locating, interpreting and applying relevant information

in conjunction with others
• providing customer/client service effectively in

conjunction with others
• conveying information in written and oral form
• maintaining workplace records
• selecting and using appropriate workplace colloquial

and technical language and communication
technologies in the workplace context

• following the designated work plan for the job
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulations and codes
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions
• relevant guidelines relating to the use of equipment
• security and housekeeping procedures
• environmental protection procedures

• Action is taken promptly to report any workplace
problems in accordance with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTG297B Lead a work team or group
Unit Descriptor This unit involves the skills and knowledge required to lead a work team

or group including participating in team/group planning, managing and
developing team/group performance, participating in and facilitating the
work team/group in its achievement of workplace tasks, and
documenting and reviewing work team/group performance.

Unit Sector Teamwork

ELEMENT PERFORMANCE CRITERIA

1. Participate in team/group
planning

1.1 Requirements of a team/group task are identified and
clarified in conjunction with other team or group members
to ensure appropriate interpretation of specifications and
in accordance with enterprise requirements

1.2 Task is interpreted and relevant steps are identified in
conjunction with other team/group members to ensure
efficient conduct of work to meet specifications and
enterprise requirements

1.3 Steps are planned in conjunction with the work of other
personnel to allow achievement of practical outcomes
according to enterprise and/or manufacturer's procedures

2. Manage and develop
team/group performance

2.1 Task activities are assigned to team/group members
based on their areas of competence and expertise and
their availability

2.2 Team/group members are advised on symptoms and
effects of fatigue, drugs and alcohol, safe lifting
techniques and other Occupational Health and Safety
policies

2.3 Performance measures and requirements are agreed
upon between team/group members in accordance with
enterprise procedures

3. Participate in and facilitate
the work team/group

3.1 Work activity is organised and carried out with other
involved team/group members and personnel using
relevant communication processes to ensure safe,
unambiguous and appropriate sequencing of tasks

3.2 Individuals and teams/groups are actively encouraged to
take individual and joint responsibility

4. Document and review
work team/group tasks

4.1 All necessary documentation related to job planning and
progress is completed and recorded in accordance with
statutory, manufacturer's and enterprise requirements

4.2 The outcomes of the team's/group's task activities are
compared with the planned objectives, task instructions
and specifications to ensure all requirements have been
met
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 3

RANGE STATEMENT

General context • Work is carried out in accordance with workplace
procedures and relevant regulations

• Work is performed under some supervision, generally
within a team environment

• Work involves the application of established procedures
to the provision of leadership within a work team or group
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Worksite environment • Work involves completion of workplace activities as a
leader of a work team

• Work may occur by day or night and in a variety of work
contexts

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Team members may include:

• English-speaking persons
• multilingual staff
• persons with limited ability to communicate in English
• persons from a range of cultural backgrounds
• permanent, part-time and/or casual staff

• Consultative processes may include:
• other members of the team
• supervisors/team leaders
• managers
• workplace personnel
• visitors
• contractors
• official representatives
• union representatives
• industrial relations and OHS specialists
• other professional or technical staff

• Communication may involve the basic use of a range of
communication technology including:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documentation may include:
• workplace procedures, checklists and instructions
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification
• manufacturer's specifications
• workplace policies
• supplier and/or client instructions
• material safety data sheets
• relevant codes of practice including the national

standards for manual handling and the industry safety
code

• legislation, regulations and related documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice,

including the national standards for manual handling
and industry safety codes

• dangerous goods and freight regulations and codes
• relevant Australian and State/Territory OH&S

legislation
• equal employment legislation and related policies
• environmental protection regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• apply leadership skills to the completion of work team

projects
• apply techniques to encourage appropriate

participation of team/group members
• identify requirements of tasks and organise planning,

job completion and evaluation stages
• locate, interpret and apply relevant information
• provide customer/client service and work effectively

with others
• convey information in written and oral form
• maintain workplace records
• allocate tasks taking into account work and individual

development requirements
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that are part of a team leader's job
function

Required knowledge and
skills

• Relevant regulatory and code requirements
• Relevant OHS and environmental protection policies and

procedures
• Workplace protocols and procedures for leading work

teams
• Techniques to encourage appropriate participation of

team/group members
• Coaching and mentoring approaches
• Workplace policies and plans including procedures for

training and development
• Strategies to implement continuous improvement

processes
• Typical problems that can occur when leading a work

team and related appropriate action that can be taken
• Ability to lead and encourage others
• Ability to negotiate and work effectively with others
• Ability to identify improvements to services, resource

allocation and use
• Ability to select and appropriately apply technology,

information systems and procedures to complete
workplace tasks

• Ability to plan work activities, including predicting
consequences and identifying improvements

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to lead a work team, and/or

• lead a work team in an appropriate range of
operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• applying leadership skills to the completion of work

team projects
• applying techniques to encourage appropriate

participation of team/group members
• identifying requirements of tasks and organising

planning, job completion and evaluation stages
• locating, interpreting and applying relevant information
• providing customer/client service and working

effectively with others
• conveying information in written and oral form
• maintaining workplace records
• allocating tasks, taking into account work and

individual development requirements
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulations and codes
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions relating to

team leadership
• relevant guidelines relating to the use of equipment
• meeting procedures
• environmental protection procedures

• Action is taken promptly to report any workplace
problems in accordance with regulations and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTG698B Facilitate work teams
Unit Descriptor This unit involves the skills and knowledge required to lead and

facilitate work teams including participating and providing leadership in
team planning, developing team commitment and cooperation,
managing and developing team performance, and participating in, and
facilitating the work of work teams/groups.

Unit Sector Teamwork

ELEMENT PERFORMANCE CRITERIA

1. Participate in team
planning

1.1 The team establishes clearly defined goals, purpose,
roles, responsibilities and accountabilities within the
organisation's goals and objectives

1.2 The team performance plan contributes to the
organisation's business plan, policies and practices

1.3 The team agrees to processes to monitor and adjust its
performance within the organisation's continuous
improvement policies

1.4 The team includes in its plans ways in which it can benefit
from the diversity of its membership

2. Develop team
commitment and
cooperation

2.1 The team uses open communication processes to obtain
and share information

2.2 The team encourages and exploits innovation and
initiative

2.3 Support is provided to the team to develop mutual concern
and camaraderie

3. Manage and develop
team performance

3.1 The team is supported in making decisions within agreed
roles and responsibilities

3.2 The results achieved by the team contribute positively to
the organisation's business plans

3.3 Team and individual competencies are monitored
regularly to confirm that the team is able to achieve goals

3.4 Mentoring and coaching supports team members to
enhance personal and collective knowledge and skills

3.5 Delegates' performance is monitored to confirm that they
have completed the relevant delegation(s)/assignment(s)

4. Encourage and facilitate
the work of teams

4.1 Team effectiveness is encouraged and enhanced through
active participation in team activities and communication
processes

4.2 Individuals and teams are actively encouraged to take
individual and joint responsibility for actions

4.3 The team receives support to identify and resolve
problems which impede performance
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work involves discretion and judgement for self and
others in the facilitation of work teams or groups

• Work is performed under minimum supervision with
general guidance on progress and outcomes of work

• A range of opportunities may be used to develop the
workplace and to support the development of work
systems and innovative strategies to deal with
contingencies and to encourage the achievement of the
organisations' goals and key performance objectives

• Work involves responsibility for facilitating and
encouraging the work of work teams/groups and the
provision of leadership to others in the establishment and
achievement of team objectives
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Worksite environment • The workplace environment may involve twenty-four hour
operation and may include:
• single and multi site location
• large, medium and/or small organisations

• Services, products, risks, work systems and requirements
may potentially vary across different sections of the
workplace

• Operations involve internal and external customer contact
and coordination

• Teams may be:
• new or long established
• within a functional area
• drawn from across the organisation

• Team membership may be changing on a regular basis or
evolving within the overall context of change within the
enterprise

• Team members/leaders may include:
• English-speaking persons
• multilingual staff
• persons with limited ability to communicate in English
• persons from a range of cultural backgrounds

• Consultative processes may involve:
• members and leaders of work teams
• other employees and supervisors
• customers/clients
• manufacturers and suppliers
• relevant authorities
• management
• union representatives
• OHS specialists,
• other maintenance, professional or technical staff

• Communications systems may involve:
• face-to-face discussions or group meetings
• telephone
• fax
• email
• mail

• Depending on the type of organisation concerned and the
local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures
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Sources of information/
documents

• Information/documentation may include:
• workplace policies and procedures
• customer/client instructions and requirements
• customer service standards and procedures
• workplace products and services information
• quality assurance standards and procedures
• relevant agreements, regulations and codes of

practice, including the Australian standards relevant to
services and operations

• manufacturer's/supplier's specifications, advice,
recommended procedures, policies and instructions

• workplace guidelines on appropriate workplace
language and communication strategies and
interpretation of relevant information

• emergency procedures
• regulations and policies relating to minimising risks to

the environment and ensuring compliance with OHS
requirements

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• relevant Australian and State/Territory OHS legislation
• regulations on Equal Opportunity, Equal Employment

Opportunity and Affirmative Action
• environmental protection regulations
• hazardous substances and dangerous goods codes
• relevant Australian standards and certification

requirements
• licence, patent or copyright arrangements
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• apply leadership skills to the completion of projects

including the allocation and delegation of tasks, taking
into account task requirements, development needs
and organisational policy

• manage own work to achieve organisational goals and
required results

• provide clear direction when devolving responsibility
and accountability

• monitor team performance including mediating and
resolving issues surrounding diverse work styles,
aspirations, cultures and perspective, maximising
positive outcomes for the organisation and the
individuals within it

• apply techniques to encourage appropriate
participation of team/group members in networking
with other teams/groups for mutual benefit

• research, interpret and apply relevant information
• provide customer/client service and work effectively

with others

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant and regulatory and code requirements
• Relevant OHS and environmental protection policies and

procedures
• Workplace protocols and procedures for the facilitation of

work teams
• Mechanisms to encourage team decision making, reward

and support team achievement
• Coaching and mentoring approaches to support team

members to share knowledge and skills
• Workplace policies and plans including procedures for

training and assessment
• Strategies to implement continuous improvement

processes
• Typical problems that can occur when facilitating work

teams and related appropriate action that can be taken
• Ability to lead and encourage others
• Ability to negotiate and work effectively with others
• Ability to identify improvements to services, resource

allocation and use
• Ability to select and appropriately apply technology,

information systems and procedures to complete
workplace tasks

• Ability to plan work activities, including predicting
consequences and identifying improvements

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to facilitate and provide leadership to work
teams, and/or

• facilitate and provide leadership to work teams in an
appropriate range of operational contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• applying leadership skills to the completion of projects

including the allocation and delegation of tasks, taking
into account task requirements, development needs
and organisational policy

• managing own work to achieve organisational goals
and required results

• providing clear direction when devolving responsibility
and accountability

• monitoring team performance including, mediating and
resolving issues surrounding diverse work styles,
aspirations, cultures and perspective and maximising
positive outcomes for the organisation and the
individuals within it

• applying techniques to encourage appropriate
participation of team/group members in networking
with other teams/groups for mutual benefit

• researching, interpreting and applying relevant
information

• providing customer/client service and working
effectively with others

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations and codes
• OHS and environmental protection regulations and

hazard prevention policies and procedures
• workplace procedures and policies
• customer service standards and procedures
• issue resolution and grievance procedures
• environmental protection procedures

• Action is taken promptly to report and/or take appropriate
action on any team problems in accordance with
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTG701A Work in a socially diverse environment
Unit Descriptor This unit involves the skills and knowledge required to work in a socially

diverse environment, including the development and application of the
cultural awareness that is required by all people working in the
transport and distribution industries. It includes the cultural awareness
required for serving customers and working with colleagues from
diverse backgrounds.

This unit is equivalent to the Tourism and Hospitality unit THHCOR02A
but has been customised to the requirements of the Transport and
Distribution Industry.

Unit Sector Teamwork

ELEMENT PERFORMANCE CRITERIA

1. Communicate with
customers and colleagues
from diverse backgrounds

1.1 Customers and colleagues from all cultural groups are
valued and treated with respect and sensitivity

1.2 Verbal and non-verbal communication takes account of
cultural differences

1.3 Where language barriers exist, efforts are made to
communicate through use of gestures or simple words in
the other person's language

1.4 Assistance from colleagues, reference books or outside
organisations is obtained when required

2. Deal with cross-cultural
misunderstandings

2.1 Issues which may cause conflict or misunderstanding in
the workplace are identified

2.2 Difficulties are addressed with the appropriate people and
assistance is sought from team leaders

2.3 When difficulties or misunderstandings occur, possible
cultural differences are considered

2.4 Efforts are made to resolve the misunderstanding, taking
account of cultural considerations

2.5 Issues and problems are referred to the appropriate team
leader/supervisor for follow-up

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques -

Solving problems 1

Using technology -
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RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures and relevant anti-discrimination and equal
employment opportunity regulations

• Work is performed with limited or minimum supervision,
with some accountability and responsibility for self and
others in achieving the prescribed outcomes

• Work involves the application of communication principles
and problem-solving techniques to facilitate work in a
socially diverse environment
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Worksite environment • Cultural differences may include but are not limited lo
those of the following nature (examples only):
• race
• language
• special needs
• disabilities
• family-structure
• age
• sexual preference

• Possible cultural differences may include but are not
limited to:
• language spoken
• forms of address
• levels of formality/informality
• non-verbal behaviour
• work ethics
• personal grooming
• family obligations
• recognised holidays
• special needs
• product preferences

• Attempts to overcome language barriers may be made to:
• meet and greet/farewell customers
• give simple directions
• give simple instructions
• answer simple enquiries
• prepare for, serve and assist customers
• describe goods and services

• Outside organisations may include but are not limited to:
• interpretative services
• diplomatic services
• local cultural organisations
• appropriate government agencies
• educational institutions

• Depending on the type of organisation concerned and the
local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures

Sources of information/
documents

• Information may include:
• workplace procedures
• guideline documents on cultural differences and how to

deal with them
• documents that provide information on equal

employment opportunity principles and obligations and
anti-discrimination regulations
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Applicable regulations and
legislation

• Applicable legislation may include:
• Australian and State/Territory anti-discrimination

legislation
• Australian and State/Territory equal opportunity

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• be aware of cultural differences amongst

colleagues/customers
• communicate with customers and colleagues from

diverse backgrounds
• deal with cross-cultural misunderstandings.

• The focus of this unit will vary depending on the cultural
context of the workplace and the cultural background of
the individual. Assessment should take account of the
cultural variances and requirements that apply in
particular situations.

Interdependent
assessment of units

• This is a unit that may underpin effective performance in
all other units. It is recommended that this unit is
assessed/trained in conjunction with other relevant
operational and customer service units.

Required knowledge and
skills

• Principles of Equal Employment Opportunity (EEO) and
anti-discrimination legislation as they apply to individual
employees

• Recognition of the different cultural groups in Australian
society

• Basic knowledge of the culture of Australia's indigenous
and non-indigenous peoples

• Recognition of various international customer groups (as
appropriate to the sector and individual workplace)

• Principles that underpin cultural awareness
• Knowledge of what it means to be 'culturally aware'
• Ability to communicate effectively with customers and

colleagues from a broad range of backgrounds as
required for the relevant job role

• Typical cross-cultural misunderstandings and problems
that can occur in the workplace and appropriate ways of
dealing with them

• Ways of overcoming language barriers in the workplace
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to work in a
socially diverse environment, and/or

• work in a socially diverse environment in an
appropriate range of different situations

Consistency in
performance

• Applies underpinning knowledge and skills when:
• communicating with customers and colleagues from

diverse backgrounds
• dealing with cross-cultural misunderstandings in the

workplace
• Shows evidence of application of relevant workplace

procedures including:
• EEO and anti-discrimination regulations
• job procedures and work instructions

• Action is taken promptly to report and/or rectify any
identified cultural misunderstandings in accordance with
company procedures

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

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

• Evidence of competence should relate to different
communication and customer service contexts and may
need to be collected over a period of time
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TDTGCSO01A Create customer relationship
Unit Descriptor This unit involves the skills and knowledge required when meeting and

greeting customers to create a positive impression and to establish
rapport with the customer. The process is not expected to develop a
long-term relationship (as part of the customer service competency). It
will certainly apply to any initial customer encounter, which may be the
only encounter in some settings (e.g. retail), or could be part of
repeated encounters. Customers may be internal or external.

This unit is identical to the cross-industry guideline unit GCSO01A with
the same title.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Establish contact with
customers

1.1 Welcoming customer environment is created and
maintained

1.2 Customers are acknowledged and greeted courteously
and politely according to enterprise policies and
procedures

1.3 Communications with customers are clear, concise and
courteous

1.4 Appropriate communication channels are used
1.5 Rapport/relationship with customer is established and a

genuine interest in customer needs/requirements is
expressed

1.6 Effective service environment is created through verbal
and non-verbal presentation according to enterprise
policies and procedures

2. Present a positive
organisational image

2.1 Information is provided to the public to maintain
organisation's image and accountability

2.2 Professional ethics are maintained to enhance customer
commitment and to build return customer base

2.3 All actions taken are in keeping with the required
organisational image

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations and codes of practice

• Work is performed under some supervision usually within
a team environment

• This competency may be expected to apply to a worker
who:
• has routine contact with customers, internal or

external, and is providing routine, well defined
services/products to the customer, or

• is a production worker providing a limited range of
services/products to internal customers
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Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night

• Customers may be either internal or external, but contact
is typically superficial only. They may include but are not
limited to:
• customers with routine or special requests
• regular and new customers
• people from a range of social, cultural or ethnic

backgrounds
• people with varying physical and mental abilities
• people who may be unwell, drug affected and

emotionally distressed
• Effective communication techniques may include but are

not limited to:
• active listening techniques
• using open and/or closed questions
• speaking clearly and concisely
• using appropriate language and tone of voice
• giving customers full attention
• maintaining eye contact (for face-to-face interactions)
• non-verbal communication e.g. body language,

personal presentation (for face-to-face interactions)
• clear, legible writing

• Contact with customers may include but is not limited to:
• face-to-face interactions
• answering the telephone
• interactions with team members

• Organisational standards, policies and procedures may
include but are not limited to:
• dress/uniform codes
• organisational image
• code of ethics
• staff appearance and presentation
• quality systems, standards and guidelines

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Worksite environment • Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications
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Sources of information/
documents

• Information/documents may include:
• workplace procedures and policies for the provision of

customer service
• regulations and codes of practice relevant to consumer

protection and trade practices
• induction documentation
• competency standards and training materials
• manufacturer's specifications for relevant equipment
• supplier and/or client instructions
• award, enterprise bargaining agreement, other

industrial arrangements
• quality assurance standards and procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include but are
not limited to:
• consumer law, environmental law, OHS,

anti-discrimination/equal employment opportunity,
harassment and other relevant laws specific to local
government, State and Federal legislation

• privacy legislation
• relevant codes of conduct

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify the need(s) required by the customer
• deliver that service to standard and in an appropriate

timeframe
• recommend an acceptable alternative to the customer,

or explain to the customer why the need(s) cannot be
met and any further actions which might be taken in a
manner which is acceptable to the customer

• use appropriate communication strategies and
equipment

• locate, interpret and apply relevant information

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Australian and State/Territory standards, regulations and
codes of practice relevant to the provision of customer
service, including consumer laws and trade practices
regulations

• OHS and procedures and guidelines relevant to
workplace operations

• Workplace procedures and policies for the creation of
customer relationships

• The importance of good communication when creating
customer relationships

• The individual's role in creating customer relationships
• Requirements of customer service systems/operations

and relevant equipment
• Ability to:

• apply language skills which allow for adequate
communication with the customer

• apply literacy skills to the level required to create
customer relationships

• apply numeracy skills to the level required to interpret
the customer requirements and meet their needs

• identify and solve problems when creating customer
relationships

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

• identify and correctly use equipment, processes and
procedures relevant to the creation of customer
relationships

• apply relevant agreements, codes of practice or other
legislative requirements to work processes

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to create customer relationships, and/or

• create customer relationships in an appropriate range
of workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying the need(s) required by the customer
• delivering customer service in accordance with

identified customer needs and workplace procedures
and in an appropriate timeframe

• recommending an acceptable alternative to the
customer, or explaining to the customer why a need(s)
cannot be met and any further actions which will be
taken in a manner which is acceptable to the customer

• using appropriate communication strategies and
equipment

• locating, interpreting and applying relevant information
• Shows evidence of application of relevant workplace

procedures including:
• regulations and codes of conduct pertaining to

customer service
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions related to the

creation of customer relationships
• relevant guidelines relating to the use of required

equipment
• Action is taken promptly to respond to/report any

customer relationship problems in accordance with
regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

• This unit is essentially skills-based and it is expected that
assessment will be largely practical (i.e. workplace-based
or by simulation) in nature, supported by questioning to
assess product knowledge.

• Practical assessment will frequently be in the workplace
or a suitable similar environment. Access to such an
environment will be required. Questioning may occur in
the work environment, or other suitable room such as an
office, classroom or lunchroom.
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TDTGCSO02A Deal with customer feedback
Unit Descriptor This unit involves the skills and knowledge required when receiving

feedback from customers, generally within a single customer
encounter. Feedback may be either positive or negative, or a
combination of both. When handled appropriately, it could contribute to
the development and maintenance of a long-term productive
relationship with customers.

This unit is identical to the cross-industry guideline unit GCSO02A with
the same title.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Handle customer
feedback

1.1 Customer feedback is promptly recognised
1.2 Customer feedback is handled positively, sensitively and

politely
1.3 Information regarding problems and delays is promptly

communicated to customers and followed up within an
appropriate timeframe as necessary

2. Record customer
feedback

2.1 Description of communication between customers and
organisation is completed accurately and in simple
language

2.2 Any further records required to support feedback are
prepared, monitored and stored according to
organisational procedures and policies

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations and codes of practice

• Work is performed under some supervision usually within
a team environment

• This competency may be expected to apply to a worker
who:
• has routine contact with customers, internal or

external, and is providing routine, well defined
services/products to the customer, or

• is a production worker providing a limited range of
services/products to internal customers
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Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night

• Customers may be either internal or external, but contact
is typically superficial only. They may include but are not
limited to:
• customers with routine or special requests
• regular and new customers
• people from a range of social, cultural or ethnic

backgrounds
• people with varying physical and mental abilities
• people who may be unwell, drug affected and

emotionally distressed
• Effective communication techniques may include but are

not limited to:
• active listening techniques
• using open and/or closed questions
• speaking clearly and concisely
• using appropriate language and tone of voice
• giving customers full attention
• maintaining eye contact (for face-to-face interactions)
• non-verbal communication e.g. body language,

personal presentation (for face-to-face interactions)
• clear, legible writing

• Types of feedback may be verbal or non-verbal, and may
include but are not limited to:
• positive e.g. compliments, appreciation, etc.
• negative e.g. formal or informal complaints

• Forms of records may include but are not limited to:
• written
• taped
• simple computer-based systems

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Worksite environment • Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications
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Sources of information/
documents

• Information/documents may include:
• workplace procedures and policies for the provision of

customer service
• regulations and codes of practice relevant to consumer

protection and trade practices
• induction documentation
• competency standards and training materials
• manufacturer's specifications for relevant equipment
• supplier and/or client instructions
• award, enterprise bargaining agreement, other

industrial arrangements
• quality assurance standards and procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include but are
not limited to:
• consumer law, environmental law, OHS,

anti-discrimination/equal employment opportunity,
harassment and other relevant laws specific to local
government, State and Federal legislation

• privacy legislation
• relevant codes of conduct

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify feedback being given by a customer
• receive and process customer feedback in accordance

with workplace procedures and in an appropriate
timeframe

• recommend an acceptable alternative to the customer
(when necessary)

• use appropriate communication strategies and
equipment

• locate, interpret and apply relevant information

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Australian and State/Territory standards, regulations and
codes of practice relevant to the provision of customer
service, including consumer laws and trade practices
regulations

• OHS and procedures and guidelines relevant to
workplace operations

• Workplace procedures and policies for dealing with
customer feedback

• The importance of good communication when dealing
with customer feedback

• The individual's role in dealing with customer feedback
• Requirements of customer service systems/operations

and relevant equipment
• Ability to:

• apply language skills which allow for adequate
communication with the customer

• apply literacy skills to the level required to deal with
and record customer feedback

• apply numeracy skills to the level required to interpret
the customer requirements and meet their needs

• identify and solve problems when dealing with
customer feedback

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

• identify and correctly use equipment, processes and
procedures relevant to the processing of customer
feedback

• apply relevant agreements, codes of practice or other
legislative requirements to work processes

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to deal with customer feedback, and/or

• deal with customer feedback in an appropriate range of
workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying feedback being given by a customer
• receiving and processing customer feedback in

accordance with workplace procedures and in an
appropriate timeframe

• recommending an acceptable alternative to the
customer

• using appropriate communication strategies and
equipment

• locating, interpreting and applying relevant information
• Shows evidence of application of relevant workplace

procedures including:
• regulations and codes of conduct pertaining to

customer service
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions for dealing with

customer feedback
• relevant guidelines relating to the use of required

equipment
• Action is taken promptly to respond to/report any

customer feedback in accordance with regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

• This unit is essentially skills-based and it is expected that
assessment will be largely practical (i.e. workplace-based
or by simulation) in nature, supported by questioning to
assess product knowledge.

• Practical assessment will frequently be in the workplace
or a suitable similar environment. Access to such an
environment will be required. Questioning may occur in
the work environment, or other suitable room such as an
office, classroom or lunchroom.

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTGCSO02A Deal with customer feedback

Volume 3 of 4, Imported Unit 28 of 58 Page 435 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



TDTGCSO04A Meet customer needs and expectations
Unit Descriptor This unit involves the skills and knowledge required to understand,

clarify and meet customer needs and expectations in a single
encounter or multiple encounters, on a one-to-one basis with a
customer.

This unit is identical to the cross-industry guideline unit GCSO04A with
the same title.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Identify customer needs
and expectations

1.1 Customer preferences, needs and expectations are
clarified

1.2 Special requirements of customers are identified promptly
and advice provided on relevant products/services

1.3 Communication appropriate to the relationship and the
purpose of the interaction is used

1.4 External assistance is accessed as required

2. Provide the identified
customer needs and
expectations

2.1 Knowledge of specified products/services is applied to
provide assistance to customers

2.2 Alternative products/services are suggested if necessary
2.3 Features and benefits of relevant products/services are

explained to customers
2.4 Special promotions for products/services are suggested to

customer according to organisation policies
2.5 Confirmation is sought from customer that needs, and

where practical, expectations have been satisfied

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations and codes of practice

• Work is performed under some supervision usually within
a team environment

• This competency may be expected to apply to a worker
who:
• has routine contact with customers, internal or

external, and is providing routine, well defined
services/products to the customer, or

• is a production worker providing a limited range of
services/products to internal customers
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Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night

• Customers may be either internal or external, but contact
is typically superficial only. They may include but are not
limited to:
• customers with routine or special requests
• regular and new customers
• people from a range of social, cultural or ethnic

backgrounds
• people with varying physical and mental abilities
• people who may be unwell, drug affected and

emotionally distressed
• Effective communication techniques may include but are

not limited to:
• active listening techniques
• using open and/or closed questions
• speaking clearly and concisely
• using appropriate language and tone of voice
• giving customers full attention
• maintaining eye contact (for face-to-face interactions)
• non-verbal communication e.g. body language,

personal presentation (for face-to-face interactions)
• clear, legible writing

• Contact with customers may include but is not limited to:
• face-to-face interactions
• answering the telephone
• interactions with team members

• Organisational standards, policies and procedures may
include but are not limited to:
• dress/uniform codes
• organisational image
• code of ethics
• staff appearance and presentation
• quality systems, standards and guidelines

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Worksite environment • Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications
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Sources of information/
documents

• Information/documents may include:
• workplace procedures and policies for the provision of

customer service
• regulations and codes of practice relevant to consumer

protection and trade practices
• induction documentation
• competency standards and training materials
• manufacturer's specifications for relevant equipment
• supplier and/or client instructions
• award, enterprise bargaining agreement, other

industrial arrangements
• quality assurance standards and procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include but are
not limited to:
• consumer law, environmental law, OHS,

anti-discrimination/equal employment opportunity,
harassment and other laws specific to local
government, State and Federal legislation

• privacy legislation
• relevant codes of conduct

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify the need(s) required by the customer
• deliver that service to standard and in an appropriate

timeframe
• recommend an acceptable alternative to the customer,

or explain to the customer why the need(s) cannot be
met and any further actions which might be taken in a
manner which is acceptable to the customer

• use appropriate communication strategies and
equipment

• locate, interpret and apply relevant information

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Australian and State/Territory standards, regulations and
codes of practice relevant to the provision of customer
service, including consumer laws and trade practices
regulations

• OHS and procedures and guidelines relevant to
workplace operations

• Workplace procedures and policies for the creation of
customer relationships

• The importance of good communication when creating
customer relationships

• The individual's role in creating customer relationships
• Requirements of customer service systems/operations

and relevant equipment
• Ability to:

• apply language skills which allow for adequate
communication with the customer

• apply literacy skills to the level required to process
complaints

• apply numeracy skills to the level required to interpret
the customer requirements and meet their needs

• identify and solve problems when creating customer
relationships

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

• identify and correctly use equipment, processes and
procedures relevant to the creation of customer
relationships

• apply relevant agreements, codes of practice or other
legislative requirements to work processes

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to meet customer needs and expectations,
and/or

• meet customer needs and expectations in an
appropriate range of workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying the need(s) required by the customer
• delivering customer service in accordance with

identified customer needs and workplace procedures
and in an appropriate timeframe

• recommending an acceptable alternative to the
customer, or explaining to the customer why a need(s)
cannot be met and any further actions which will be
taken in a manner which is acceptable to the customer

• using appropriate communication strategies and
equipment

• locating, interpreting and applying relevant information
• Shows evidence of application of relevant workplace

procedures including:
• regulations and codes of conduct pertaining to

customer service
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions related to the

creation of customer relationships
• relevant guidelines relating to the use of required

equipment
• Action is taken promptly to respond to/report any

customer relationship problems in accordance with
regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

• This unit is essentially skills-based and it is expected that
assessment will be largely practical (i.e. workplace-based
or by simulation) in nature, supported by questioning to
assess product knowledge.

• Practical assessment will frequently be in the workplace
or a suitable similar environment. Access to such an
environment will be required. Questioning may occur in
the work environment, or other suitable room such as an
office, classroom or lunchroom.
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TDTGCSO06A Address customer needs
Unit Descriptor This unit involves the skills and knowledge required to manage ongoing

relationships with a customer (i.e. the customer relationship will
typically involve interacting with the customer a number of times over
an extended period). Such relationships are of a more complex nature
where the worker needs to explore with the customer what outcomes
are possible and may best promote satisfaction. It also requires the
worker to be familiar with a product/service that varies widely and is
capable of significant customisation. The nature of the service/product
delivery needs to be explored/negotiated with the customer.

This unit is identical to the cross-industry guideline unit GCSO06A with
the same title.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Assist customer to
articulate needs

1.1 Customer needs are fully explored, understood and
agreed

1.2 Available services/products are explained and matched to
customer needs

1.3 The rights and responsibilities of customers are identified
and effectively communicated to the customer as
appropriate

2. Satisfy complex customer
needs

2.1 Possibilities for meeting customer needs are explained
2.2 Customers are assisted to evaluate service/product

options to satisfy their needs
2.3 Preferred action is determined and prioritised
2.4 Potential areas of difficulty in customer service delivery

are identified, and appropriate actions are taken in a
positive manner

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 3

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations and codes of practice

• Work is performed under some supervision usually within
a team environment

• A worker may be expected to have detailed product
knowledge so that they can recommend customised
solutions. The worker will not only be expected to be able
to apply organisation procedures, but also to be aware of,
and apply as appropriate, broader issues such as ethics,
industry practice and relevant government policies and
regulations

• The customer relationship will typically involve interacting
with the customer a number of times over an extended
period
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Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night

• Customers may be either internal or external and may
include but are not limited to:
• customers with routine or special requests
• regular and new customers
• people from a range of social, cultural or ethnic

backgrounds
• people with varying physical and mental abilities
• people who may be unwell, drug affected and

emotionally distressed
• Effective communication techniques may include but are

not limited to:
• active listening techniques
• using open and/or closed questions
• speaking clearly and concisely
• using appropriate language and tone of voice
• giving customers full attention
• maintaining eye contact (for face-to-face interactions)
• non-verbal communication e.g. body language,

personal presentation (for face-to-face interactions)
• clear, legible writing

• Contact with customers may include but is not limited to:
• face-to-face interactions
• answering the telephone
• interactions with team members

• Contact typically requires an ongoing and deep
engagement with the customer and the
discussion/negotiation of alternatives

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Worksite environment • Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications
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Sources of information/
documents

• Information/documents may include:
• workplace procedures and policies for the addressing

of long term customers including:
• procedural manuals
• product/service manuals, labels, instructions
• guidelines on staff appearance and presentation
• quality systems, standards and associated

guidelines
• regulations and codes of practice relevant to consumer

protection and trade practices
• induction documentation
• competency standards and training materials
• manufacturer's specifications for relevant equipment
• supplier and/or client instructions
• award, enterprise bargaining agreement, other

industrial arrangements
• quality assurance standards and procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include but are
not limited to:
• consumer law, environmental law, OHS,

anti-discrimination/equal employment opportunity,
harassment and other laws specific to local
government, State and federal legislation

• privacy legislation
• relevant codes of conduct
• regulations concerning other rights and responsibilities

including, but not limited to, informed consent and the
fulfilment of external obligations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify and address the need(s) required by the

customer
• develop customised solutions to customer needs and

deliver that service to standard and in an appropriate
timeframe

• recommend an acceptable alternative to the customer
(where necessary)

• explain to the customer why the need(s) cannot be met
and any further actions which might be taken in a
manner which is acceptable to the customer

• use appropriate communication strategies and
equipment

• locate, interpret and apply relevant information
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Australian and State/Territory standards, regulations and
codes of practice relevant to the provision of customer
service, including consumer laws and trade practices
regulations

• OHS and procedures and guidelines relevant to
workplace operations

• Workplace procedures and policies for identifying and
addressing customer needs

• The importance of good communication when identifying
and addressing customer needs

• The individual's role in identifying and addressing
customer needs

• Requirements of customer service systems/operations
and relevant equipment

• Ability to:
• apply language skills which allow for adequate

communication with the customer
• apply literacy skills to the level required to identify and

address customer needs and to acquire the required
product knowledge

• apply numeracy skills to the level required to interpret
customer requirements and meet their needs

• identify and solve problems that may occur when
identifying and addressing customer needs

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

• identify and correctly use equipment, processes and
procedures relevant to the identification and
addressing of customer needs

• apply relevant agreements, codes of practice or other
legislative requirements to work processes

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to identify and address customer needs,
and/or

• identify and address customer needs in an appropriate
range of workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying the need(s) required by the customer
• delivering customer service in accordance with

identified customer needs and workplace procedures
and in an appropriate timeframe

• recommending an acceptable alternative to the
customer, or explaining to the customer why a need(s)
cannot be met and any further actions which will be
taken in a manner which is acceptable to the customer

• using appropriate communication strategies and
equipment

• locating, interpreting and applying relevant information
• Shows evidence of application of relevant workplace

procedures including:
• regulations and codes of conduct pertaining to

customer service
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions related to the

identification and addressing of customer needs
• relevant guidelines relating to the use of required

equipment
• Action is taken promptly to respond to/report any

customer service problems in accordance with
regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

• This unit is essentially skills-based and it is expected that
assessment will be largely practical (i.e. workplace-based
or by simulation) in nature, supported by questioning to
assess product knowledge.

• Practical assessment will frequently be in the workplace
or a suitable similar environment. Access to such an
environment will be required. Questioning may occur in
the work environment, or other suitable room such as an
office, classroom or lunchroom.
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TDTGCST03A Process customer complaints
Unit Descriptor This unit involves the skills and knowledge required to handle negative

feedback/complaints from customers, whether formal or informal. It
would typically apply to that part of a person's role where they have
responsibility for or may be more concerned with the processing of
customer service complaints. This is a 'tactical' type of responsibility, as
it is primarily about accepting responsibility for the processing of
customer complaints.

This unit is identical to the cross-industry guideline unit GCST03A with
the same title.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Respond to complaints 1.1 Complaints are processed in accordance with
organisational procedures established under company
policies, legislation or codes of practice

1.2 Necessary reports relating to the complaints are obtained,
documented and reviewed

1.3 Decisions are made, taking into account applicable law,
company policies and codes

1.4 Resolution of the complaint is negotiated and agreed
where possible

1.5 A register of complaints/disputes is maintained
1.6 Customer is informed of outcome of investigation

2. Refer complaints 2.1 Complaints that require referral to other personnel or
external bodies are identified

2.2 Referrals are made to appropriate personnel for follow-up
in accordance with individual level of responsibility

2.3 All documents and investigation reports are forwarded
2.4 Appropriate personnel are followed up to gain prompt

decisions

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations and codes of practice

• Work is performed under some supervision, generally in a
team environment

• Work involves the application of the regulatory
requirements, customer service principles and standards
and workplace procedures to the processing of customer
complaints
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Worksite environment • Work may be conducted in a range of work environments
and weather conditions by day or night:

• Customers may be either internal or external, and may
include but are not limited to:
• customers with routine or special requests
• regular and new customers
• people from a range of social, cultural or ethnic

backgrounds
• people with varying physical and mental abilities
• people who may be unwell, drug affected and

emotionally distressed
• Types of complaints may range from simple customer

dissatisfaction which can be resolved on the spot to
scenarios where external bodies such as police are
required; i.e. they may vary in terms of:
• severity
• formality
• source
• documentation required

• Effective communication techniques may include but are
not limited to:
• active listening
• using open and/or closed questions
• speaking clearly and concisely
• using appropriate language and tone of voice
• giving customers full attention
• maintaining eye contact (for face-to-face interactions)
• non-verbal communication e.g. body language,

personal presentation (for face-to-face interactions)
• clear, legible writing

• Forms of documentation may include but are not limited
to:
• written e.g. forms, reports
• audiovisual e.g. tapes
• computer-based systems

• Line of referrals may include but are not limited to:
• relevant superiors in the organisational hierarchy
• external bodies e.g. ombudsman, ICAC, police

• Contact with customers may include but is not limited to:
• face-to-face interactions
• answering the telephone
• interactions with team members

• Organisational standards, policies and procedures may
include but are not limited to:
• complaints procedures
• organisational standard report forms
• job descriptions
• code of ethics
• staff appearance and presentation
• quality systems, standards and guidelines
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTGCST03A Process customer complaints

Volume 3 of 4, Imported Unit 31 of 58 Page 450 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio

Sources of information/
documents

• Information/documents may include:
• workplace procedures and policies for the processing

of customer complaints
• regulations and codes of practice relevant to the

processing of customer complaints
• induction documentation
• competency standards and training materials
• manufacturer's specifications for relevant equipment
• supplier and/or client instructions
• award, enterprise bargaining agreement, other

industrial arrangements
• customer service and quality assurance standards and

procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• State/Territory/Commonwealth legislation, regulations,

industry codes of practice, standards and guidelines,
procedures and protocols, etc. relevant to processing
customer complaints, including consumer law, trade
practices legislation, and anti-discrimination/equal
employment opportunity, harassment and privacy
legislation

• relevant State/Territory environmental protection
legislation

• relevant State/Territory OHS legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify the need(s) and concerns of a customer
• process a complaint in accordance with workplace

procedures and in an appropriate timeframe
• recommend appropriate action arising from a complaint
• communicate effectively when processing customer

complaints
• respond appropriately to telephone and verbal inquiries
• locate, interpret and apply relevant information
• maintain workplace records and documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Australian and State/Territory standards, regulations and
codes of practice relevant to the processing of customer
complaints, including consumer laws and trade practices
regulations

• OHS and procedures and guidelines relevant to
workplace operations

• Workplace procedures and policies for the processing of
customer complaints

• The importance of customer complaints as a source of
information for continuous improvement of customer
service

• The importance of good communication during the
processing of customer complaints

• The individual's role in processing customer complaints
• Requirements of customer service systems/operations

and relevant equipment
• Ability to:

• apply language skills which allow for adequate
communication with required people

• apply literacy skills to the level required to process
complaints

• apply numeracy skills to the level required to interpret
the interpret customer complaints and take required
actions

• identify and solve problems when dealing with
customer enquiries or complaints

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

• identify and correctly use equipment, processes and
procedures

• modify activities depending on differing workplace
contexts, risk situations and environments

• apply relevant agreements, codes of practice or other
legislative requirements to work processes

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to process customer complaints, and/or

• process customer complaints in an appropriate range
of workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying the need(s) and concerns of a customer
• processing a complaint
• recommending appropriate action arising from a

complaint
• communicating effectively during the processing of

customer complaints
• Shows evidence of application of relevant workplace

procedures including:
• Relevant regulations and codes of practice
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions related to the

processing of customer complaints
• relevant guidelines relating to the use of required

equipment
• Action is taken promptly to respond to/report any

customer complaints in accordance with regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

• Practical assessment will frequently be in the workplace
or a suitable similar environment. Access to such an
environment will be required. Questioning may occur in
the work environment, or other suitable room such as an
office, classroom or lunchroom.
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TDTI197C Coordinate quality customer service
Unit Descriptor This unit involves the skills and knowledge required to coordinate

quality customer service in operations including planning to meet
internal and external customer requirements, ensuring delivery of
quality service, and monitoring, adjusting and reporting customer
service.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Plan to meet internal and
external customer
requirements

1.1 The needs of customers are researched, understood and
assessed, and taken into account in the planning of the
company's products and services

1.2 Provision is made in plans to achieve the quality, time and
costs specifications agreed with customers

2. Ensure delivery of quality
service

2.1 Individual/team performance consistently meets quality,
safety, resource and delivery standards

2.2 Coaching and mentoring assists colleagues overcome
difficulty in meeting customer service standards

2.3 Delivery of services and products is coordinated and
managed to ensure it effectively and efficiently meets
agreed quality standards

3. Monitor, adjust and report
customer service

3.1 Company's systems are used to monitor progress in
achieving product/service targets and standards

3.2 Customer feedback is sought and used to improve the
provision of products/services

3.3 Decisions to overcome identified problems with
products/services are made in consultation with relevant
individuals/groups

3.4 Adjustments/recommendations (as required) are made to
products/services

3.5 Those who have a role in products/services planning and
delivery are informed of changes

3.6 Records, reports and recommendations are managed
within the company's systems and processes

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in compliance with the relevant
regulations

• Work is performed under general supervision
• Work involves the application of the routine procedures to

the coordination of quality customer service

Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night

• Customers may be internal or external
• Operations may be undertaken on- or off-base site or

workplace
• Coordination of workplace policies for the provision of

customer service may include:
• level of service provision
• scheduling of operations
• delivery of services

• Consultative processes may involve:
• clients
• other employees and supervisors
• management
• union representatives
• industrial relations and OHS specialists
• other professional or technical staff
• local government authorities

• Hazards may include:
• vehicular traffic and pedestrians
• uneven ground, steps, road surfaces
• dust and vapours
• hazardous or dangerous materials
• humidity, air temperature and radiant heat
• light including UV
• noise

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTI197C Coordinate quality customer service

Volume 3 of 4, Imported Unit 32 of 58 Page 456 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Sources of information/
documents

• Information/documents may include:
• operations manuals
• induction documentation
• competency standards and training materials
• manufacturer's specifications for relevant equipment
• Dangerous Goods Code, Explosives Code, HAZCHEM

codes and other regulations pertaining to the delivery
of mail

• workplace procedures and policies for the preparation
of mail for delivery

• supplier and/or client instructions
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• customer service and quality assurance standards and

procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• State /Territory roads and traffic authority road rule and

licence requirements
• Australian Dangerous Goods Code, Explosives Code,

HAZCHEM codes, and other relevant regulations
pertaining to the delivery of mail

• relevant State/Territory environmental protection
legislation

• relevant State/Territory OHS legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• manage work to achieve required outcomes
• operate within budget(s)
• identify means to improve service to customers
• consult appropriately to introduce (any) required

improvements to customer service provision
• use information management systems
• provide customer/client service and work effectively

with colleagues
• adapt customer service implementation systems to

particular purposes
• support group members to implement improved

customer service
• communicate effectively in writing
• respond appropriately to telephone and verbal inquiries
• use appropriate communication strategies and

equipment
• locate, interpret and apply relevant information
• maintain workplace records and documentation
• identify and safely handle equipment required to sort

and store mail
• apply hierarchy of hazard control
• use safety precautions appropriate to the task

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant Australian and State /Territory standards,
regulations and codes of practice

• OHS procedures and guidelines relevant to workplace
operations

• Risks involved in workplace operations and related
precautions to control the risk

• Workplace procedures and policies for the coordination of
quality customer services in workplace operations

• Customer and market characteristics
• The role of customer service in company profitability
• Requirements of workplace systems/operations and

relevant equipment
• Ability to identify and correctly use equipment, processes

and procedures
• Ability to modify activities depending on differing

workplace contexts, risk situations and environments
• Ability to apply relevant agreements, codes of practice or

other legislative requirements to work processes
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to coordinate quality customer service in
workplace operations, and/or

• coordinate quality customer service in an appropriate
range of workplace contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• managing work to achieve desired required outcomes
• operating within budget(s)
• identifying means to improve service to customers
• consulting appropriately to introduce (any) required

improvements to customer service provision
• using information management systems
• providing customer/client service and working

effectively with colleagues
• adapting customer service implementation systems to

particular purposes
• supporting group members to implement improved

customer service
• Shows evidence of application of relevant workplace

procedures including:
• Dangerous Goods Code and other regulations

pertaining to workplace operations
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions related to

the coordination of quality customer services
• relevant guidelines relating to the use of required

equipment
• housekeeping procedures
• environmental protection procedures

• Action is taken promptly to report any potential customer
service problems in accordance with regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTI297C Apply customer service skills
Unit Descriptor This unit involves the skills and knowledge required to apply routine

customer service skills to relevant workplace operations including
dealing with customer inquiries, monitoring customer satisfaction and
taking appropriate action to satisfy customer needs.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Deal with customer
inquiries

1.1 Customer inquiries are dealt with courteously and
efficiently both by phone and face to face

1.2 Questions are used to clarify the customer's needs or
concerns

1.3 Assistance from other staff is sought when a customer' s
inquiry cannot be fully answered

1.4 Knowledge of products, services and/or operations is used
to answer customer queries or to respond to customers'
needs

1.5 Customer inquiries and associated action are recorded
and reported in accordance with workplace procedures

2. Monitor customer
satisfaction

2.1 Customer is greeted cordially in accordance with
workplace procedures

2.2 Customer requirements are dealt with according to
workplace procedures

2.3 Special needs are addressed within workplace policies
2.4 Appropriate feedback is provided to managers and

internal and/or external customers

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be must be carried out in accordance with
workplace standards and procedures for the provision of
customer service

• Work is performed under supervision
• Work involves the application of established routine

customer service principles and procedures to day-to-day
interactions with internal and external customers during
workplace operations

Worksite environment • Customer service is provided in all areas of transport,
distribution and storage including the provision of a range
of services and/or the collection, movement, storage and
delivery of equipment, goods, materials and various forms
of freight

• Workplace activities may be conducted by day or night in
any weather conditions

• Customers may be internal or external
• Requirements for work may include:

• site restrictions and procedures
• relevant domestic and international regulations
• security procedures
• communications equipment
• hours of operation
• authorities and permits
• use of safety and personal protection equipment

• Consultative processes may involve:
• existing and potential customers/clients
• other employees and supervisors
• suppliers
• manufacturers
• relevant authorities
• management
• union representatives
• OHS specialists
• other maintenance, professional or technical staff

• Communications systems may involve:
• face-to-face conversation
• telephone
• fax
• email
• electronic data transfer of information (EDI)
• mail

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• workplace procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Documentation/records may include:
• workplace procedures and customer service standards
• job specifications
• operations manuals and instructions
• induction documentation
• competency standards and training materials
• manufacturer's specifications, instructions and advice

including material safety data sheets
• workplace operating procedures and policies
• supplier and/or client instructions
• relevant Australian and international regulations,

codes, standards and certification requirements
• OHS procedures
• quality assurance procedures
• emergency procedures
• customer service manuals

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory and international regulations,

codes and procedures
• relevant Australian and international standards and

certification requirements
• dangerous goods and hazardous substances codes

and regulations
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• relevant anti-discrimination legislation
• relevant privacy and confidentiality legislation
• relevant freedom of information requirements

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• analyse process functions and problems

• apply customer service policies, standards and
procedures
• use appropriate workplace language and

communication technologies
• locate, interpret and apply relevant information
• maintain workplace records

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job role
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Required knowledge and
skills

• Knowledge of relevant duty of care responsibilities
• Relevant OHS and environmental procedures and

regulations
• Workplace procedures relevant to work activities
• Customer service policies and procedures
• Products and/or services provided by the workplace

concerned
• Sources of information/documentation needed for

workplace operations
• Types of operations carried out in the workplace

concerned
• Ability to read and interpret instructions, procedures and

labels relevant to work activities
• Ability to write simple reports and records of inquiries
• Ability to effectively handle customer queries and

complaints
• Ability to effectively use interpersonal skills
• Ability to use appropriate communication skills, including

telephone techniques

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to apply customer service skills within
workplace activities, and/or

• apply customer service skills within workplace activities
in an appropriate range of operational contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• analysing process functions and problems
• applying customer service policies, standards and

procedures
• using appropriate workplace language and

communication technologies
• locating, interpreting and applying relevant information
• maintaining workplace records

• Shows evidence of application of relevant workplace
procedures including:
• relevant duty of care responsibilities
• OHS policies and procedures
• customer service procedures and standards
• quality assurance procedures (where existing)
• workplace procedures and instructions (including

security and housekeeping procedures)
• environmental protection procedures

• Action is taken promptly to report and/or rectify any
identified customer service problems/complaints in
accordance with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail and without injury to self or others or damage to
goods or equipment

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• by the Registered Training Organisation in a

workplace simulated facility with relevant equipment,
simulated job orders, work instructions and
deadlines, and/or

• in an appropriate work situation
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TDTI598B Market services and products to clients
Unit Descriptor This unit involves the skills and knowledge required to market services

and products to clients including recognising and acting upon
opportunities to promote products and services, establishing and
maintaining contact with clients, and negotiating and closing sales in
accordance with statutory retail practice and workplace procedures.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Recognise opportunities
to promote products and
services

1.1 Products and services available for on-selling from the
enterprise are identified

1.2 Technical specifications and application(s) of products and
services are identified

1.3 Applicability of products and or services are matched to
particular clients or client groups

1.4 Features of products and services (including technical
specifications) are explained in relation to customer
requirements or potential requirements

1.5 Where appropriate, clients are referred to expert
personnel or services

2. Establish and maintain
contact with clients

2.1 Communication with clients is established and maintained
to develop a professional relationship

2.2 Clients are informed of the full range of business products
2.3 Follow-up contacts with clients are made on client request

and in accordance with enterprise policy

3. Negotiate sales 3.1 Potential sales opportunities are recognised and acted
upon

3.2 Negotiations with clients maintain enterprise professional
standards and client satisfaction

4. Close sales 4.1 Documentation of the agreement is completed in
accordance with enterprise policy, incorporating any
special requirements

4.2 Contact with customers is maintained until sale is
completed

4.3 After-sales service is provided in accordance with
enterprise procedures and statutory requirements
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work involves discretion and judgement for self and
others in marketing services and products to clients

• Work is performed under minimum supervision with
general guidance on progress and outcomes of work

• A range of opportunities may be used to develop the
workplace and to support the development of work
systems and innovative strategies to deal with
contingencies and to encourage the achievement of the
organisation's goals and key performance objectives

• Work involves responsibility for marketing services and
products to clients and the provision of leadership of
others either individually or in teams
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Worksite environment • The workplace environment may involve twenty-four hour
operation and may include:
• single and multi-site locations
• large, medium and/or small companies

• Services, products, risks, work systems and requirements
may potentially vary across different sections of the
workplace

• Operations involve internal and external customer contact
and coordination

• Products may be existing or potential
• Consultative processes may involve:

• existing and potential customers/clients
• other employees and supervisors
• suppliers
• manufacturers
• relevant authorities
• management
• union representatives
• OHS specialists
• other maintenance, professional or technical staff

• Communications systems may involve:
• face-to-face conversation
• telephone
• fax
• email
• electronic data transfer of information (EDI)
• mail

• Depending on the type of organisation concerned and the
local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures
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Sources of information/
documents

• Information/documentation may include:
• workplace procedures for the marketing of services

and products
• current and potential customer/client instructions and

assessed requirements
• customer service standards and procedures
• workplace products and services information
• quality assurance standards and procedures
• relevant agreements, codes of practice including the

national standards for services and operations
• manufacturer's/supplier's specifications, advice,

recommended procedures, policies and instructions
• workplace guidelines on appropriate workplace

language and communication strategies and
interpretation of relevant information

• legislation, regulations and related documentation
relevant to business operations

• regulations and policies relating to minimising risks to
the environment and ensuring compliance with OHS
requirements

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• trading regulations relevant to business operations
• relevant Australian and State/Territory OHS legislation
• environmental protection regulations
• hazardous substances and dangerous goods codes
• relevant Australian standards and certification

requirements
• licence, patent or copyright arrangements
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• manage sales of products and services to achieve

business goals and key performance indicators
• use product and market knowledge to improve services

and work processes
• develop and maintain positive, professional

relationships with customers
• mediate and resolve issues involving customers to

maximise positive outcomes for the organisation and
the customer

• maintain workplace records and appropriate statistical
data

• develop relationships with clients and potential clients
to assist in achieving goals/results

• locate, interpret and apply relevant information to
assist clients to identify relevant products and services

• communicate effectively in writing and orally to explain
business services

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant regulatory requirements
• Relevant OHS and environmental protection policies and

procedures
• Workplace protocols and procedures for the marketing of

services and products to clients
• Relevant workplace business marketing policies and

practices, including requirements for the maintenance of
security and confidentiality

• Strategies to implement continuous improvement
processes

• Focus of operation of marketing systems and resources
• Typical problems that can occur when marketing services

and products to clients and related appropriate action that
can be taken

• Ability to survey and assess market requirements
• Ability to negotiate and work effectively with others
• Ability to plan work activities, including predicting

consequences and identifying improvements
• Ability to identify improvements to services, resource

allocation and use
• Ability to select and appropriately apply technology,

information systems and procedures to complete
workplace tasks
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to market services and products to clients,
and/or

• market services and products to clients in an
appropriate range of operational contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• managing sales of products and services to achieve

business goals and key performance indicators
• using product and market knowledge to improve

services and work processes
• developing and maintaining positive, professional

relationships with customers
• mediating and resolving issues involving customers to

maximise positive outcomes for the organisation and
the customer

• maintaining workplace records and appropriate
statistical data

• developing relationships with clients and potential
clients to assist in achieving goals/results

• locating, interpreting and applying information to assist
clients to identify relevant products and services

• communicating effectively in writing and orally to
explain business services

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations and codes
• OHS and environmental protection regulations and

hazard prevention policies and procedures
• workplace procedures and policies related to the

marketing of services and products to clients
• relevant guidelines relating to confidentiality of

customers, clients and materials carried
• issue resolution and grievance procedures
• environmental protection procedures

• Action is taken promptly to report and/or take appropriate
action on any marketing problems in accordance with
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTI998B Provide on-board services to customers
Unit Descriptor This unit involves the skills and knowledge required to provide on-board

services to customers including establishing effective communication
with customers, identifying and assessing the needs and expectations
of different customers, and providing for the identified customer
requirements in accordance with company procedures.

Unit Sector Customer Service

ELEMENT PERFORMANCE CRITERIA

1. Establish effective
communication with
customers

1.1 All customers are greeted in a polite and friendly manner,
and formal and informal communication styles are applied
as appropriate

1.2 All communications with customers are conducted in a
manner which is consistent with organisation's policy

2. Identify and assess the
needs and expectations of
different customers

2.1 Individual customer needs and expectations are identified
so that appropriate products and services may be
provided

2.2 Customers with special needs are identified and
appropriate attention is given to ensure that their
requirements are satisfied

2.3 Limitations to service provision are identified,
communicated to customers, and checked for
understanding

3. Provide the identified
customer requirement

3.1 All needs and reasonable requests of customers are met
in a consistent and timely manner

3.2 Customer dissatisfaction is promptly recognised and
appropriate steps are taken to restore goodwill

3.3 Anticipated problems are correctly identified and
monitored and action is taken to minimise their effects on
customer satisfaction

3.4 Opportunities to enhance the quality of service are taken
whenever possible

3.5 Information regarding both anticipated and unanticipated
problems and delays is promptly communicated to
customers

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in accordance with workplace
procedures

• Work is performed individually, and guidance or advice is
available where necessary

• Work involves the application of routine procedures to the
provision of on-board services to customers on transport
vehicles/vessels

Worksite environment • Operations may be conducted:
• in restricted spaces or exposed conditions or controlled

or open environments
• in a range of weather conditions
• by day or night

• Equipment may include:
• use in restricted spaces or exposed conditions or

controlled or open environments
• office equipment
• communication equipment
• computer software

• On-board service applies to:
• all long distance rail/coach/bus trips
• all points of customer contact before, during and after

the journey
• all internal, external and potential customers

• Customers with special needs include:
• international visitors
• pregnant women
• the elderly
• physically and/or mentally disabled persons
• children travelling alone or under supervision

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• workplace policies and procedures
• customer requests
• customer service standards and procedures
• competency standards and training materials
• quality assurance procedures
• security and emergency procedures
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Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory transport regulations
• relevant State/Territory OHS regulations and legislation
• relevant State/Territory environmental protection

legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• communicate effectively with various customers
• deal with common customer complaints and take steps

to avoid them
• apply conflict resolution and negotiation skills
• apply problem solving techniques and procedures
• locate, interpret and apply relevant information
• work effectively with others
• maintain workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

• follow the designated work plan for the job

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that are part of a worker's job function

Required knowledge and
skills

• Relevant State/Territory regulations and requirements
pertaining to revenue protection

• Relevant OHS and environmental protection procedures
and guidelines

• Details of on-board services provided to customers
• Knowledge of organisation's operational information,

including:
• organisation's transport services
• procedures for the use of communications equipment
• fare structures
• concessional privileges
• timetables
• organisational policies and procedures
• customer service requirements
• services for customers with disabilities

• Skills required to complete revenue protection activities,
including:
• effective communication skills
• problem solving skills
• conflict resolution skills
• ability to access, interpret and apply information
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to provide on-board services to customers,
and/or

• provide on-board services to customers in an
appropriate range of transport contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• communicating effectively with various customers
• dealing with customer complaints and taking steps to

avoid them
• applying conflict resolution and negotiation skills
• applying problem solving techniques and procedures
• locating, interpreting and applying relevant information
• working effectively with others
• maintaining workplace records
• selecting and using appropriate workplace colloquial

and technical language and communication
technologies in the workplace context

• following the designated work plan for the job
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulations and codes of practice, hazard

policies and procedures
• following workplace procedures and instructions for the

provision of on-board services to customers
• relevant OHS and environmental protection regulations

and procedures
• housekeeping procedures
• security procedures
• guidelines relating to the safe use of equipment
• applying quality assurance procedures (where existing)
• establishing effective working relationships with

colleagues
• Action is taken promptly to report any incidents or

potential problems in accordance with regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to equipment or personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTJ197B Apply quality procedures
Unit Descriptor This unit involves the skills and knowledge required to apply quality

procedures within work activities including applying quality concepts to
work, planning and trialing improvements in work processes and
implementing improvements confirmed through the trials.

Unit Sector Quality

ELEMENT PERFORMANCE CRITERIA

1. Apply quality concepts 1.1 Responsibility is taken for quality of own work when
providing services or products to meet external and
internal customer needs

1.2 Work is completed in accordance with workplace
standards as defined in enterprise policies and procedures

1.3 Basic quality concepts are applied to work activities

2. Trial improvements 2.1 Improvements to work processes are planned and trialled
2.2 Trials of improvements to work processes are checked for

improvement outcomes and compliance with workplace
requirements

3. Implement improvements 3.1 Improvement initiatives trialled and confirmed as
successful are implemented in accordance with enterprise
procedures

3.2 Work is completed in accordance with workplace
procedures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Work must be carried out in accordance with the relevant
regulations and workplace quality standards

• Work is performed under limited or minimum supervision,
generally within a team environment

• Work involves the application of established routine
procedures to ensure the quality of products and services
in the transport and distribution industry

Worksite environment • The operations may be conducted in a range of work
environments by day or night in a range of typical weather
conditions

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in a range of work contexts and

may include:
• restricted spaces
• exposed conditions
• controlled or open environments
• exposure to chemicals, dangerous or hazardous

substances and movements of equipment, goods and
vehicles

• Consultative processes may involve:
• other workplace personnel
• management
• union representatives
• industrial relations personnel
• OHS specialists
• other professional or technical staff

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• quality assurance procedures and standards
• relevant codes of practice and regulatory requirements
• relevant Australian standards and certification

requirements
• workplace procedures and policies
• manufacturer's instructions concerning the use of

equipment and/or materials
• supplier and/or client instructions
• material safety data sheets
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• OHS policy and procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant codes of practice and regulatory requirements
• relevant Australian standards and certification

requirements
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• workplace relations regulations
• workers compensation regulations
• dangerous goods code and regulations
• water and road use and licence arrangements
• relevant patent or copyright arrangements
• dangerous goods and air freight regulations
• relevant export/import/quarantine/bond requirements

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• follow quality assurance procedures
• trial, recommend and implement improvements to work

systems as directed
• locate, interpret and apply relevant information
• provide customer/client service
• work effectively with colleagues
• convey information in written and oral form
• maintain workplace records
• use workplace colloquial and technical language and

communication technologies in the workplace context

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Workplace quality assurance and improvement principles
and procedures

• Relevant OHS procedures and guidelines
• Housekeeping standards and procedures required in the

workplace
• Workplace/site layout
• Focus of operation of work systems, equipment or

management, site and organisational operating
procedures

• Typical quality-related problems that may arise in work
operations and products and related options for action
and solutions

• Impact of job on enterprise and individual performance
• Ability to read and comprehend simple statements in

English
• Ability to identify and use equipment, processes and

procedures required within the context of the job
concerned

• Ability to modify activities depending on differing
workplace contexts, risk situations and environments

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to apply
routine quality procedures to relevant workplace tasks,
and/or

• apply routine quality procedures to workplace tasks in
an appropriate range of operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• follow quality assurance procedures
• trial, recommend and implement improvements to work

systems as directed
• locate, interpret and apply relevant information
• provide customer/client service
• work effectively with colleagues
• convey information in written and oral form
• maintain workplace records

• Shows evidence of application of relevant workplace
procedures including:
• workplace quality assurance procedures
• OHS regulations and hazard prevention policies and

procedures
• operational procedures relevant to job requirements in

the workplace
• obtaining assistance from other team members when

required
• issue resolution procedures
• housekeeping procedures
• security procedures
• waste, pollution and recycling management policies

and procedures
• Action is taken promptly to report and/or rectify any

identified quality problems in accordance with workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTJ297B Apply quality systems
Unit Descriptor This unit involves the skills and knowledge required to apply quality

systems in workplace operations including working within a quality
improvement system and using quality improvement systems, tools and
techniques in accordance with enterprise procedures.

Unit Sector Quality

ELEMENT PERFORMANCE CRITERIA

1. Work within a quality
improvement system

1.1 Instructions are followed and duties are performed either
individually or as a member of a work team within a quality
improvement system

1.2 Work is completed either individually or as a member of a
work team in accordance with standards as defined in
workplace policies and procedures

2. Use quality improvement
systems, tools and
techniques

2.1 Variations in the quality of services and/or products from
required standards are detected and reported in
accordance with workplace procedures

2.2 Variations in the quality of services and/or products from
required standards are detected and reported in
accordance with workplace procedures

2.3 Quality of operations/service is monitored and adjusted as
required to ensure the satisfaction of both internal and
external customers

2.4 Quality improvement tools and techniques are used both
individually and as part of a work team to systematically
improve the quality of work and services

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in accordance with the relevant
regulations and workplace quality standards

• Work is performed under some supervision, generally
within a team environment

• Work involves the application of quality assurance
principles and procedures to implement quality systems
and quality improvement initiatives within workplace
activities

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTJ297B Apply quality systems

Volume 3 of 4, Imported Unit 37 of 58 Page 484 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Worksite environment • The operations may be conducted in a range of work
environments by day or night in a range of typical weather
conditions

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in a range of work contexts and

may include:
• restricted spaces
• exposed conditions
• controlled or open environments
• exposure to chemicals, dangerous or hazardous

substances and movements of equipment, goods and
vehicles

• Quality improvement tools may include a range of
techniques including:
• product sampling and testing
• monitoring of operational performance
• fault/problem analysis
• client surveys
• trials of quality improvement initiatives

• Consultative processes may involve:
• other workplace personnel
• management
• union representatives
• industrial relations personnel
• OHS specialists
• other professional or technical staff

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• quality assurance procedures and standards
• relevant codes of practice and regulatory requirements
• relevant Australian standards and certification

requirements
• workplace procedures and policies
• manufacturer's instructions concerning the use of

equipment and/or materials
• manifests, bar codes, goods and container

information/serial number
• supplier and/or client instructions
• material safety data sheets
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• OHS policy and procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant codes of practice and regulatory requirements
• relevant Australian standards and certification

requirements
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• workplace relations regulations
• workers compensation regulations
• Dangerous Goods Code and associated regulations
• water and road use and licence arrangements
• relevant patent or copyright arrangements
• dangerous goods and air freight regulations
• relevant export/import/quarantine/bond requirements

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• implement a quality assurance system
• use quality improvement tools and methods
• trial, recommend and implement improvements to work

systems
• locate, interpret and apply relevant information
• provide customer/client service
• work effectively with colleagues
• convey information in written and oral form
• maintain workplace records
• use workplace colloquial and technical language and

communication technologies in the workplace context
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Workplace quality assurance and improvement principles
and procedures

• Quality improvement tools and methods
• Relevant OHS procedures and guidelines
• Housekeeping standards and procedures required in the

workplace
• Workplace/site layout
• Focus of operation of work systems, equipment or

management, site and organisational operating
procedures

• Typical quality-related problems that may arise in work
operations and products and related options for action
and solutions

• Impact of job on enterprise and individual performance
• Ability to modify activities depending on differing

workplace contexts, risk situations and environments
• Ability to work within a team environment
• Ability to read and comprehend simple statements in

English
• Ability to identify and use equipment, processes and

procedures required within the context of the job
concerned

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to apply and
implement quality systems in a workplace, and/or

• apply and implement quality systems in an appropriate
range of operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• implementing a quality assurance system
• using quality improvement tools and methods
• trialing, recommending and implementing

improvements to work systems
• locating, interpreting and applying relevant information
• providing customer/client service
• working effectively with colleagues
• conveying information in written and oral form
• maintaining workplace records
• using workplace colloquial and technical language and

communication technologies in the workplace context
• Shows evidence of application of relevant workplace

procedures including:
• workplace quality assurance systems and procedures
• OHS regulations and hazard prevention policies and

procedures
• operational procedures relevant to job requirements in

the workplace
• obtaining assistance from other team members when

required
• issue resolution procedures
• housekeeping procedures
• security procedures
• waste, pollution and recycling management policies

and procedures
• Action is taken promptly to report and/or rectify any

identified quality problems in accordance with workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTJ798B Conduct internal quality audits
Unit Descriptor This unit involves the skills and knowledge required to conduct internal

quality audits in accordance with relevant regulatory requirements and
workplace procedures including preparing for internal audit, scheduling
internal audit, conducting audit and documenting findings, and reporting
audit results in accordance with workplace requirements.

Unit Sector Quality

ELEMENT PERFORMANCE CRITERIA

1. Prepare for internal audit 1.1 Benchmarks for the quality audit are established/identified
1.2 Procedures required to be audited are identified and

implications of non-conformance estimated
1.3 Technical and/or calibration requirements for audits are

noted and (where necessary) appropriate support
personnel are identified

1.4 Production schedules are examined to identify appropriate
schedule for audit

2. Schedule internal audit 2.1 Audit timings are planned to ensure that relevant
procedures are conducted within workplace agreed time
intervals and timeframes

2.2 Audit frequency is adjusted based on importance of
activities to the business unit, process or workplace
changes or customer feedback

2.3 Contact is made with appropriate personnel and relevant
appointments for the audit are made

3. Conduct audit and
document findings

3.1 Methods for the conduct of the audit are established and
confirmed

3.2 Observations and interviews are conducted with (any)
required approved third party

3.3 Documentation of observations and interview responses is
completed

4. Report audit results 4.1 Audit results are discussed with personnel associated with
the procedures or standards audit

4.2 Audit reports indicate compliances noted
4.3 Non-compliance reports indicate location, relevant

standard or procedure, and supporting evidence
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be must be carried out in compliance with the
relevant regulations, standards and codes of practice,
including the ADG Code

• Works under general guidance on progress and
outcomes of work

• Work requires discretion and judgment for self and others
in planning and using resources, services and processes
to achieve required outcomes within workplace policy and
procedures

• A range of opportunities may be used to develop the work
area and to support the development of work systems,
innovative strategies to deal with contingencies and to
encourage the achievement of the workplace's goals and
key performance objectives by the work area and the
individuals and teams within it

• The unit generally applies to those with responsibility for
resource coordination and allocation and provides
leadership of others individually or in teams
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Worksite environment • Work may be undertaken in various work environments in
the sections of the warehousing, storage, transport and
distribution industries

• Customers may be internal or external
• Operations may be conducted by day or night
• The workplace environment may involve:

• twenty-four hour operation
• single and multi-site location
• large, medium and small workplaces

• Audits may cover aspects of services, products, risks,
work systems and workplace

• Quality audits may be conducted as part of enterprise,
site or licence requirements

• Audits may be conducted alone or in conjunction with
other staff from the enterprise or using external personnel

• Hazards may include:
• confined spaces
• hazardous or dangerous materials/goods
• contamination of, or from, goods/materials being

transported/stored
• fire/explosions
• noise, light, energy sources
• stationary and moving machinery, parts or components
• moving vehicles

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF communications
• barcode readers
• oral, aural or signed communications

• Requirements for work may include:
• site restrictions and procedures
• use of safety and personal protection equipment
• systems and facilities for controlling storage

environments
• specialised lifting and/or handling equipment
• incident/accident breakdown procedures
• additional gear and equipment
• noise restrictions
• hours of operations
• authorities and permits
• communications equipment

• Hazard management is consistent with the principle of
hierarchy of control with elimination, substitution, isolation
and engineering control measures being selected before
safe working practices and personal protective equipment

• Consultative processes may involve:
• other employees and supervisors
• suppliers, potential customers and existing clients
• relevant authorities and institutions
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• government instrumentalities and
• emergency services
• management and union representatives
• industrial relations and OHS specialists
• other maintenance, professional or technical staff

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of
information/documents

• Information/documentation may include:
• Australian and international codes of practice and

regulations relevant to workplace activities, including
the ADG Code where applicable

• workplace operating procedures and policies
• supplier and/or client instructions
• operations manuals, job specifications and procedures

and induction documentation
• manufacturer's specifications for equipment and

environmental control systems
• supplier's handling and storage advice
• quality and customer service standards and

procedures
• material safety data sheets
• Safe Working Limits (SWL) and Working Load Limits

(WLL) of load shifting equipment and storage facilities
• relevant Australian and International standards, criteria

and certification requirements
• communications technology equipment, oral, aural or

signed communications
• emergency procedures
• relevant competency standards and training materials
• QA plans, data and document control
• conditions of service, legislation and industrial

agreements including workplace agreements and
awards
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Applicable regulations and
legislation

• Applicable procedures and codes may include:
• relevant codes and regulations including ADG Code

where applicable
• relevant Australian and international standards and

certification requirements
• relevant State/Territory OHS and environmental

protection legislation in terms of duties of employers,
employees, suppliers and contractors

• licence, patent or copyright arrangements
• relevant Workplace Relations legislation
• relevant Workers Compensation legislation
• Equal Opportunity, Equal Employment Opportunity and

Affirmative Action legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify requirements of an audit
• complete audits including the allocation and delegation

of tasks in accordance with workplace procedures
• manage own work to achieve workplace goals and

required results
• suggest improvements to audit operations
• apply techniques to encourage appropriate

participation of employees and, where appropriate,
suppliers and customers in the quality system

• locate, interpret and apply information relevant to the
quality system

• provide customer/client service and work effectively
with others

• use appropriate communication strategies and
equipment

• maintain enterprise records and documentation
• apply the hierarchy of hazard control

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job role or
function
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Required knowledge and
skills

• Relevant regulations, codes of practice and legislative
requirements including the ADG Code where applicable

• Relevant OHS and environmental protection procedures
and regulations

• Workplace procedures for the conduct of internal quality
audits

• Problems that may occur during the conduct of internal
quality audits and action that can be taken to resolve or
report the problems

• Risks and hazards related to the conduct of internal
quality audits and ways of controlling the risks involved

• Operational knowledge and understanding may include:
• focus of operation of work systems, resources,

management and workplace operating systems
• equipment applications, capacities, configurations,

safety hazards and control mechanisms
• enterprise business policies and plans including

procedures for identification of non-compliance and
best practice

• application of relevant Australian Standards and
certification requirements

• quality procedures and implementation strategies
• resource availability including the competencies of

individuals in the team/group
• understanding and knowledge of the application of

current competencies within functional activity
• coaching and mentoring approaches to support team

members to share knowledge and skills
• relevant workplace documentation procedures

• Ability to:
• prioritise work and coordinate self in relation to

activities
• read and interpret technical data, drawings,

instructions and manuals
• identify and solve problems that may arise during the

conduct of internal quality audits
• provide leadership to others
• plan and organise activities
• select and apply appropriate application of technology,

information systems and procedures
• modify activities to cater for variations in workplace

contexts and environment

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real or simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to conduct internal quality audits, and/or

• conduct internal quality audits in an appropriate range
of operational warehousing, storage, transport and
distribution contexts involving relevant systems,
personnel, equipment, work instructions and deadlines
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying the requirements of an audit
• completing an audit to workplace requirements
• managing own work to achieve workplace goals and

required results
• suggesting improvements to audit operations
• applying techniques to encourage appropriate

participation of employees and where appropriate
suppliers and customers in the quality system

• locating, interpreting and applying information relevant
to the quality system

• providing customer/client service and working
effectively with others

• using appropriate communication strategies and
equipment

• maintaining enterprise records and documentation
• applying the hierarchy of hazard control

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations, codes of practice and legislative

requirements including local and international codes
and regulations pertaining to the handling and storage
of perishable food products

• OHS and environmental protection policies and
procedures

• workplace procedures and instructions (including
quality, customer service, security and housekeeping
procedures)

Consistency in
performance

• Consistently considers when allocating tasks competency
requirements, size of tasks, development opportunities
and requirements of workplace policy and operating
procedures and makes appropriate adjustments when
required

• Action is taken promptly to report and/or rectify any
identified problems in accordance with relevant
regulations and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail

• Recognises and adapts appropriately to cultural
differences in the workplace, including modes of
behaviour and interactions among staff and others
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• by the Registered Training Organisation in a

workplace-simulated facility with relevant equipment,
simulated job orders, work instructions and
deadlines, and/or

• in an appropriate work situation
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TDTK197B Use infotechnology devices and computer
applications in the workplace

Unit Descriptor This unit involves the skills and knowledge required to use
infotechnology devices and computer applications in the workplace
including identifying computer equipment and systems, setting up and
shutting down equipment for use, and inputting, retrieving and
presenting files/data in accordance with work requirements.

Unit Sector Computers and Technology

ELEMENT PERFORMANCE CRITERIA

1. Identify infotechnology/
computer equipment and
systems

1.1 Types of computerised equipment used in the work area
are identified

1.2 Functions of equipment, component parts and accessories
are identified

1.3 Applications for workplace activities of the different
infotechnology systems and related software are
interpreted

1.4 Routine faults in operating systems, software applications
and operator errors are identified

1.5 Sources of information on rectifying faults and operating
equipment, systems and application are identified

2. Set up and shut down
equipment for use

2.1 Work station equipment is adjusted to meet ergonomic
requirements and appropriate posture is used

2.2 Computer is booted, logged on and checked where
required for viruses

2.3 Equipment is set up for work requirements in accordance
with workplace procedures and manufacturer's guidelines

2.4 Operating manuals and/or help screens for infotechnology
equipment and software are used to inform work practices

2.5 Software packages and accessories for required
application are selected and accessed

2.6 Required file and/or data to be accessed is identified
2.7 Files/data are saved prior to shut-down
2.8 Shut-down procedures for files, applications and

equipment are followed

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTK197B Use infotechnology devices and computer applications in the workplace

Volume 3 of 4, Imported Unit 39 of 58 Page 497 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



3. Input, store, retrieve and
present files/data

3.1 Data is entered using appropriate equipment,
keyboard/mouse, bar code reader or other system

3.2 Accurate input is confirmed
3.3 Files are created and/or saved in accordance with

workplace procedures
3.4 Data is manipulated to suit work requirements and

checked for accuracy
3.5 Appropriate printers are accessed and print-preview

facilities used
3.6 Files are transferred from drive to drive within workplace

policies and guidelines
3.7 Saved files are accessed through relevant directories
3.8 Information and disk(s) are stored where appropriate
3.9 Information is presented using computerised projection

facilities where required

4. Implement workplace
procedures for
management and security
of data

4.1 Security procedures are followed as required
4.2 Information systems are managed in accordance with

workplace procedures and manufacturer's guidelines
4.3 Precautions against the loss or corruption of data are

followed in accordance with workplace procedures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with the relevant
OHS regulations and workplace procedures concerning
the use of computer equipment in the workplace

• Work is performed under some supervision, generally
within a team environment

• Work involves the application of routine procedures for
the use of computers for information management in the
transport and distribution industry
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Worksite environment • The operations may be conducted in a range of work
environments by day or night in a range of typical weather
conditions

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Work may be conducted in a range of work contexts
• Infotechnology/computer equipment may include:

• keyboards
• monitors
• bar code readers
• printers
• central processors
• networks (including intranet and Internet)
• CD-ROM drives
• floppy disk drives
• radio frequency devices
• computer driven projectors

• Computer applications may include:
• word processors
• inventory control and stock management systems
• electronic data interchange (EDI) systems
• information databases and storage systems
• invoicing and payment systems
• manifests control systems
• work organisation systems
• internet browsers
• computerised presentation software

• Personnel in the work area may include:
• workplace personnel
• site visitors
• contractors
• official representatives

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification/serial number
• manufacturer's instructions concerning the use

computing equipment
• workplace procedures and policies for the use of

computer equipment
• supplier and/or client instructions
• material safety data sheets
• relevant codes of practice
• relevant legislation, regulations and related

documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• workplace relations regulations
• workers compensation regulations
• dangerous goods code and regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify computer management information equipment

and systems
• set up and shut down computer equipment in

accordance with workplace procedures and
manufacturer's instructions

• locate, interpret and apply relevant information
• use computerised information processing equipment,

software and operating systems
• input, retrieve and present files/data
• maintain workplace computer files and records

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant OHS procedures and guidelines concerning the
use of computer equipment in the workplace

• OHS risks and hazards when using computer equipment
for work tasks, and ways of controlling the risks/hazards

• Workplace procedures for the use of computer equipment
and application software appropriate for work role

• Housekeeping standards and procedures required in the
workplace

• Workplace/site layout
• Ability to modify activities depending on differing

workplace contexts, risk situations and environments
• Ability to read and comprehend simple statements in

English
• Ability to identify and use computer equipment, software,

processes and procedures required within the context of
the job

• Ability to maintain eye-hand coordination

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to use
computer equipment and applications software to
complete relevant workplace tasks, and/or

• use computer equipment and applications software to
complete workplace tasks in an appropriate range of
operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying computer equipment and systems
• setting up and shutting down computer equipment in

accordance with workplace procedures and
manufacturer's instructions

• locating, interpreting and applying relevant information
• using computerised information processing equipment,

software and operating systems
• inputting, retrieving and presenting files/data
• maintaining workplace computer files and records

• Shows evidence of application of relevant workplace
procedures including:
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions

concerning the use of computers and software relevant
to job requirements in the workplace

• obtaining assistance from other team members when
required

• housekeeping procedures
• Action is taken promptly to report and/or rectify any

difficulties in the use of computers/software in accordance
with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTK397B Apply keyboard skills
Unit Descriptor This unit involves the skills and knowledge required to enter data into

an infotechnology device using a keyboard including the application of
OHS principles to keyboard operations and the accurate entry of the
data.

Unit Sector Computers and Technology

ELEMENT PERFORMANCE CRITERIA

1. Apply occupational health
and safety principles

1.1 Information on OHS requirements when using
keyboard/keypad devices is accessed and interpreted

1.2 Posture and ergonomic settings of chair and workstation
are adjusted following OHS guidelines

1.3 OHS guidelines on the use of periods of rest and exercise
are followed when using computer keyboards, calculators
or other data entry devices using keyboards or keypads

2. Enter data 2.1 Text and numeric data are entered into a computer,
calculator or other data entry device using a keyboard or
keypad as part of workplace tasks

2.2 Entered information is checked and corrected using a
keyboard or keypad

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with the relevant
OHS regulations and workplace procedures concerning
the use of computer equipment in the workplace

• Work is performed under some supervision, generally
within a team environment

• Work involves the application of the routine procedures
for the use of computers for information management in
the transport and distribution industry
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Worksite environment • The operations may be conducted in a range of work
environments by day or night in a range of typical weather
conditions

• Customers may be internal or external
• Workplaces may comprise large, medium or small

worksites
• Keyboards/keypads may be used in a range of work

contexts, including
• in the workplace, warehouse or depot
• in the business office
• in a vehicle on the road
• at a client's workplace

• Keyboards/keypads may be used on a range of
infotechnology equipment, including:
• computers
• cash registers
• calculators
• electronic typewriters
• various forms of data entry devices

• Keyboard skills may be required to enter data via a range
of work-based computer applications including:
• word processors
• inventory control and stock management systems
• electronic data interchange (EDI) systems
• information databases and storage systems
• invoicing and payment systems
• manifests control systems
• work organisation systems
• Internet browsers
• computerised presentation software

• Personnel in the work area may include:
• workplace personnel
• site visitors
• contractors
• official representatives

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• goods identification numbers and codes
• manifests, bar codes, goods and container

identification/serial number
• manufacturer's instructions concerning the use of

keyboards/keypads
• workplace procedures and policies for the use of

computer equipment
• supplier and/or client instructions
• material safety data sheets
• relevant codes of practice
• relevant legislation, regulations and related

documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• standards and certification requirements
• quality assurance procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory OHS legislation
• workplace relations regulations
• workers compensation regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• enter data accurately using a keyboard/keypad
• locate, interpret and apply relevant information
• check accuracy of entered data
• input, retrieve and present files/data
• follow OHS procedures when using a keyboard/keypad

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant OHS procedures and guidelines concerning the
use of computer equipment in the workplace, including
recommended posture, ergonomic settings of chair and
work station, and the use of periods of rest and exercise

• OHS risks and hazards when using computer equipment
for work tasks, and ways of controlling the risks/hazards

• Procedures for the use of keyboards and computer
equipment in the workplace

• Housekeeping standards and procedures required in the
workplace

• Site layout
• Ability to modify activities depending on differing

workplace contexts, risk situations and environments
• Ability to read and comprehend simple statements in

English
• Ability to identify computer equipment, processes and

procedures used within context of the job
• Ability to maintain eye-hand coordination

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to apply
keyboard skills to complete relevant workplace tasks,
and/or

• apply keyboard skills to complete workplace tasks in
an appropriate range of operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• entering data accurately using a keyboard/keypad
• locating, interpreting and applying relevant information
• checking accuracy of entered data
• inputting, retrieving and presenting files/data
• following OHS procedures when using a

keyboard/keypad
• Shows evidence of application of relevant workplace

procedures including:
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions

concerning the use of keyboards/keypads in the
workplace

• obtaining assistance from other team members when
required

• housekeeping procedures
• Action is taken promptly to report any difficulties in the

entry of data using keyboards/keypads in accordance
with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTK798B Perform electronic data interchange (EDI) to
transmit shipping documentation

Unit Descriptor This unit involves the skills and knowledge required to perform
electronic data interchange (EDI) to transmit shipping documentation
including identifying and establishing document purpose and
information sources, compiling data files, and transmitting and receiving
documentation.

Unit Sector Computers and Technology

ELEMENT PERFORMANCE CRITERIA

1. Identify and establish
document purpose and
information sources

1.1 Purpose of task is identified and appropriate document
template(s) accessed

1.2 Manual and computerised sources of data are accessed in
accordance with the requirements of the task

1.3 Existing files and data required to be updated are
identified

1.4 Stored data regarding applicable regulations, client
instructions, protocols and procedures are selected and
combined correctly for the task

2. Compile data files 2.1 Files are created/updated according to required format
and layout

2.2 Data are accurately entered following regulatory and
workplace requirements and are consistent with required
purpose

2.3 All relevant sections of the documentation are checked for
accuracy and completeness

2.4 Discrepancies in documentation are identified and action
undertaken in accordance with workplace procedures

2.5 Files created or updated are saved and stored in
accordance with workplace and regulatory requirements

3. Transmit documentation 3.1 Document destination(s) are correctly identified and
selected

3.2 Destinations are checked for readiness to receive
transmission

3.3 Security arrangements for data exchange are undertaken
in accordance with workplace procedures

3.4 Documents are transmitted ensuring componentry is used
according to workplace procedures and that all information
is correctly downloaded

3.5 Action is undertaken within scope of authority to rectify
transmission faults

3.6 Print out of documents are made and
filed/stored/forwarded in accordance with workplace
procedures
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4. Receive documentation 4.1 Infotechnology devices are checked for readiness to
receive downloaded documentation

4.2 Received documentation is printed and/or checked for
accuracy and legibility

4.3 Action is undertaken within scope of authority to rectify
transmission faults

4.4 Print-out of documents is made and filed/stored/forwarded
in accordance with workplace procedures

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with the relevant
regulations and workplace procedures concerning the use
of electronic data interchange (EDI) to transmit shipping
documentation

• Work is performed under general supervision
• Work involves the application of routine procedures to

perform electronic data interchange (EDI) to transmit
shipping documentation in the transport and distribution
industry

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTK798B Perform electronic data interchange (EDI) to transmit shipping documentation

Volume 3 of 4, Imported Unit 41 of 58 Page 509 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Worksite environment • The operations may be conducted in a range of work
environments by day or night in a range of typical weather
conditions

• Customers may be internal or external
• Work environment may include movement of equipment,

goods, materials and vehicular traffic
• The electronic transfer medium may include:

• e-mail,
• bulletin boards
• computer faxes

• Security procedures may include:
• encryption of data
• controlled access
• regulated transmission times

• Transfer of data may include:
• interfaces between agents
• authorities
• brokers
• clients
• outposts

• Requirements for work may include:
• data protocols and procedures
• communications equipment
• security clearances
• incident/accident breakdown procedures
• authorities and permits
• hours of operations
• relevant regulations

• Consultative processes may involve:
• other employees and supervisors
• international and domestic agents, suppliers, potential

customers and existing clients
• relevant authorities and institutions
• management
• OHS specialists,
• other maintenance, professional or technical staff

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• workplace procedures and policies for the use of

computer equipment and software required for
electronic data interchange (EDI)

• manufacturer's instructions concerning the use
required computing equipment and software

• goods identification numbers and codes
• manifests, bar codes, goods and container

identification/serial numbers
• supplier and/or client instructions
• material safety data sheets
• relevant codes of practice
• relevant legislation, regulations and related

documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• relevant standards and certification requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• local and international freight regulations
• relevant Australian standards and certification

requirements
• relevant State/Territory OHS legislation
• relevant State/Territory environmental protection

legislation
• workplace relations regulations
• workers compensation regulations
• dangerous goods code and regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• identify and establish document purpose and

information sources
• assess transmission procedures and protocols for

different documents and destinations
• select appropriate data sources and transmission

mediums
• compile data files
• transmit and receive documentation
• implement appropriate security procedures
• determine and complete required documentation
• maintain workplace records and files
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant agreements, codes of practice or other
legislative requirements including local and international
freight regulations

• Relevant OHS procedures and guidelines concerning the
use of computer equipment in the workplace

• OHS risks and hazards when using computer equipment
for work tasks, and ways of controlling the risks/hazards

• Workplace procedures for the transfer and storage of
electronic data and the use of related computer
equipment and application software

• Equipment applications, capacities, configurations, safety
hazards and control mechanisms

• Housekeeping standards and procedures required in the
workplace

• Workplace/site layout
• Ability to modify activities depending on differing

workplace contexts, risk situations and environments
• Ability to read and comprehend simple statements in

English
• Ability to identify and use computer equipment, software,

processes and procedures relevant to the context of the
job

• Ability to maintain eye-hand coordination

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to perform
electronic data interchange (EDI) to transmit shipping
documentation, and/or

• perform electronic data interchange (EDI) to transmit
shipping documentation in an appropriate range of
operational situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• identifying and establishing document purpose and

information sources
• assessing transmission procedures and protocols for

different documents and destinations
• selecting appropriate data sources and transmission

mediums
• compiling data files
• transmitting and receiving documentation
• implementing appropriate security procedures
• determining and completing required documentation
• maintaining workplace records and files

• Shows evidence of application of relevant workplace
procedures including:
• procedures related to relevant agreements, codes of

practice or other legislative requirements, including
local and international freight regulations

• OHS regulations and hazard prevention policies and
procedures

• workplace procedures and work instructions
concerning the use of computers and software relevant
to electronic data interchange (EDI) operations in the
workplace

• issue resolution procedures
• obtaining assistance from other team members when

required
• guidelines relating to the effective use of technology

equipment
• quality assurance procedures (where existing)
• security procedures
• housekeeping procedures

• Action is taken promptly to report and/or rectify any
difficulties in electronic data interchange (EDI) operations
in accordance with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL1098B Assess and confirm customer transport
requirements

Unit Descriptor This unit involves the skills and knowledge required to assess and
confirm customer freight transport requirements, including assessing
the goods/stock to be transported, determining the transit needs and
any special requirements, confirming requirements with the customer
and completing all required documentation.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Assess goods/stock to be
transported

1.1 Customer service parameters are followed in accordance
with workplace procedures

1.2 In consultation with customer key characteristics of the
goods/stock to be transported are determined

1.3 Regulatory and/or specific requirements for load shipment
are identified

1.4 Specific load handling characteristics/requirements are
identified

1.5 Task requirements are matched to workplace capability
and operational focus

2. Determine transit
requirements

2.1 Applicable transportation modes are matched for
customer's geographic location, load packaging
characteristics, quantity of goods to be transported and
any special requirements

2.2 Required pick-up and destination point(s) are identified
and assessed for safe access and operation

2.3 Specified transit times and routes are identified and
agreed with customer

2.4 Transportation mode(s) are determined with customer with
regard to load characteristics, transit requirements and
cost-effectiveness

2.5 Risk assessment of transport service is undertaken in
accordance with workplace policy and procedures

3. Complete documentation 3.1 Decisions for proceeding with task are undertaken or
referred in accordance with workplace procedures and
within scope of authority

3.2 Parameters of service requirements for the workplace and
customer are documented

3.3 Quotations for services/specifications are itemised and
documented

3.4 Legislative, insurance or specific conditions for load
transport are recorded
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 3

RANGE STATEMENT

General context • Work involves discretion and judgement for self and
others in assessing and confirming customer freight
transport requirements

• Work is performed under minimum supervision with
general guidance on progress and outcomes of work

• A range of opportunities may be used to develop the
workplace and to support the development of work
systems and innovative strategies to deal with
contingencies and to encourage the achievement of the
organisation's goals and key performance objectives

• Work involves responsibility for the assessing and
confirming customer freight transport requirements and
the provision of leadership of others either individually or
in teams
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Worksite environment • The workplace environment may involve twenty-four hour
operation and may include:
• single and multi-site locations
• large, medium and small companies

• Services, products, risks, work systems and requirements
may potentially vary across different sections of the
workplace

• Operations involve internal and external customer contact
and coordination

• Consignments may be:
• single and multi-site locations
• palletised
• containerised
• packaged or loose
• in gas, liquid or solid form

• Special freight transport requirements may involve:
• single and multi-site locations
• temperature controlled stock
• live stock
• dangerous goods
• hazardous substances
• specific security arrangements
• oversize/overmass loads

• Decision to provide service to customer is undertaken
within scope of authority

• Decisions should reflect the scope of the organisation to
undertake the task, and/or to outsource some or all of the
task

• Key characteristics of the goods/stock to be transported
may include the:
• type of goods to be transported
• load characteristics including perishability, spoilage,

fragility, compatibility
• packing and stowing requirements for load
• aggregate size and capacity of load to be transported

• Consultative processes may involve:
• existing and potential customers/clients
• other employees and supervisors
• suppliers
• manufacturers
• relevant authorities
• management
• union representatives
• OHS specialists
• other maintenance, professional or technical staff

• Communications systems may involve:
• face-to-face conversation
• telephone
• fax
• e-mail
• electronic data transfer of information (EDI)
• mail

• Depending on the type of organisation concerned and the
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local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures

Sources of information/
documents

• Information/documentation may include:
• workplace procedures and policies
• customer service standards and procedures
• supplier and/or client instructions
• workplace products and services information
• quality assurance standards and procedures
• regulations and policies relating to minimising risks to

the environment and ensuring compliance with OHS
requirements

• manufacturer's/supplier's specifications, advice,
recommended procedures, policies and instructions

• Dangerous goods codes and related regulations and
documentation including material safety data sheets

• relevant agreements, codes of practice including the
national standards for services and operations

• reports of accidents and incidents
• workplace guidelines on appropriate workplace

language and communication strategies and
interpretation of relevant information

• legislation, regulations and related documentation
relevant to workplace operations

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• trading regulations relevant to business operations
• relevant Australian and State/Territory OHS legislation
• environmental protection regulations
• hazardous substances and dangerous goods codes
• relevant Australian standards and certification

requirements
• licence, patent or copyright arrangements
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• provide customer/client service and work effectively

with others
• assess goods/stock to be transported and determine

transit requirements
• mediate and resolve issues surrounding service

operations maximising positive outcomes for the
organisation and for customers

• apply leadership skills to the completion of transport
projects including the assessment of tasks, and
facilitation of planning processes

• manage own work to achieve organisational goals and
required results

• suggest improvements to transport operations and
negotiate changes to improve service delivery

• apply techniques to encourage appropriate
participation of team/group members and external
organisations or individual with relevant expertise

• identify requirements of tasks and organise planning,
job completion and evaluation stages

• locate, interpret and apply relevant information

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant and regulatory and code requirements including
mass and load regulations

• Relevant OHS and environmental protection policies and
procedures

• Workplace protocols and procedures for the assessing
and confirming customer transport requirements

• Relevant workplace business customer service policies
and practices, including requirements for the
maintenance of security and confidentiality

• Strategies to implement continuous improvement
processes

• Focus of operation of customer service and
quotation/specification systems and resources

• Typical problems that can occur when providing customer
service and related appropriate action that can be taken

• Ability to negotiate and work effectively with others
• Ability to plan work activities, including predicting

consequences and identifying improvements
• Ability to identify improvements to services, resource

allocation and use
• Ability to select and appropriately apply technology,

information systems and procedures to complete
workplace tasks

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to assess and confirm customer freight
transport requirements, and/or

• assess and confirm customer freight transport
requirements in an appropriate range of operational
contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• providing customer/client service and working

effectively with others
• assessing goods/stock to be transported and

determine transit requirements
• mediating and resolving issues surrounding service

operations, maximising positive outcomes for the
organisation and for customers

• locating, interpreting and applying relevant information
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulations and codes
• OHS and environmental protection regulations and

hazard prevention policies and procedures
• workplace procedures and policies related to the

confirmation of customer freight transport requirements
• relevant guidelines relating to confidentiality of

customers, clients and goods/materials to be carried
• issue resolution and grievance procedures
• environmental protection procedures

• Action is taken promptly to report and/or take appropriate
action on any freight transport customer service and
quotation problems in accordance with workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL197B Complete workplace orientation/induction
procedures

Unit Descriptor This unit involves the skills and knowledge required to complete
workplace orientation and induction procedures when commencing a
new work role, including identifying major areas of the workplace in
terms of functions, organisational structures and occupations, and
organising and accepting responsibility for own workload. It also
includes the application of ethical practices in work activities, receiving
and acting constructively on personal feedback, participating in the
identification and meeting of one's own learning needs, and planning
and organising a personal daily routine.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Identify major areas of the
workplace in terms of
functions, organisational
structures and
occupations

1.1 The layout of the workplace, the flow of materials and
goods where relevant and the work activities conducted in
each work area are identified

1.2 Organisational structure of the workplace and the
relationship of structure to each occupation and
classification grouping is outlined

1.3 The types of facilities in the workplace, their purpose and
(any) risk factors attached to them are identified

1.4 Equipment and technology used in the workplace are
outlined in terms of function and physical characteristics

1.5 Individual responsibilities under industrial agreements are
identified and acted on in the conduct of assigned duties

1.6 Key internal and external customers and the workplace
areas that serve them are identified

1.7 Workplace hazards are identified and related hazard
minimisation procedures followed

1.8 Relevant personal protection equipment (PPE) is identified
and correctly used in accordance with regulations and
workplace requirements

1.9 Workplace emergency procedures are identified and
followed in real and simulated emergency situations

2. Organise and accept
responsibility for own
workload

2.1 Priorities and deadlines are established in consultation
with others (as appropriate) and recorded

2.2 Work activities are planned and progress of work is
communicated to others whose personal work plans and
timelines may be affected

2.3 Work is completed to the standard expected in the
workplace and in accordance with any guidelines,
directions or instructions

2.4 Variations and difficulties affecting work requirements are
identified through regular reviews and action is taken to
report these issues to supervisory staff

2.5 Additional support to improve work is communicated
clearly to appropriate personnel
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3. Apply ethical practices 3.1 Workplace procedures, regulations and legislation
appropriate to the position are identified and followed

3.2 Commitments and undertakings to clients, colleagues and
supervisors are met

3.3 Required confidentiality is maintained
3.4 Appropriate codes of acceptable and ethical work

practices are applied
3.5 Workplace security policies are identified including the

relationship to personal job role

4. Receive and act
constructively on personal
feedback

4.1 Suggestions on ways to improve work are sought regularly
from appropriate personnel

4.2 Feedback is acted upon as required to improve work
performance

5. Participate in identifying
and meeting own learning
needs

5.1 Operations of the workplace, workplace equipment and
focus of endeavour are identified

5.2 Organisational structure, career paths and training
opportunities appropriate to the enterprise are identified

5.3 Steps are taken, in consultation with appropriate
personnel, to identify own learning needs through
assessment and planning for future work requirements

5.4 Appropriate opportunities to learn and develop required
competencies are undertaken including establishing
networks and working relationships with others

6. Plan and organise a
personal daily routine

6.1 Daily routine is planned to take into account rosters,
industrial agreements and workplace procedures

6.2 Clarification of requirements of tasks is sought when
appropriate

6.3 Achievable time and other performance measures are
agreed

6.4 Tasks are completed with variations to plan identified and
reported

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 1

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1
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RANGE STATEMENT

General context • Workplace orientation/induction is completed to enable a
worker to enter and participate in the work activities of a
workplace. Orientation/induction activities will be in
accordance with the regulatory requirements and
operational policies and procedures for the workplace
concerned.

• Work is performed under some supervision, generally
within a team environment.

• Work involves the development of the basic skills and
knowledge to participate safely and effectively in
workplace activities.
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Worksite environment • Work will involve basic routine work functions in a variety
of relevant work contexts

• Customers may be internal or external
• Operations may be conducted:

• by day or night
• in enclosed spaces
• in exposed conditions
• in controlled or open environments

• Hazards may include:
• vehicular traffic and pedestrians
• uneven ground, steps, road surfaces
• dust and vapours
• hazardous or dangerous materials
• humidity, air temperature and radiant heat
• light including UV
• noise

• Consultative processes may involve:
• clients
• managers
• supervisors/team leaders
• workplace personnel
• visitors
• contractors
• official representatives
• union representatives
• industrial relations and OHS specialists
• other professional or technical staff
• local government authorities

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Communication may involve the basic use of a range of
communication technology including:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• sunscreen, sunglasses and safety glasses
• two-way radios
• high visibility clothing
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Sources of information/
documents

• Information/documentation may include:
• workplace procedures, checklists and instructions
• operations manuals
• induction/orientation documentation
• competency standards and training materials
• job specification, site/workplace map and details of

organisation structure
• conditions of service, relevant legislation, regulations

and related documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• relevant codes of practice including the national

standards for manual handling and the industry safety
code

• supplier and/or client instructions
• manifests, bar codes, goods and container

identification
• goods identification numbers and codes
• manufacturer's specifications
• material safety data sheets
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice,

including the Australian standards for manual handling
and industry safety codes

• dangerous goods and freight regulations and codes
• relevant Australian and State/Territory OHS legislation
• equal employment legislation and related policies
• environmental protection regulations
• licensing requirements for driving and carrying

particular classes of goods
• workplace relations legislation
• workers compensation legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• locate, interpret and apply relevant information
• describe workplace operating principles, products and

services
• provide customer/client service and work effectively

with others
• read and interpret signs and symbols relevant to

workplace functions
• identify workplace hazards and follow hazard

minimisation procedures
• maintain basic workplace documentation and records
• use workplace colloquial and technical language and

communication technologies in the workplace context
• explain the purpose and requirements of the

customers' needs and the impact of that relationship to
industry, enterprise structure, business systems,
environment, legal and government requirements

• convey information in written and oral form
• identify workplace structure and roles and

responsibilities of the individual's authority systems
and contacts

• follow workplace procedures and ethical requirements
relevant to the position

• describe employee and employer obligations under
award, employment contract, OHS and other
legislation in relation to engagement, working times
and conditions, dismissal and discipline

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Workplace procedures and standards and duty of care
requirements including OHS and environmental
protection responsibilities

• Conditions of service including:
• employer and employee obligations under award
• employment contract
• OHS and other regulations in relation to engagement
• working times and conditions
• dismissal and discipline arrangements

• Workplace structures and the roles and responsibilities of
team/group members

• Site/workplace layout
• Emergency procedures
• Basic workplace documentation and record keeping

procedures and requirements
• Customer service standards and procedures
• Workplace hazards and related hazard minimisation

procedures
• Personal protection equipment and instructions for its use
• Ability to identify workplace products and services and

their features
• Ability to communicate effectively with others in the

workplace
• Ability to identify and correctly use equipment, processes

and procedures

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to complete workplace orientation/induction
procedures, and/or

• complete workplace orientation/induction procedures in
an appropriate workplace context
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• locating, interpreting and applying relevant workplace

information
• applying workplace operating procedures
• providing customer/client service and working

effectively with others
• reading and interpreting signs and symbols relevant to

workplace functions
• identifying workplace hazards and following hazard

minimisation procedures
• maintaining basic workplace documentation and

records
• conveying information in written and oral form
• identifying workplace products and services

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations and codes
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions
• relevant guidelines relating to the use of equipment
• emergency procedures
• environmental protection procedures

• Action is taken promptly to report any workplace incidents
and/or problems in accordance with regulations and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTL197B Complete workplace orientation/induction procedures

Volume 3 of 4, Imported Unit 43 of 58 Page 528 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



TDTL3101A Monitor and process attendance records
Unit Descriptor This unit involves the skills and knowledge required to monitor and

process attendance records in accordance with regulatory and
workplace requirements, including monitoring attendance records and
checking and processing attendance information.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Monitor attendance
records

1.1 Hours worked, as recorded for each employee, are
accessed, checked and documented on a prescribed time
basis

1.2 Employee record cards or other daily time records
showing hours absent are followed up to ensure
authorised absences are accurately recorded

1.3 Employee daily time records showing additional hours
worked are followed up to determine whether additional
payments are authorised

1.4 Unauthorised absences are notified to appropriate
personnel on a timely basis to ensure follow-up action is
initiated

1.5 Employee attendance sheets are received, checked and
processed to ensure accurate employee records are
maintained

2. Process attendance
records

2.1 Unexplained absences are identified, confirmed and
appropriate personnel are notified for follow-up action

2.2 Timesheets, or equivalent, are checked and forwarded to
payroll department for costing purposes

2.3 Employee record cards or other identification system
requirements are checked and redistributed on a timely
basis

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 1

Using technology 2
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RANGE STATEMENT

General context • Work must be carried out in compliance with the codes of
practice and workplace requirements relevant to the
monitoring and processing of attendance records

• Work is performed individually, but the ability to work
within a team environment may be required

• Work involves the application of workplace procedures
and relevant regulatory and code requirements to the
monitoring and processing of attendance records as part
of work activities in the rail transport and/or allied
industries
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Employees include all personnel whose attendance is
recorded for timekeeping purposes

• Workplaces may comprise large, medium or small
worksites

• Timekeeping records and systems may include, but are
not limited to:
• clock cards/identification numbers
• swipe cards/physical recognition systems
• manual clocking systems
• integrated attendance sheet systems
• maternity/paternity leave
• jury leave
• rest breaks between shifts/overtime

• Information on attendance records may be obtained from:
• timesheets
• absentee records
• payroll department
• record cards
• identification system requirements

• Consultative processes may involve:
• other employees, supervisors and managers
• affected customers
• official representatives
• relevant authorities and institutions
• management and union representatives
• industrial relations and OHS specialists

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF systems
• oral, aural or signed communications

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• regulatory and/or code requirements relevant to the

maintenance of attendance records
• workplace procedures and policies for the monitoring

and processing of attendance records
• employees' timesheets, absentee records, record

cards or computer files
• operations manuals, job specifications and induction

documentation
• manufacturer's specifications for office equipment
• conditions of service, award, enterprise bargaining

agreement, and other industrial arrangements
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• federal and State/Territory award legislation
• relevant State/Territory regulations and codes of

practice relevant to the monitoring and processing of
attendance records

• relevant State/Territory privacy legislation
• relevant State/Territory OHS and environmental

protection legislation
• workplace relations regulations including Equal

Opportunity, Equal Employment Opportunity and
Affirmative Action Legislation

• workers' compensation regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• check and document attendance records accurately
• complete documentation accurately
• locate, interpret and apply relevant information
• work effectively with others
• maintain workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

• follow the designated work plan for the job

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Regulations and codes of practice relevant to the
monitoring and processing of attendance records

• Relevant OHS and environmental protection procedures
and guidelines

• Workplace procedures and policies for the monitoring and
processing of attendance records

• Focus of operation of work systems, equipment,
management and site operating systems for the
monitoring and processing of attendance records

• Elements of human resources systems relevant to the
monitoring and processing of attendance records,
including:
• workplace's timekeeping practices
• conditions of employment
• labour/costing practices
• industrial agreements and awards
• auditing requirements
• payroll practices and procedures
• personnel records requirements
• computer based personnel recording systems

• Problems that may occur when monitoring and
processing attendance records and appropriate action
that can be taken to resolve the problems

• Documentation and reporting requirements for the
monitoring and processing of attendance records
including computer based personnel recording systems

• Ability to:
• interpret conditions of employment and industrial

agreements/awards
• prepare documentation in line with workplace format
• conduct simple calculations required when monitoring

and processing attendance records
• select and use relevant computer/communication/office

equipment required when monitoring and processing
attendance records

• solve problems that arise when monitoring and
processing attendance records

• read and interpret instructions, procedures and
information relevant to the monitoring and processing
of attendance records

• use required personal protective clothing and
equipment conforming to industry and OHS standards

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to monitor
and process attendance records, and/or

• monitor and process attendance records in an
appropriate range of operational workplace situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• checking and documenting attendance records
• completing documentation
• locating, interpreting and applying relevant information
• working effectively with others
• maintaining workplace records

• Shows evidence of application of relevant workplace
procedures including:
• relevant codes of practice and legislative requirements
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions
• manufacturer's instructions for the use of office

equipment
• procedures for the use of personal protection

equipment
• obtaining assistance from other team members when

required
• quality assurance procedures and policies
• environmental protection procedures

• Action is taken promptly to report on any problems when
monitoring and processing attendance record in
accordance with relevant regulatory requirements and
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL3201A Implement equal employment equity
strategies

Unit Descriptor This unit involves the skills and knowledge required to implement equal
employment equity strategies in accordance with regulatory and
workplace requirements, including identifying and communicating
agreed employment equity direction, responding to enquiries regarding
employment equity, implementing employment equity strategies,
contributing to policy development, and evaluating and reporting on the
implementation of equal employment opportunity strategies in the
workplace.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Identify and communicate
agreed employment equity
direction

1.1 Employment equity information and policy requirements
are identified for the workplace

1.2 Employment equity information is disseminated to ensure
relevant requirements are considered in decisions made
within the workplace

1.3 Advice is provided to assist with consistent interpretation
of employment equity information

1.4 Negotiations are undertaken with management to ensure
equity principles are incorporated throughout the
workplace

1.5 Interpretation and advice are provided on legislative
requirements, workplace objectives and constraints, and
human resource management practices

2. Respond to enquiries
regarding employment
equity

2.1 Arrangements are made to ensure advise on employment
equity can be provided to personnel within necessary
timeframes

2.2 Enquiries are analysed to identify necessary information
required to respond sufficiently

2.3 Sources of information are identified and accessed to
formulate response

2.4 Responses are communicated clearly and appropriately
and understanding of the response is checked

3. Implement employment
equity strategies

3.1 Strategies are developed to implement policies and
objectives

3.2 Measures are identified which reflect the success of
strategies developed and suitable data collected

4. Contribute to policy
development

4.1 Consultation is regularly undertaken with stakeholders on
policy development

4.2 Advice is provided concerning the employment equity
implications of policy
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5. Evaluate and report 5.1 Data used to measure employment equity policy
performance is collected and statistically analysed

5.2 Annual and other reports are produced on employment
equity policy performance

5.3 Results of employment equity strategies and
performances are conveyed in a timely and appropriate
way to relevant individuals and groups

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in compliance with the
regulatory and workplace requirements relevant to the
implementation of equal employment equity strategies in
the workplace

• Work is performed individually, but the ability to work
within a team environment may be required

• Work involves the application of workplace procedures
and relevant regulatory requirements to the
implementation of equal employment equity strategies as
part of work activities in the rail transport and/or allied
industries
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Workplaces may comprise large, medium or small
worksites

• Recording mechanisms/systems may include:
• paper-based systems
• electronic systems

• Work organisation procedures and practices may include:
• security procedures
• payroll systems
• industrial relations policies and agreements
• superannuation procedures
• dispatching and collecting procedures
• employment policies

• Consultative processes may involve:
• employees
• supervisors and managers
• official representatives
• relevant authorities and institutions
• union representatives
• industrial relations and OHS specialists

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF systems
• oral, aural or signed communications

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• regulatory requirements relevant to employment equity
• workplace procedures and policies for the

implementation of equal employment equity strategies
• operations manuals, job specifications and induction

documentation
• manufacturer's specifications for office equipment
• conditions of service, award, enterprise bargaining

agreement, and other industrial arrangements
• relevant Australian standards and certification

requirements
• quality assurance procedures
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Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• workplace relations regulations including Equal

Opportunity, Equal Employment Opportunity and
Affirmative Action Legislation

• relevant State/Territory privacy legislation
• freedom of information legislation
• relevant State/Territory OHS and environmental

protection legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• respond to enquiries regarding employment equity
• implement employment equity strategies
• contribute to employment equity policy development
• evaluate and report on the implementation of

employment equity strategies
• locate, interpret and apply relevant information
• work effectively with others
• maintain workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

• follow the designated work plan for the job

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Regulations relevant to equal employment equity
• Relevant OHS and environmental protection procedures

and guidelines
• Workplace procedures and policies for the

implementation of equal employment equity strategies
• Focus of operation of work systems, equipment,

management and site operating systems for the
implementation of equal employment equity strategies

• Elements of workplace operations relevant to the
implementation of equal employment equity strategies,
including:
• training and social justice policies and procedures
• workplace organisational structure
• workplace human resource policies and practices
• job description and specifications
• referral processes
• workplace standards and delegations
• quality management
• work area business plans
• industrial awards and enterprise agreements

• Problems that may occur when implementing equal
employment equity strategies and appropriate action that
can be taken to resolve the problems

• Documentation and reporting requirements for the
implementation of equal employment equity strategies

• Ability to:
• interpret employment equity strategies, conditions of

employment and industrial agreements/awards
• prepare documentation in line with workplace format
• select and use relevant computer/communication/office

equipment required when implementing equal
employment equity strategies

• solve problems that arise when implementing equal
employment equity strategies

• read and interpret instructions, procedures and
information relevant to the implementing of equal
employment equity strategies

• communicate, counsel and negotiate with employees
on employment equity matters

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to
implement equal employment equity strategies, and/or

• implement equal employment equity strategies in an
appropriate range of operational workplace situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• responding to enquiries regarding employment equity
• implementing employment equity strategies
• contributing to employment equity policy development
• evaluating and reporting on the implementation of

employment equity strategies
• locating, interpreting and applying relevant information
• maintaining workplace records

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations and legislative requirements
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions
• manufacturer's instructions for the use of office

equipment
• procedures for the use of personal protection

equipment
• obtaining assistance from other team members when

required
• quality assurance procedures and policies
• environmental protection procedures

• Action is taken promptly to report on any issues involving
employment equity in accordance with relevant regulatory
requirements and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL3301A Promote effective workplace practice
Unit Descriptor This unit involves the skills and knowledge required to promote

effective workplace practice, including contributing positively to the
work team environment, observing and promoting work safety
procedures, maintaining and promoting the well being of workplace
team(s), and participating in competency development activities.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Contribute positively to the
work team environment

1.1 Workplace objectives are identified, interpreted and
positively promoted to associated personnel and/or work
team members

1.2 Communications with associated personnel and/or work
team members are effectively established

1.3 Disputes are resolved through effective negotiation with
the relevant individuals or groups

1.4 Quality assurance measures are maintained, systems
improvement suggestions are encouraged, and proposals
submitted to relevant authorities

2. Observe and promote
work safety procedures

2.1 Relevant statutory and workplace requirements for
Occupational Health and Safety are communicated to all
personnel and implemented at all worksites

2.2 Accidents and injuries are reported and investigated in
accordance with workplace policy

2.3 Potential hazards and safety risks are identified,
investigated and recommendations for preventative action
referred to appropriate authorities

2.4 Training in programs of Occupational Health and Safety
and First Aid are implemented

3. Maintain and promote well
being of team

3.1 Prescribed medical and physical fitness criteria are
promoted and maintained within the work environment

3.2 Situations threatening safety arising from
physical/psychological incompatibility with the work
environment are identified and resolved

4. Participate in competency
development

4.1 Competencies required for work are identified, attained
and maintained

4.2 Personal development and other competency
development programs are accessed and undertaken

4.3 Competency deficiencies in personnel are identified and
remedial action, including counselling, is initiated where
necessary

4.4 Workplace trainer and assessor requirements are
identified and satisfied
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 2

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 2

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with the
regulatory and workplace requirements relevant to the
promotion of effective workplace practice

• Work is performed individually, but the ability to work
within a team environment may be required

• Work involves the application of workplace procedures
and relevant regulatory and code requirements to the
promotion of effective workplace practice as part of work
activities in the rail transport and/or allied industries
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Workplaces may comprise large, medium or small
worksites

• Work environment may in a depot, a worksite or a store,
either as an individual, a team leader or a coordinator

• Work may involve exposure to chemicals, dangerous or
hazardous substances and movements of equipment,
goods and vehicular traffic

• Equipment may include:
• customer information
• workplace procedures
• quality assurance policy
• relevant OHS guidelines
• relevant competency guidelines

• Consultative processes may involve:
• employees, supervisors and managers
• customers
• suppliers and contractors
• industrial relations and OHS specialists

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF systems
• oral, aural or signed communications

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• regulatory and/or code requirements relevant to

workplace activities
• workplace procedures and policies
• workplace objectives
• customer enquiries, responses and records
• quality assurance measures relevant to workplace

activities
• training materials
• competency guidelines
• operations manuals, job specifications and induction

documentation
• manufacturer's specifications for workplace equipment
• conditions of service, award, enterprise bargaining

agreement, and other industrial arrangements
• Australian standards and certification requirements

relevant to workplace activities
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• federal and State/Territory regulations and codes of

practice relevant to workplace activities
• relevant State/Territory OHS and environmental

protection legislation
• workplace relations regulations including Equal

Opportunity, Equal Employment Opportunity and
Affirmative Action Legislation

• workers' compensation regulations

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• communicate effectively with team members
• negotiate effectively with individuals or groups
• maintain and promote the well being of the team
• select and appropriately use protective clothing
• locate, interpret and apply relevant information
• work effectively with others
• maintain workplace records
• select and use appropriate workplace colloquial and

technical language and communication technologies in
the workplace context

• follow the designated work plan for the job

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Regulations and codes of practice relevant to the
workplace practices

• Relevant OHS and environmental protection procedures
and guidelines

• Workplace procedures and policies for the promotion of
effective work practices

• Focus of operation of work systems, equipment,
management and site operating systems

• Elements of workplace operations relevant to effective
work practice, including:
• workplace corporate plans, goals and objectives and

industrial relations
• communication and negotiation techniques and the

benefits, advantages and disadvantages associated
with them

• group work practices and group dynamics
• corporate customer service objectives
• workplace procedures related to recording of customer

enquiries and actions
• dispute settlement processes
• workplace OHS and physical fitness requirements and

related first-aid policies
• competencies and skills required for workplace career

path levels
• Problems that may occur during work activities and

appropriate action that can be taken to resolve the
problems

• Documentation and reporting requirements in the
workplace

• Ability to:
• communicate effectively with customers, associated

personnel and all work team members
• read, interpret and apply workplace publications,

technical instructions and directions
• plan and organise work activities
• interpret statistics related to workloads and quality

assurance measures
• lead and coordinate the activities of multi-disciplinary

work teams or specialist work groups
• coordinate the promotion of safe work practices,

competency enhancement and work practice
improvements throughout the work groups

• work at heights or in confined spaces as required by
the job

• settle disputes through face to face and group-based
negotiation

• maintain the required level of physical fitness in team
members

• administer first aid treatment including rescue and
resuscitation techniques

• counsel personnel on work related issues
• apply principles of time management
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to promote
effective workplace practice, and/or

• promote effective workplace practice in an appropriate
range of operational workplace situations

Consistency in
performance

• Applies underpinning knowledge and skills when:
• communicating with team members
• negotiating with individuals or groups
• maintaining and promoting the well being of the team
• selecting and appropriately using protective clothing
• locating, interpreting and applying relevant information
• working effectively with others
• maintaining workplace records

• Shows evidence of application of relevant workplace
procedures including:
• relevant codes of practice and legislative requirements
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions
• manufacturer's instructions for the use of office

equipment
• procedures for the use of personal protection

equipment
• obtaining assistance from other team members when

required
• quality assurance procedures and policies
• environmental protection procedures

• Action is taken promptly to report on any workplace
problems in accordance with relevant regulatory
requirements and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL3601A Develop rosters
Unit Descriptor This unit involves the skills and knowledge required to develop rosters

in accordance with regulatory and workplace requirements, including
identifying operating requirements, identifying tasks and responsibilities
and work requirements, and establishing and finalising work rosters.

Persons achieving competence in this unit will need to fulfil the relevant
requirements of the codes of practice and regulations of the
States/Territories concerned, including the Code of Practice for the
Defined Interstate Rail Network in situations where train operations are
carried out on that network.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Identify operating
requirements

1.1 Transport timetables and running times for each line or
service are identified and kept updated within roster
operations

1.2 Transport running times are identified for each line or
service to ensure all crewing requirements are planned

1.3 Set working or work tasks to be performed are identified
for each transport service

1.4 Contingency plans covering operational problems are
identified and impact on crewing needs analysed

2. Identify tasks and
responsibilities and work
requirements

2.1 Support activities, where required to facilitate transport
arrival and activities, are identified to ensure all crewing
requirements are planned

2.2 Set workings or required work tasks in support activities
are identified

3. Establish work rosters 3.1 Rosters are developed to cover all work requirements with
regard to relevant industrial/workplace conditions,
absenteeism levels and planned leave

3.2 Rosters are arranged to allow sufficient flexibility to allow
contingency plans to be implemented

3.3 Rosters are circulated in accordance with workplace
policies and procedures for review by affected personnel

3.4 Relevant OHS requirements are identified and addressed
in the rosters developed

3.5 Relevant safeworking systems and requirements are
identified and addressed in the rosters developed

4. Finalise work rosters 4.1 Feedback from personnel associated with rosters is
addressed and acceptable modifications agreed

4.2 Final rosters are documented and distributed to ensure
work requirements are accurately communicated
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with the
regulations, codes of practice and workplace
requirements relevant to the development of rosters

• Work is under minimal supervision, generally within a
team environment

• Work involves the application of workplace procedures
and relevant regulatory and code requirements to the
development of rosters as part of work activities in the rail
transport and/or allied industries
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Work rosters may cover:
• long distance passenger services
• urban passenger services
• long distance freight services
• short distance freight services
• maintenance vehicle operations

• Staff covered by work rosters may include:
• driving and driving support crews
• shunting and marshalling crews
• terminal personnel
• freight handling personnel
• station personnel
• interchange personnel
• transit officers
• security officers
• revenue collection officers
• passenger assist/customer service personnel
• yard support personnel
• crew transport personnel
• transport control centre personnel
• traffic officers

• Changes to planned services may include:
• changes in demand
• response to emergencies

• Real time issues may include:
• absenteeism
• additional support services due to injury
• emergencies

• Support activities may include:
• shunting and marshalling
• freight loading and unloading
• luggage loading and unloading
• vehicle loading and unloading
• station support activities
• interchange support activities
• crew transport
• training personnel
• revenue processing
• operations control

• Contingency plans may include:
• non-availability of rolling stock
• additional services
• non-availability of personnel
• non-availability of material handling equipment
• non-availability of freight handling equipment
• late arrival or cancellation of services

• Work outcomes or set workings may apply to:
• transport crews
• personnel required for support activities
• transport control personnel
• transport planning personnel
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• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF systems
• oral, aural or signed communications

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

Sources of information/
documents

• Information/documents may include:
• regulatory and/or code requirements relevant to the

development of rosters
• workplace procedures and policies for the development

of rosters
• work rosters
• transport graphs
• hard copy documentation
• safe working forms
• dangerous goods manifest
• operations manuals, job specifications and induction

documentation
• manufacturer's specifications for office equipment
• conditions of service, award, enterprise bargaining

agreement, and other industrial arrangements
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures
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Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory regulations, safeworking

systems and codes of practice relevant to the
development of rosters, including the ADG Code and
the Code of Practice for the Defined Interstate Rail
Network in situations where the trains are operating on
that network

• relevant State/Territory privacy legislation
• relevant State/Territory OHS and environmental

protection legislation
• State, federal or Territory award legislation
• workplace relations regulations including Equal

Opportunity, Equal Employment Opportunity and
Affirmative Action Legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• apply safeworking systems and OHS procedures and

regulations
• interpret workplace's industrial awards/agreements as

they relate to rosters
• interpret and communicate operational information
• establish work rosters
• complete relevant documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Regulations, safeworking systems and codes of practice
relevant to the development of rosters, including the ADG
Code and the Code of Practice for the Defined Interstate
Rail Network in situations where the trains are operating
on that network

• Relevant OHS and environmental protection procedures
and guidelines

• Workplace procedures and policies for development of
rosters

• Focus of operation of work systems, equipment,
management and site operating systems for the
development of rosters

• Elements of operations relevant to the development of
rosters, including:
• embarkation and disembarkation requirements
• equipment capacities and limitations
• passenger service needs
• personnel capabilities
• requirements for absentee coverage
• safeworking systems and requirements
• station, interchange and terminal operations
• support activities
• transport services offered by the organisation

• Problems that may occur when developing rosters and
appropriate action that can be taken to resolve the
problems

• Documentation and reporting requirements for the
developing of rosters, including computer-based systems

• Ability to:
• interpret conditions of employment and industrial

agreements/awards
• prepare roster documentation in line with workplace

format
• allocate suitably qualified personnel to tasks
• select and use relevant computer/communication/office

equipment required when developing rosters
• solve problems that arise when developing rosters
• interpret set workings and combined set workings
• interpret transport timetables and service details
• read and interpret instructions, procedures and

information relevant to the development of rosters
• use required personal protective clothing and

equipment conforming to industry and OHS standards

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to develop
rosters, and/or

• develop rosters in an appropriate range of operational
workplace situations
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• applying safeworking and OHS procedures and

regulations
• interpreting workplace's industrial awards/agreements

as they relate to the development of rosters
• interpreting and communicating operational information
• establishing work rosters
• completing relevant documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant codes of practice and legislative requirements
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions
• manufacturer's instructions for the use of office

equipment
• procedures for the use of personal protection

equipment
• obtaining assistance from other team members when

required
• customer service and quality assurance procedures

and policies
• environmental protection procedures

• Action is taken promptly to report on any problems when
developing rosters in accordance with relevant regulatory
requirements and workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTL3601A Develop rosters

Volume 3 of 4, Imported Unit 47 of 58 Page 553 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



TDTL3701A Apply and amend rosters
Unit Descriptor This unit involves the skills and knowledge required to apply and

amend rosters in accordance with regulatory and workplace
requirements, including identifying changes to timetables, planned
activities and support activities; confirming changes to planned
activities; confirming personnel availability; re-allocating personnel; and
amending rosters.

Persons achieving competence in this unit will need to fulfil the relevant
requirements of the codes of practice and regulations of the
States/Territories concerned, including the Code of Practice for the
Defined Interstate Rail Network in situations where operations are
carried out on that network.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Identify changes to
timetables, planned
activities and support
activities

1.1 Changes to transport timetables are identified and their
effect on operation and support areas is assessed

1.2 New work requirements or revised set workings are
identified and communicated to appropriate personnel

1.3 Difficulties relating to new work requirements are resolved
with central roster operations and the appropriate work
areas

1.4 Difficulties in achieving changes to work outcomes are
resolved with those initiating change within workplace
policies and procedures

2. Confirm changes to
planned activities

2.1 Changes to planned services are identified and confirmed
and impact on support activities is assessed

2.2 Support activities required to achieve amended service
are assessed and necessary resources are identified and
allocated

2.3 Revised work outcomes or set workings are conveyed to
relevant support work area(s) for implementation

3. Confirm personnel
availability

3.1 Amended rosters and work requirements are confirmed
and distributed to appropriate work areas

3.2 Personnel on amended rosters who are required to
achieve new work outcomes are notified of changes

3.3 Difficulties associated with compliance with amended
roster(s) or work outcomes are resolved within the work
area to the satisfaction of all involved within workplace
policies and procedures

3.4 Agreed work area changes to rostered work or amended
work outcomes are communicated to central roster
operations and the appropriate personnel records area
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4. Re-allocate personnel and
amend rosters

4.1 Agreed changes to rosters are confirmed with appropriate
personnel

4.2 Appropriate arrangements are made for the
implementation of amended rosters

4.3 Personnel are re-allocated to achieve agreed work
outcomes or amended set workings

4.4 Final amendments to rosters are made to achieve agreed
work outcomes or set workings

4.5 Appropriate documents are updated to reflect changes
made and ensure their recognition

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 3

Solving problems 3

Using technology 2

RANGE STATEMENT

General context • Work must be carried out in accordance with the
regulations, codes of practice and workplace
requirements relevant to the application and amendment
of rosters

• Work is under minimal supervision, generally within a
team environment

• Work involves the application of workplace procedures
and relevant regulatory and code requirements to the
application and amendment of rosters as part of work
activities in the rail transport and/or allied industries
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Worksite environment • Work may be conducted in a range of work environments
by day or night

• Staff covered by work rosters may include:
• driving and driving support crews
• shunting and marshalling crews
• terminal personnel
• freight handling personnel
• station personnel
• interchange personnel
• transit officers
• security officers
• revenue collection officers
• passenger assist/customer service personnel
• yard support personnel
• crew transport personnel
• transport control centre personnel
• traffic officers

• Changes to planned services may include:
• changes in demand
• response to emergencies

• Real time issues may include:
• absenteeism
• additional support services due to injury
• emergencies

• Work outcomes or set workings may apply to:
• transport crews
• personnel required for support activities
• transport control personnel
• transport planning personnel

• Communication in the work area may include:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• RF systems
• oral, aural or signed communications

• Personal protection equipment may include:
• gloves
• safety headwear and footwear
• safety glasses
• two-way radios
• high visibility clothing

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures
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Sources of information/
documents

• Information/documents may include:
• regulatory and/or code requirements relevant to the

application and amendment of rosters
• workplace procedures and policies for the application

and amendment of rosters
• work rosters
• transport graphs
• hard copy documentation
• safe working forms
• dangerous goods manifest
• operations manuals, job specifications and induction

documentation
• manufacturer's specifications for office equipment
• conditions of service, award, enterprise bargaining

agreement, and other industrial arrangements
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant State/Territory regulations, safeworking

systems and codes of practice relevant to the
application and amendment of rosters, including the
ADG Code and the Code of Practice for the Defined
Interstate Rail Network in situations where the trains
are operating on that network

• relevant State/Territory privacy legislation
• relevant State/Territory OHS and environmental

protection legislation
• State, federal or Territory award legislation
• workplace relations regulations including Equal

Opportunity, Equal Employment Opportunity and
Affirmative Action Legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• apply safeworking systems and OHS procedures and

regulations
• interpret workplace's industrial awards/agreements as

they relate to rosters
• interpret and communicate operational information
• amend work rosters
• complete relevant documentation
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Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Regulations, safeworking systems and codes of practice
relevant to the application and amendment of rosters,
including the ADG Code and the Code of Practice for the
Defined Interstate Rail Network in situations where the
trains are operating on that network

• Relevant OHS and environmental protection procedures
and guidelines

• Workplace procedures and policies for application and
amendment of rosters

• Focus of operation of work systems, equipment,
management and site operating systems for the
application and amendment of rosters

• Elements of operations relevant to the application and
amendment of rosters, including:
• embarkation and disembarkation requirements
• equipment capacities and limitations
• passenger service needs
• personnel capabilities
• requirements for absentee coverage
• safeworking systems and requirements
• station, interchange and terminal operations
• support activities
• transport services offered by the organisation

• Problems that may occur when amending rosters and
appropriate action that can be taken to resolve the
problems

• Documentation and reporting requirements for the
amending rosters, including computer-based systems

• Ability to:
• interpret conditions of employment and industrial

agreements/awards
• prepare roster documentation in line with workplace

format
• allocate suitably qualified personnel to tasks
• select and use relevant computer/communication/office

equipment required when applying and amending
rosters

• solve problems that arise when applying and amending
rosters

• interpret set workings and combined set workings
• interpret transport timetables and service details
• read and interpret instructions, procedures and

information relevant to the application and amendment
of rosters

• use required personal protective clothing and
equipment conforming to industry and OHS standards
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other simulated practical and knowledge assessments
that demonstrate the skills and knowledge to apply and
amend rosters, and/or

• apply and amend rosters in an appropriate range of
operational workplace situations

Consistency in
performance

• Applies underpinning knowledge and skills when:
• applying safeworking and OHS procedures and

regulations
• interpreting workplace's industrial awards/agreements

as they relate to the application and amendment of
rosters

• interpreting and communicating operational information
• establishing work rosters
• completing relevant documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant codes of practice and legislative requirements
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and instructions
• manufacturer's instructions for the use of office

equipment
• procedures for the use of personal protection

equipment
• obtaining assistance from other team members when

required
• customer service and quality assurance procedures

and policies
• environmental protection procedures

• Action is taken promptly to report on any problems when
applying and amending rosters in accordance with
relevant regulatory requirements and workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL397B Conduct induction process
Unit Descriptor This unit involves the skills and knowledge required to conduct an

induction process to introduce a new employee to a workplace,
including outlining the relationship between the employee and the
company, establishing and explaining the requirements of position, and
completing relevant workplace documentation.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Outline the relationship
between employee and
the company

1.1 Employee is greeted and introduced to key personnel and
areas in the workplace

1.2 Workplace objectives, operating systems and workplace
structures are explained

1.3 The relationship between the employee's position and the
workplace structure and objectives is identified

1.4 Required OHS, workplace procedures and employment
conditions are described

1.5 Sources of information and assistance for the employee
are identified

1.6 Emergency procedures are explained

2. Establish requirements of
position

2.1 Job role, responsibilities and reporting relationships are
explained

2.2 Immediate work colleagues are introduced
2.3 Workplace facilities and layout are shown to the employee

and flow of work/materials/goods and functions carried out
in the areas are explained

2.4 Initial training in relevant OHS, equipment and work
systems is provided in accordance with workplace
procedures

2.5 Employee rights and responsibilities in terms of equal
employment opportunity, sexual harassment and
anti-discrimination are explained

2.6 Training opportunities are organised for the development
of the individual's job role

2.7 Workplace expectations of work functions and outputs are
clarified

2.8 Opportunities for the employee to clarify concerns and ask
questions are provided
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3. Complete relevant
workplace documentation

3.1 Workplace personnel records are completed in
accordance with workplace requirements

3.2 Tax declaration and other relevant documentation are
checked for compliance with requirements

3.3 Employee is requested to provide any additional
information needed and notes are taken of any additional
actions required

3.4 Workplace-specific documentation (if applicable) is
submitted to appropriate personnel in accordance with
workplace requirements

3.5 Requirements of Territory/State/Commonwealth legislation
on equal employment opportunity, sexual harassment and
anti-discrimination are fulfilled

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 2

Planning and organising activities 1

Working with others and in teams 2

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work involves the planning, coordination and conduct of
an induction program to prepare workers to enter and
participate in the work activities of a workplace.
Orientation/induction activities are in accordance with
relevant regulatory requirements and operational policies
and procedures for the workplace concerned.

• Work is performed under some supervision, generally
within a team environment.

• Work involves the application of basic routine coaching
and instruction principles and procedures to conduct an
induction program for new workers and trainees
commencing employment in the workplace.

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTL397B Conduct induction process

Volume 3 of 4, Imported Unit 49 of 58 Page 562 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Worksite environment • Work will involve basic routine induction training in a
variety of relevant work contexts

• Customers may be internal or external
• Operations may be conducted:

• by day or night
• in enclosed spaces
• in exposed conditions
• in controlled or open environments

• Instruction methods may include:
• explanation
• demonstration
• guided site/workplace inspection
• provision of program notes and materials
• presentation using an overhead slide projector,

computer-driven projector or video player/monitor
• written and practical assignments and exercises

• Hazards may include:
• vehicular traffic and pedestrians
• uneven ground, steps, road surfaces
• dust and vapours
• hazardous or dangerous materials
• humidity, air temperature and radiant heat
• light including UV
• noise

• Consultative processes may involve:
• clients
• managers
• supervisors/team leaders
• workplace personnel
• visitors
• contractors
• official representatives
• union representatives
• industrial relations and OHS specialists
• other professional or technical staff
• local government authorities

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Communication may involve the basic use of a range of
communication technology including:
• phone
• electronic data interchange (EDI)
• fax
• e-mail
• Internet
• radio

• Personal protection equipment may include:
• gloves
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• safety headwear and footwear
• sunscreen, sunglasses and safety glasses
• two-way radios
• high visibility clothing

Sources of information/
documents

• Information/documentation may include:
• workplace induction procedures and related instruction

materials
• operations manuals
• induction/orientation documentation
• competency standards and training materials
• job specification, site/workplace map and details of

organisation structure
• conditions of service, relevant legislation, regulations

and related documentation
• award, enterprise bargaining agreement, other

industrial arrangements
• relevant codes of practice including the national

standards for manual handling and the industry safety
code

• supplier and/or client instructions
• manifests, bar codes, goods and container

identification
• goods identification numbers and codes
• manufacturer's specifications
• material safety data sheets
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice,

including the Australian standards for manual handling
and industry safety codes

• dangerous goods and freight regulations and codes
• relevant Australian and State/Territory OH&S

legislation
• equal employment legislation and related policies
• environmental protection regulations
• licensing requirements for driving and carrying

particular classes of goods
• workplace relations legislation
• workers compensation legislation
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• locate, interpret and apply relevant induction

documentation and instruction materials
• use workplace colloquial and technical language and

communication technologies in the workplace context
• convey information in written and oral form
• use appropriate instructional methods and resources

when conducting an induction/orientation program
• provide instruction on:

• the relationship between employee and the
company

• the requirements of position
• workplace procedures and ethical requirements

relevant to the position
• workplace products and services
• employee and employer obligations under award,

employment contract, OHS and other legislation in
relation to engagement, working times and
conditions, dismissal and discipline

• customer/client service procedures
• signs and symbols relevant to workplace functions
• workplace hazards and related hazard minimisation

procedures
• workplace documentation and records
• workplace structure and roles and responsibilities of

the individual's authority systems and contacts

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Workplace induction procedures and documentation
requirements

• Instructional methods and resources required to conduct
an induction program

• Conditions of service of employees
• Workplace structures and the roles and responsibilities of

employees
• Site/workplace layout
• Emergency procedures and related equipment
• Workplace documentation and record keeping

procedures and requirements
• Customer service standards and procedures
• Workplace hazards and related hazard minimisation

procedures
• Personal protection equipment and instructions for its use
• Ability to identify workplace products and services and

their features
• Ability to communicate effectively with others in the

workplace
• Ability to identify and correctly use instruction equipment,

processes and procedures

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to conduct a workplace
induction/orientation program, and/or

• conduct workplace induction/orientation programs in an
appropriate range of workplace contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• locating, interpreting and applying relevant induction

documentation and instruction materials
• using workplace colloquial and technical language and

communication technologies in the workplace context
• conveying information in written and oral form
• using appropriate instructional methods and resources

when conducting an induction/orientation program
• providing instruction within an induction program

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations and codes
• OHS regulations and hazard prevention policies and

procedures
• workplace induction procedures
• guidelines relating to the use of instructional equipment

and resources
• emergency procedures
• environmental protection procedures

• Action is taken promptly to report any problems in an
induction/orientation program in accordance with
workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL597C Apply conflict/grievance resolution strategies
Unit Descriptor This unit involves the skills and knowledge required to apply conflict

resolution strategies to resolve grievances that may occur in the course
of work, including identifying potential conflict situations, implementing
appropriate conflict resolution strategies, and using effective
interpersonal skills. Grievances and conflict situations may include
those between employees in the workplace, between employees and
managers, as well as grievances that might be raised by customers.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Identify potential conflict
situations

1.1 Signs, stages and possible causes of conflict/grievance
are identified

2. Implement conflict
resolution strategies

2.1 Factors and issues relevant to conflict/grievance are
clarified

2.2 Strategies for dealing with conflict/grievance situations are
developed

2.3 Options for resolution of the conflict/grievance are
identified which allow for constructive responses to be
negotiated and enable established relationships to
continue

2.4 Strategies are implemented for the resolution of the
source of conflict

2.5 Outcomes of the process are monitored to ensure
objectives continue to be met

3. Use effective
interpersonal skills

3.1 Effective verbal and non-verbal communication is used
during negotiations, including body language, questioning,
language style, active listening and reflection

3.2 Feedback is given assertively and received
non-defensively during negotiations

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 3

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 3

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 2
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RANGE STATEMENT

General context • Work involves discretion and judgement for self and
others in management and resolution of conflicts and
grievances both internal and external to the workplace

• Work is performed under minimum supervision with
general guidance on progress and outcomes of work

• Work involves application of conflict/grievance resolution
strategies in conflict situations that may arise amongst
personnel both internal to and external to the workplace
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Worksite environment • The workplace environment may involve twenty-four hour
operation and may include:
• single and multi-site locations
• large, medium and small companies

• Services, products, risks, work systems and requirements
may potentially vary across different sections of the
workplace

• Operations involve internal and external customer contact
and coordination

• Conflicts/grievances may arise at all levels of the
organisation in a range of possible situations including:
• amongst internal personnel
• between internal personnel and external personnel

such as customers, suppliers, contractors, equipment
manufacturers, etc.

• between external personnel and the organisation
• between internal personnel and management

• Consultative processes may involve:
• other employees and supervisors
• management
• customers/clients
• suppliers of goods/materials
• manufacturer's of equipment
• contractors
• relevant authorities
• union representatives
• OHS specialists
• other maintenance, professional or technical staff

• Communications systems may involve:
• face-to-face conversations and meetings
• telephone
• fax
• e-mail
• mail

• Depending on the type of organisation concerned and the
local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures
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Sources of information/
documents

• Information/documentation may include:
• workplace procedures for the resolution of

conflicts/grievances
• records of action to resolve conflicts/grievances and

documentation of agreements reached
• job specifications
• conditions of service, relevant legislation, regulations

and related documentation
• award, enterprise bargaining agreement, workers

compensation, and other industrial arrangements
• relevant codes of practice including the national

standards for manual handling and the industry safety
code

• supplier and/or client instructions
• manifests, bar codes, goods and container

identification
• goods identification numbers and codes
• manufacturer's specifications
• material safety data sheets
• relevant Australian standards and certification

requirements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• trading regulations relevant to business operations
• relevant Australian and State/Territory OHS legislation
• environmental protection regulations
• hazardous substances and dangerous goods codes
• relevant Australian standards and certification

requirements
• licence, patent or copyright arrangements
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• monitor team performance including mediating and

resolving issues surrounding diverse work styles,
aspirations, cultures and perspective, maximising
positive outcomes for the organisation and the
individuals within it

• recognise typical symptoms and causes of conflict in
the workplace and ways of resolving conflict situations

• identify appropriate conflict/grievance resolution
strategies

• implement conflict resolution strategies
• use effective interpersonal skills
• apply techniques to encourage appropriate

participation of team/group members in networking
with other teams/groups for mutual benefit

• maintain required workplace records and
documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant and regulatory and code requirements
• Relevant OHS and environmental protection policies and

procedures
• Workplace protocols and procedures for the identification

and resolution of conflicts/grievances
• Relevant workplace business marketing policies and

practices, including requirements for the maintenance of
security and confidentiality

• Signs, stages and possible causes of conflict in the
workplace

• Options for constructive responses to typical
conflict/grievance situations

• Typical problems that can occur when applying
conflict/grievance resolution strategies and related
appropriate action that can be taken

• Ability to identify existing and potential
conflicts/grievances

• Ability to negotiate and work effectively with others
• Ability to give and follow simple instructions
• Ability to apply interpersonal skills
• Ability to participate in small informal work groups
• Ability to gather, record and convey simple and routine

work-related information
• Ability to select and appropriately apply technology,

information systems and procedures to complete
workplace tasks
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to apply conflict/grievance resolution
strategies in the workplace, and/or

• apply conflict/grievance resolution strategies in a range
of conflict/grievance situations

Consistency in
performance

• Applies underpinning knowledge and skills when:
• monitoring team performance
• recognising typical symptoms and causes of conflict in

the workplace and ways of resolving conflict situations
• identifying appropriate conflict/grievance resolution

strategies
• implementing conflict resolution strategies
• using effective interpersonal skills
• applying techniques to encourage appropriate

participation of team/group members in networking
with other teams/groups for mutual benefit

• maintaining required workplace records and
documentation

• Shows evidence of application of relevant workplace
procedures including:
• relevant regulations and codes
• use of consultative approaches to clarify, evaluate and

resolve workplace conflicts/grievances
• workplace procedures and policies related to the

resolution of conflicts and grievances
• relevant guidelines relating to confidentiality and

security of information made available during the
resolution of conflicts/grievances

• Action is taken promptly to report and/or take appropriate
action on any existing or potential conflicts or grievances
in accordance with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL898B Complete routine administrative tasks
Unit Descriptor This unit involves the skills and knowledge required to complete routine

administrative activities in a transport, warehousing, distribution and/or
storage workplace, including receiving and distributing incoming mail,
receiving and despatching outgoing mail, filing documents, and
receiving and relaying written and oral messages.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

1. Receive and distribute
incoming mail

1.1 Incoming mail is checked and registered to ensure
accuracy of records

1.2 Urgent and confidential mail is identified and distributed to
the addressee promptly

1.3 Mail is sorted and despatched to nominated
person/location

1.4 Damaged, suspicious or missing items are recorded and
where necessary reported in accordance with workplace
procedures

2. Receive and despatch
outgoing mail

2.1 Outgoing mail is collected from required sections of the
organisation, checked and sorted to ensure all items are
correctly prepared for despatch

2.2 Mail items are collated, recorded in the register (where
applicable) and correctly despatched to meet designated
timelines

3. File documents 3.1 Documents are classified, sorted and filed in accordance
with workplace procedures

3.2 Classification uncertainties are referred to other personnel
in accordance with workplace procedures

3.3 Documents are identified and retrieved
3.4 Specified files/records are located within designated

timelines
3.5 Located files are extracted from system and despatched

to the nominated person
3.6 Security and confidentiality procedures are followed

4. Receive and relay written
and oral messages

4.1 Messages are received and accurately recorded
4.2 Areas of uncertainty are clarified with conveyor of the

message
4.3 Messages are relayed to the nominated person within

designated timelines
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KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 1

Collecting analysing and organising information 1

Planning and organising activities 1

Working with others and in teams 1

Using mathematical ideas and techniques 1

Solving problems 1

Using technology 1

RANGE STATEMENT

General context • Work must be carried out in accordance with the relevant
regulations and workplace procedures

• Work is performed under supervision
• Work involves the application of the basic principles and

routine procedures to complete routine administrative
tasks in a transport, warehousing, distribution and/or
storage organisation

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

TDTL898B Complete routine administrative tasks

Volume 3 of 4, Imported Unit 51 of 58 Page 575 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



Worksite environment • Operations may be conducted in a range of work
environments and weather conditions by day or night:

• Customers may be internal or external
• Mail items may include:

• company procedures
• bulk quantities
• single items
• letters
• facsimiles
• e-mails

• Receival and despatch processes for internal and
external mail/documents/messages follow workplace
processes and procedures

• Requirements for work may include:
• workplace procedures
• site restrictions and procedures
• use of safety and personal protection equipment
• communications equipment
• hours of operations
• security procedures
• relevant regulations

• Consultative processes may involve:
• potential customers and existing clients
• other employees and supervisors
• management
• union representatives
• industrial relations, Occupational Health and Safety

specialists
• other professional or technical staff

• Depending on the type of organisation concerned and the
local terminology used, workplace procedures may
include:
• company procedures
• enterprise procedures
• organisational procedures
• established procedures

• Communication in the work area may include:
• fixed phone
• mobile phone
• fax
• e-mail
• Internet
• radio
• oral, aural or signed communications

• Depending on workplace context, personal protection
equipment may include:
• gloves
• safety headwear and footwear
• sunglasses and UV protection
• two-way radios
• high visibility clothing
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Sources of information/
documents

• Information documents may include:
• workplace procedures and policies for the completion

of routine administrative tasks associated with courier
and delivery operations

• operations manuals
• job specifications
• induction documentation
• competency standards and training materials
• manufacturer's client's specifications, instructions and

labelling advice including material safety data sheets
• Dangerous Goods Code, Explosives Code, HAZCHEM

codes and other regulations pertaining to the delivery
of mail courier items

• supplier and/or client instructions
• international transport regulations, codes and

procedures
• Australian and international standards, criteria and

certification requirements
• award, enterprise bargaining agreement, other

industrial arrangements
• quality assurance procedures
• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• State /Territory roads and traffic authority road rule and

licence requirements
• Australian Dangerous Goods Code, Explosives Code,

HAZCHEM codes, and other relevant regulations
pertaining to the delivery of mail courier operations

• relevant Australian and international standards, criteria
and certification requirements

• relevant State/Territory environmental protection
legislation

• relevant State/Territory OHS legislation

EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• receive and despatch various mail items
• select appropriate equipment and work systems
• complete required document filing tasks
• use appropriate communication strategies and

equipment
• maintain workplace records and documentation

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function
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Required knowledge and
skills

• Relevant State /Territory mass and loading regulations
• OHS and procedures and guidelines relevant to

administrative operations
• Hazards in routine administrative operations in the

workplace concerned and related precautions to control
the risk

• Workplace procedures and policies for the completion of
routine administrative tasks

• Housekeeping standards and procedures required in the
workplace

• Requirements of work systems operations and relevant
equipment

• Equipment, methods and strategies used in the routine
administration operations

• Ability to identify and correctly use equipment required
when carrying out routine administration tasks

• Ability to modify activities depending on differing
workplace contexts, risk situations and environments

• Ability to read and comprehend simple statements in
English

Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to complete routine administrative
operations, and/or

• complete routine administrative tasks in an appropriate
range of operational contexts
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Consistency in
performance

• Applies underpinning knowledge and skills when:
• receiving and despatching various mail items
• selecting appropriate equipment and work systems
• completing required document filing tasks
• using appropriate communication strategies and

equipment
• maintaining workplace records and documentation

• Shows evidence of application of relevant workplace
procedures including:
• Dangerous Goods Code and other regulations

pertaining to courier delivery operations
• OHS regulations and hazard prevention policies and

procedures
• workplace procedures and work instructions for the

routine administrative tasks
• relevant guidelines relating to the use of required

equipment
• housekeeping procedures
• environmental protection procedures

• Action is taken promptly to report any difficulties in
administrative tasks in accordance with workplace
procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to mail, delivery items,
equipment or personnel

Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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TDTL998B Manage personal work priorities and
professional development

Unit Descriptor This unit involves the skills and knowledge required to manage
personal work priorities and own professional development, including
managing own qualities, goals, plans and performance, setting and
meeting own work priorities, and developing and maintaining own
professional competence.

Unit Sector Resource Management

ELEMENT PERFORMANCE CRITERIA

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

1.2 Personal goals and plans reflect the organisation's plans
and personal roles, responsibilities and accountabilities

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

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

2. Set and meet own work
priorities

2.1 Competing demands are prioritised to achieve personal,
team and the organisation's goals and objectives

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

3. Develop and maintain
professional competence

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

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

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

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

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

KEY COMPETENCIES

Key Competency Performance Level

Communicating ideas and information 2

Collecting analysing and organising information 3

Planning and organising activities 3

Working with others and in teams 2

Using mathematical ideas and techniques 2

Solving problems 3

Using technology 2
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RANGE STATEMENT

General context • Work involves discretion and judgement in managing
personal work priorities and professional development

• Work is performed under minimum supervision with
general guidance on progress and outcomes of work

• A range of opportunities may be used to develop the
workplace and to support the development of work
systems and innovative strategies to deal with
contingencies and to encourage the achievement of the
organisation's goals and key performance objectives

• Work generally involves responsibility for resource
coordination and allocation and provides leadership of
others individually or in teams
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Worksite environment • The workplace environment may involve twenty-four hour
operation and may include:
• single and multi-site locations
• large, medium and small companies

• Services, products, risks, work systems and requirements
may potentially vary across different sections of the
workplace

• Operations involve internal and external
customer/supplier contact and coordination

• Work priorities and professional development are directed
at maximising achievement of the individual in
accordance with the enterprise's objectives and strategic
plans

• Professional development activities may include:
• attendance at formal education/training programs
• completion of internal short training programs
• attendance at relevant conferences, seminars and

workshops
• reading of relevant journals and literature
• networking with other technical, managerial and

professional staff
• coaching/mentoring on the job
• workplace training projects

• Consultative processes may involve:
• customers/clients
• other employees and supervisors
• supplier representatives
• manufacturers' representatives
• trainers
• management
• union representatives
• OHS specialists
• other maintenance, professional or technical staff

• Communications systems may involve:
• face-to-face conversation, meetings and workshops
• telephone
• fax
• e-mail
• electronic data transfer of information (EDI)
• mail

• Depending on the type of organisation concerned and the
local terminology used, workplace plans/procedures may
include:
• company plans/procedures
• enterprise plans/procedures
• organisational plans/procedures
• established plans/procedures
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Sources of information/
documents

• Information/documentation may include:
• workplace procedures and policies
• job specifications
• training notes and materials
• journals and work-related literature
• competency standards
• customer/client instructions
• customer service standards and procedures
• workplace products and services information
• quality assurance standards and procedures
• relevant agreements, codes of practice including the

national standards for services and operations
• manufacturer's/supplier's specifications, advice,

recommended procedures, policies and instructions
• workplace guidelines on appropriate workplace

language and communication strategies and
interpretation of relevant information

• legislation, regulations and related documentation
relevant to business operations

• regulations and policies relating to minimising risks to
the environment and ensuring compliance with OHS
requirements

• emergency procedures

Applicable regulations and
legislation

• Applicable regulations and legislation may include:
• relevant regulations, standards and codes of practice
• trading regulations relevant to business operations
• relevant Australian and State/Territory OHS legislation
• environmental protection regulations
• hazardous substances and dangerous goods codes
• relevant Australian standards and certification

requirements
• licence, patent or copyright arrangements
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EVIDENCE GUIDE

Critical aspects of
evidence to be considered

• Assessment must confirm appropriate knowledge and
skills to:
• manage own work to achieve organisational goals and

required results
• manage competing priorities to achieve personal and

organisational goals and results
• develop a clear set of work goals
• identify and access opportunities for professional

development
• seek feedback and act on constructive advice
• develop constructive responses when confronted with

problems
• identify requirements of tasks and organise planning,

job completion and evaluation stages
• research, interpret and apply relevant information
• provide customer/client service and work effectively

with others

Interdependent
assessment of units

• This unit of competency may be assessed in conjunction
with other units that form part of a worker's job function

Required knowledge and
skills

• Relevant regulatory and code requirements
• Relevant OHS and environmental protection policies and

procedures
• Workplace protocols and procedures for the management

of personal work priorities and professional development
• Competencies required to increase participation in the

planning and development organisation
• Appropriate learning methods to maintain current

competence or develop new competencies
• Resource availability including the competencies of

individuals in the team/group
• Coaching and mentoring approaches to support team

members to share knowledge and skills
• Workplace business policies and plans including

procedures for undertaking professional development
• Typical problems that can occur when managing personal

work priorities and professional development and related
action that can be taken

• Ability to take advantage of learning opportunities both in
the workplace and within training programs and
workshops

• Ability to work collaboratively with others
• Ability to plan work activities, including predicting

consequences and identifying improvements
• Ability to select and appropriately apply technology,

information systems and procedures to complete
workplace tasks
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Resource implications • Access is required to opportunities to:
• participate in a range of exercises, case studies and

other real and simulated practical and knowledge
assessments that demonstrate the skills and
knowledge to manage personal work priorities and
professional development, and/or

• manage personal work priorities and professional
development in an appropriate range of operational
contexts

Consistency in
performance

• Applies underpinning knowledge and skills when:
• managing own work to achieve organisational goals

and required results
• managing competing priorities to achieve personal and

organisational goals and results
• developing a clear set of work goals
• identifying and accessing opportunities for professional

development
• seeking feedback and acting on constructive advice
• developing constructive responses when confronted

with problems
• identifying requirements of tasks and organising

planning, job completion and evaluation stages
• researching, interpreting and applying relevant

information
• providing customer/client service and work effectively

with others
• Shows evidence of application of relevant workplace

procedures including:
• relevant regulations and codes
• OHS and environmental protection regulations and

hazard prevention policies and procedures
• workplace procedures and policies related to the

management of personal work priorities and
professional development

• relevant guidelines relating to the use of equipment in
the workplace

• issue resolution procedures
• environmental protection procedures

• Action is taken promptly to report and/or take appropriate
action on any problems concerning personal work
priorities and professional development in accordance
with workplace procedures

• Performance is demonstrated consistently over a period
of time and in a suitable range of contexts

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

• Work is completed systematically with required attention
to detail without damage to goods, equipment or
personnel
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Context for assessment • Assessment of this unit must be undertaken by a
Registered Training Organisation:
• As a minimum, assessment of knowledge must be

conducted through appropriate oral and/or written
questioning

• Appropriate practical assessment must occur:
• at the Registered Training Organisation, and/or
• in an appropriate work situation
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THTSOP06B Receive and process reservations
Unit Descriptor This unit deals with the skills and knowledge required to receive and

process reservations for a tourism or hospitality product or service
offered for sale to agents or direct to the consumer. The selling focus
for reservations or call centre staff is found in unit THTSOP04B Sell
tourism products and services. The use of a computerised reservations
system is found within the unit THTSOP08B Operate a computerised
reservations system.

Unit Sector Sales and Office Operations

ELEMENT PERFORMANCE CRITERIA

1. Receive reservation
request

1.1 Determine the availability of the requested reservation and
advise this to the customer.

1.2 Offer alternatives if the requested booking is not available
including waitlist options.

1.3 Accurately answer enquiries regarding costs and other
product features.

2. Record details of
reservation

2.1 Accurately record customer details against their booking in
a manner which ensures correct interpretation by others
who may access the reservations details.

2.2 Check for and make use of any customer profile or history,
if available, and use information to assist in making the
reservation and to enhance customer service.

2.3 Clearly record any special requests in accordance with
enterprise requirements.

2.4 Confirm all details of the booking to the customer and
ensure that they understand and agree to all details.

2.5 File the reservation in a manner which ensures easy
access by others and in accordance with enterprise
procedures.

2.6 Prepare and issue documents and other materials to the
customer in accordance with requirements of the specific
reservation.

3. Update reservations 3.1 Update the financial status of the reservation accurately
and in accordance with enterprise procedures.

3.2 Receive, process and record any amendments to or
cancellations of reservations in accordance with customer
request and enterprise procedures.

4. Advise others on
reservations details

4.1 Communicate general and specific customer requirements
and reservation details to appropriate departments and
colleagues.

4.2 Compile and provide accurate and relevant reservation
statistics on request.
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KEY COMPETENCIES

Key competencies are built into all workplace competencies. The table below describes those
applicable to this unit. Trainers and assessors should ensure that they are addressed in training and
assessment.

Level 1 = Perform Level 2 = Administer and Manage Level 3 = Design and Evaluate

Key Competency Example of Application Performance
Level

Communicating ideas and
information

Providing clear information to the customer
about the confirmed reservation and conditions
of sale.

1

Collecting analysing and
organising information

Checking the availability of the requested
product and that the customer's requirements
can be met.

1

Planning and organising
activities

Prioritising the sequence of received
reservations and actioning these to ensure the
request is confirmed within the required
deadline.

1

Working with others and in
teams

Providing reservation information and statistics
to others in the sales team

1

Using mathematical ideas
and techniques

Using a computer reservations system to
calculate the total costs of the reservation.

1

Solving problems Checking for appropriate alternatives to offer the
customer when their first choice is unavailable.

1

Using technology Using a computerised reservation system. 1

RANGE STATEMENT

This unit applies to all tourism and hospitality industry sectors and enterprises where the tourism
operator receives and processes reservations for the supply of their product or service. The following
explanations identify how this unit may be applied in different workplaces, tourism sectors and
circumstances.

Reservations may be
received and processed by
a range of tourism
operators such as

• accommodation suppliers eg. hotels, motels, guest
houses, caravan parks

• transportation suppliers eg. coaches, limousines, airlines
• day and extended tour operators
• cruise operators
• rental car companies.

Reservations systems may
be

• manual
• computerised.

Reservations may be for • domestic products and services
• international products and services.
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Customers may be • industry customers eg. retail travel consultants, inbound
tour companies

• end users of the service ie. the consumer.

Customer records may be • a computer file
• a manual file.

Customer profiles, if
available, may include

• full name and title
• address
• phone, fax email and other communication methods
• special requirements
• amount of business generated by the customer
• usual method of payment.

Reservations may be
made by

• phone
• facsimile
• mail
• face-to-face
• Internet.

Reservations may be for • individuals
• groups
• VIP's
• conference delegates.

General and specific
customer
requirements/reservation
details may include

• special requests
• timing details
• special needs
• payment arrangements
• information of a style of customer eg. special interest

group, VIP status
• details of other services being used.

Documents issued to
customers may include

• invoices
• credit notes
• receipts
• service vouchers
• confirmation letters
• information packs.

Updating the financial
status of the reservation
may include

• receiving, processing and recording payments
• generating and issuing invoices and credit notes for

changed reservations
• checking that the reservation has been fully paid.
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EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Essential Knowledge and
Skills to be Assessed

The following knowledge and skills must be assessed as part
of this unit:

• product knowledge as appropriate to the specific industry
sector and product being sold

• reservations and bookings terminology
• relationships between different sectors of the tourism

industry in relation to reservations and bookings including
sources of reservations

• principles which underpin reservations procedures.

Linkages to Other Units This unit has strong linkages to the range of Sales and Office
Operations units and Front Office units in the Hospitality
Training Package, and combined training and assessment is
recommended. Depending on the industry sector or enterprise
context, this unit could be assessed with:

• THTSOP04B Sell tourism products and services
• THTSOP05B Prepare quotations
• BSBCMN205A Use business technology
• THHGGA01B Communicate on the telephone
• THHGGA02B Perform office procedures

Critical Aspects of
Assessment

Evidence of the following is critical:

• ability to make accurate reservations in accordance with
established systems and procedures and within
enterprise acceptable timeframes

• understanding of the different sources of reservations and
the industry interrelationships that apply.

Context of Assessment
and Resource Implications

Assessment must ensure:

• demonstration of skills in receiving and processing
reservations for multiple product bookings and in
response to differing customer needs (ideally as a
component of integrated work activity).

• demonstration of skills within a fully-equipped
industry-realistic office environment using appropriate
telephones, computers, printers and reservations systems

• use of industry-current reservations documentation
• the completion of processing reservation requests, and

issuing of documentation within timeframes and
constraints that reflect typical industry practice.
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Assessment Methods Assessment methods must be chosen to ensure that the skills
required to receive and process reservations can be practically
demonstrated. Methods must include assessment of
knowledge as well as assessment of practical skills.

The following examples are appropriate for this unit:

• direct observation of the candidate using reservations
systems

• evaluation of integrated activities completed by the
candidate (may include destinations, products, quotations
and ticketing)

• evaluation of reservations documentation and booking
data generated by the candidate

• activities to assess ability to process differing types of
reservations including booking, retrieving and amending a
series of bookings

• written and oral questioning or interview to test
knowledge of the principles which underpin reservations
procedures and the relationships between different
sectors of the tourism industry

• review of portfolios of evidence and third party workplace
reports of on-the-job performance by the candidate.
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THTSOP08B Operate a computerised reservations system
Unit Descriptor This unit deals with the skills and knowledge required to use a

computerised reservations system to create bookings for a range of
tourism or hospitality products and services. The system will vary
depending upon the enterprise and industry sector. Reservations
systems can be used by an agent booking a supplier's service and can
also be used by a tourism or hospitality operator receiving and
processing reservations. This unit covers the use of the industry-wide
systems commonly used by retail travel agencies (CRS).

Unit Sector Sales and Office Operations

ELEMENT PERFORMANCE CRITERIA

1. Access and manipulate
reservation system
information

1.1 Access and accurately interpret system displays.
1.2 Use all system features to access a range of information.

2. Create and process
reservations

2.1 Check availability of the required booking in accordance
with the system functions and requirements.

2.2 Create new reservations containing accurate customer
details and full requirements in accordance with system
procedures and features.

2.3 Input all customer details in the format required by the
computer system.

2.4 Retrieve bookings as required, using the format required
by the computer system.

2.5 Make accurate updates and amendments to reservations
and store as required.

2.6 Download and print any required reservation details.

3. Send and receive
reservation
communications

3.1 Create and process accurate communications to industry
colleagues using the required features of the system.

3.2 Access and correctly interpret communications from
industry colleagues at the appropriate time.
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KEY COMPETENCIES

Key competencies are built into all workplace competencies. The table below describes those
applicable to this unit. Trainers and assessors should ensure that they are addressed in training and
assessment.

Level 1 = Perform Level 2 = Administer and Manage Level 3 = Design and Evaluate

Key Competency Example of Application Performance
Level

Communicating ideas and
information

Entering appropriate and clear information into
the system to allow special request to be
provided.

1

Collecting analysing and
organising information

Compiling all the required customer details and
requirements to be entered into the reservation.

1

Planning and organising
activities

Prioritising the sequence of reservations to be
actioned, according the deadline attached to the
booking.

1

Working with others and in
teams

Sending and responding to messages from
colleagues

1

Using mathematical ideas
and techniques

Using a computer reservations system to
estimate total costs of the booking.

1

Solving problems Sourcing appropriate alternative bookings when
the customer's first choice is unavailable.

1

Using technology Using the features of a computerised reservation
system

2

RANGE STATEMENT

This unit applies to all tourism and hospitality industry sectors and enterprises where computerised
reservations systems are used to create bookings for tourism products and services. The following
explanations identify how this unit may be applied in different workplaces, tourism sectors and
circumstances.

For generic pre-employment training and assessment a range of industry contexts must be addressed.
Where the focus is sector or workplace-specific, training and assessment must be tailored to meet
particular needs.

Reservations systems may
be used by

• an agent booking supplier services (eg. travel agent, tour
wholesaler)

• a operator receiving and processing reservations for the
supply of their product or service (eg. tour operator,
hotel).

Reservations systems may
be

• industry wide
• enterprise specific.
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Reservations systems may
be those used by

• retail travel agencies
• visitor information centres
• airlines
• coach companies
• hotels
• car rental companies
• airlines
• tour wholesalers
• tour operators
• caravan parks.

Reservations may be
created for

• airline seats
• hotel rooms or other accommodation
• rental cars and other vehicles
• travel insurance
• tours
• cruises
• any tourism product or service serviced by the CRS
• domestic tourists
• international outbound tourists
• inbound tourists.

Information may include • costs of any tourism product or service (tours, hotels,
rental cars etc)

• airfares
• airport taxes
• availability of products or services
• size of vehicles
• touring inclusions
• product information
• product rules
• payment requirements
• health
• customs and immigration
• general industry information.

Updates and amendments
to reservations may
involve

• adding additional customers
• splitting an existing reservation
• cancelling the booking
• changing the itinerary by adding or deleting products or

services
• changing customer names
• cross referencing multiple bookings
• entering invoicing details
• entering payment details
• entering ticketing or voucher details.
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Industry colleagues may
include

• any product or service supplier with whom the reservation
is being made eg. airline, rental car company

• other enterprise departments which need access to
reservations information.

EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Essential Knowledge and
Skills to be Assessed

The following knowledge and skills must be assessed as part
of this unit:

• role of Computerised Reservations Systems (CRS) within
the tourism industry

• range of products and services offered by CRS
• basic keyboarding skills
• procedures and codes required to enter and exit a system
• encoding and decoding common CRS entries
• mandatory fields
• requirements for specific formatted entries
• procedures for confirming, storing and retrieving

reservations
• procedures for amending and cancelling reservations
• procedures for sending and receiving messages.

Linkages to Other Units This unit has strong linkages to the range of Sales and Office
Operations units. Because computerised reservation systems
control a range of the operational functions described by the
Sales and Office Operations units, combined assessment is
recommended. Depending on the industry sector or enterprise
context, this unit could be assessed with:

• THTSOP01B Operate an automated information system
• THTSOP03B Access and interpret product information
• THTSOP05B Prepare quotations
• THTSOP06B Receive and process reservations
• THTSOP07B Book and co-ordinate supplier services
• BSBCMN205A Use business technology

Critical Aspects of
Assessment

Evidence of the following is critical:

• ability to correctly use the features of a computerised
reservations system

• ability to accurately make and process reservations for a
range of tourism products and services (This range of
products and services booked will vary depending upon
the workplace and industry sector.)
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Context of Assessment
and Resource Implications

Assessment must ensure:

• demonstration of skills in operating a computer
reservations system to process multiple product bookings
(ideally as a component of integrated work activity).

• demonstration of skills within a fully-equipped
industry-realistic office environment using appropriate
computers, printers and reservations systems

• the completion of reservation activities within timeframes
and constraints that reflect typical industry practice.

Assessment Methods Assessment methods must be chosen to ensure that the skills
required to operate a computerised reservation system can be
practically demonstrated. Methods must include assessment of
knowledge as well as assessment of practical skills.

The following examples are appropriate for this unit:

• evaluation of integrated activities completed by the
candidate (may include destinations, products, quotations
and ticketing)

• direct observation of the candidate using the various
features of a computerised reservations system to book,
retrieve and amend a series of bookings

• evaluation of booking data generated by the candidate in
response to different customer situations

• written and oral questioning or interview to test
knowledge of the role of computerised reservations
system systems within the industry

• review of portfolios of evidence and third party workplace
reports of on-the-job performance by the candidate.
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THTSOP18A Process air documentation
Unit Descriptor This unit deals with the skills and knowledge required to correctly

process and issue tickets and other air travel documentation for air
itineraries which have been constructed, costed and confirmed by
airfare sales staff to the customer. Tickets may be issued by sales staff
or by specialist ticketing staff, dependent on the structure of the
organisation.

Unit Sector Sales and Office Operations

ELEMENT PERFORMANCE CRITERIA

1. Interpret the information
required to process air
tickets

1.1 Identify deadline for ticketing and despatch of air tickets.
1.2 Identify and interpret all customer details held on the file.
1.3 Identify and interpret details of specific air itineraries which

have been sold and confirmed to the customer.
1.4 Check the air itinerary to ensure that it complies with the

conditions applicable to the particular airfare.
1.5 Check the constructed airfare to ensure it has been costed

with complete accuracy.
1.6 Check the file to ensure that customer payment has been

received.
1.7 Report any discrepancies in costs quoted to the customer

and actual cost of ticket and take any follow up action
required to collect any shortfall.

2. Process air travel
documentation

2.1 Accurately record all details on air documents according to
the requirements of the fare and regulations governing the
issuance of the ticket.

2.2 Process coupons in accordance with enterprise,
regulatory and BSP procedures.

2.3 Process any required refunds in accordance with
enterprise, regulatory and BSP procedures.

2.4 Despatch tickets in a timely manner and according to
enterprise procedures.

TDA03 Aviation Training Package (Version 2) Date this PDF was generated: 21 September 2007

THTSOP18A Process air documentation

Volume 3 of 4, Imported Unit 55 of 58 Page 597 of 616
© Commonwealth of Australia, 2007 To be reviewed by: 31 December 2007



KEY COMPETENCIES

Key competencies are built into all workplace competencies. The table below describes those
applicable to this unit. Trainers and assessors should ensure that they are addressed in training and
assessment.

Level 1 = Perform Level 2 = Administer and Manage Level 3 = Design and Evaluate

Key Competency Example of Application Performance
Level

Communicating ideas and
information

Providing information and advice on any
incorrectly calculated airfare costs.

1

Collecting analysing and
organising information

Identifying and interpreting the customer's details
from the file, interpreting the air itinerary which
has been constructed for them.

2

Planning and organising
activities

Determining and working towards the ticketing
deadline for a range of customer files. Prioritising
the order of air tickets to be provided to various
customers.

2

Working with others and in
teams

Sharing newly released ticketing information with
colleagues involved in selling or ticketing
airfares.

1

Using mathematical ideas
and techniques

Checking the calculated costs of air itineraries to
determine the correct airfare cost.

2

Solving problems Correcting any incorrectly calculated airfares and
suggesting alternative fares to meet the
customer's needs.

1

Using technology Using a calculator. Using a computerised
information system to issue tickets.

2

RANGE STATEMENT

This unit applies to all tourism industry sectors and enterprises where airline products are ticketed. It
has particular application to consolidators, airlines, large retail or wholesale organisations with
specialist ticketing departments. Tickets may also be issued at the point of sale. The following
explanations identify how this unit may be applied in different workplaces, tourism sectors and
circumstances.

Airfares and tickets may
be calculated and issued

• manually
• using a computer.

Air documents may include • tickets
• miscellaneous charge orders
• credit card charge forms
• exchange tickets
• reservation alteration & revalidation stickers
• prepaid ticket advices.
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Tickets to be issued may
be

• domestic
• international
• four stage tickets
• conjunction tickets.

Customer file details may
be controlled

• manually
• using a computer.

Regulations governing the
issuance of the ticket may
be related to

• IATA
• BSP.

Conditions applicable to
specific fares may include

• payment deadline
• ticketing deadline
• extension ticketing deadline
• cancellation charges
• availability of any type of change to the air itinerary
• availability of changes to class of travel
• amendment fees
• baggage allowance
• excess baggage charges

EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Essential Knowledge and
Skills to be Assessed

The following knowledge and skills must be assessed as part
of this unit:

• general knowledge of different types of current fares and
the applicable rules and conditions

• interpretation of rules and conditions applicable to fares
• in-depth knowledge of fare construction principles and

procedures including currency and NUC conversion
• calculation of costs
• ticketing procedures and regulations for issuance of air

tickets including the role of IATA
• interpretation of IATA regulations
• components of an airline ticket
• mandatory fields for issuing tickets.

Linkages to Other Units This unit has strong linkages to airfare construction units and
combined assessment and training is often appropriate. For
example:

• THTSOP19A Construct domestic airfares
• THTSOP20A Construct normal international airfares.
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Critical Aspects of
Assessment

Evidence of the following is critical:

• ability to accurately calculate air fares in accordance with
current airline and IATA regulations and in accordance
with conditions applicable to specific fares

• ability to correctly process international air travel
documentation within enterprise acceptable timeframes
for a range of fare types.

Context of Assessment
and Resource Implications

Assessment must ensure:

• demonstration of skills in processing air documentation
for multiple and different air itineraries

• the completion of checking calculations and issuing
tickets within timeframes and constraints that reflect
typical industry practice

• use of a full range of IATA air documentation, actual or
training facsimiles.

Assessment Methods Assessment methods must be chosen to ensure that the skills
required to check constructed, costed and confirmed airfare
sales and to correctly process and issue tickets and other air
travel documentation can be practically demonstrated.
Methods must include assessment of knowledge as well as
assessment of practical skills.

The following examples are appropriate for this unit:

• evaluation of integrated activities completed by the
candidate (may include destinations, products, quotations
and ticketing)

• review of fare calculation worksheets or tickets completed
by the candidate

• written ticket issuing exercises
• review of tickets and other documentation issued by the

candidate, actual or facsimile
• written and oral questioning or interview to test

knowledge of rules and procedures applicable to the
issuance of tickets

• review of portfolios of evidence and third party workplace
reports of on-the-job performance by the candidate.
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THTSOP19A Construct domestic airfares
Unit Descriptor This unit deals with the skills and knowledge required to correctly

construct air itineraries and cost airfares for domestic air travel.
Unit Sector Sales and Office Operations

ELEMENT PERFORMANCE CRITERIA

1. Interpret domestic airfare
information

1.1 Identify and access sources of fare information.
1.2 Correctly interpret information on air itineraries, fares and

fare rules including:
1.2.1 airport codes
1.2.2 airline codes
1.2.3 fare types and classes
1.2.4 normal fares
1.2.5 discounted fares
1.2.6 promotional fares
1.2.7 taxes
1.2.8 general air travel rules and restrictions
1.2.9 conditions applicable to specific fares.

2. Construct and cost
domestic airfares and
itineraries

2.1 Use airline schedules to create an optimum air itinerary
which meets the particular customer needs.

2.2 Construct air itineraries in a manner which creates the
best possible fare and travel benefits for the customer.

2.3 Calculate fare costs and construct air itineraries with
complete accuracy.

2.4 Calculate any additional taxes, special fees and other
charges.

2.5 Provide full details of the calculated fare and specific
conditions that apply to the quoted airfare to the customer.

3. Record customer
quotations and administer
customer file

3.1 Record any and all required customer details.
3.2 Record any and all required details of air itineraries and

airfares quoted.
3.3 Adjust and update fare quotations to take account of

changed requests or arrangements.
3.4 Provide the most up-to-date airfare cost to customers, in

accordance with enterprise procedures, and ensure they
are aware of the currency of the quote.

3.5 Prepare and issue documents and other materials to the
customer.

3.6 Update the financial status of the customer's records
accurately and in accordance with enterprise procedures.
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KEY COMPETENCIES

Key competencies are built into all workplace competencies. The table below describes those
applicable to this unit. Trainers and assessors should ensure that they are addressed in training and
assessment.

Level 1 = Perform Level 2 = Administer and Manage Level 3 = Design and Evaluate

Key Competency Example of Application Performance
Level

Communicating ideas and
information

Providing information to customers on the
conditions specifically applicable to the fare sold
to them.

1

Collecting analysing and
organising information

Sourcing appropriate fare information,
interpreting current airfare costs and conditions
and evaluating the most appropriate fit for the
customer.

2

Planning and organising
activities

Determining and working towards the customer's
quotation deadline. Prioritising the order of
costings to be provided to various customers.

1

Working with others and in
teams

Requesting information from airlines. Sharing
newly released information with colleagues
involved in selling airfares.

1

Using mathematical ideas
and techniques

Calculating the costs of air itineraries to
determine the total airfare cost.

1

Solving problems Finding alternative itineraries and fares to meet
the customer's needs when first offered cost is
not suitable.

1

Using technology Using a calculator. Using a computerised
information system to ascertain costs, conditions
and schedules.

1

RANGE STATEMENT

This unit applies to all tourism industry sectors and enterprises where domestic airline products are
sold. The following explanations identify how this unit may be applied in different workplaces, tourism
sectors and circumstances.

Airfares may be calculated
and issued

• manually
• using a computer.

Sources of fare information
may include

• airline guides
• airline schedules/timetables
• fare manuals
• computerised data
• tariffs from airlines
• tariffs and from consolidators
• special bulletins issued by airlines and consolidators
• general information from airlines.
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Taxes may include • domestic head tax
• noise tax
• Goods and Services Tax (GST).

Conditions applicable to
specific fares may include

• payment deadline
• ticketing deadline
• extensions to ticketing deadline
• cancellation charges
• availability of any type of change to the air itinerary
• availability of changes to class of travel
• amendment fees
• baggage allowance
• excess baggage charges
• restricted articles in baggage.

Discounted fares may
include those for

• infants
• children
• students
• pensioners
• groups.

Customer records/files
may be

• a computer file
• a manual file.

Constructed itineraries and
airfares may include any of
the types used within an
enterprise but assessment
must ensure coverage of
the following types of fares

• sector fares
• through fares
• mixed class fares
• promotional fares
• round, circle and open jaw trips
• fares incorporating open dated travel and surface

segments
• fares incorporating non stop, direct and connecting

services
• fares incorporating airport and other taxes.

Customer quotations may
be recorded

• manually
• using a computer.

Payments may be
processed by

• credit card
• cash
• cheque
• direct debit
• electronic transmission of funds
• invoice
• phone
• face to face
• email or other electronic transmission.
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Documents issued to
customers may include

• invoices
• credit notes
• receipts
• confirmation letters
• itineraries
• information packs.

Updating the financial
status of the customer's
records may include

• receiving, processing and recording payments
• generating and issuing invoices and credit notes for

changed arrangements
• checking that the customer has fully paid.

EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Essential Knowledge and
Skills to be Assessed

The following knowledge and skills must be assessed as part
of this unit:

• familiarity with content and format of text-based tariffs and
supporting manuals or automated fares systems

• interpretation of airline timetables, fare schedules and
other airline or consolidator guidelines

• encoding and decoding of domestic airport and airline
codes

• general knowledge of different types of current fares and
the applicable rules and conditions

• in-depth knowledge of the most popular currently
available promotional fares and the applicable rules and
conditions

• interpretation of rules and conditions applicable to fares
• general knowledge of current airline and IATA regulations
• interpretation of airline and IATA regulations
• calculation of costs
• processing payments.

Linkages to Other Units This unit has a strong link to the following unit and combined
assessment or training may be appropriate:

• THTSOP04B Sell tourism products and services
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Critical Aspects of
Assessment

Evidence of the following is critical:

• knowledge of the current range of domestic air travel
products and ability to interpret their conditions of sale.

• ability to accurately calculate air fares in accordance with
current airline and IATA regulations and in accordance
with conditions applicable to specific fares

• ability to create practical air itineraries in response to
customer needs.

Context of Assessment
and Resource Implications

Assessment must ensure:

• demonstration of skills in constructing domestic airfares
for multiple and different types of airfare

• the completion of air fare calculations within timeframes
and constraints that reflect typical industry practice.

• use of industry-current airline, IATA, DAPA and
consolidator documentation or computer data such as
schedules, tariffs, bulletins and documentation or
computer data outlining rules, conditions and regulations.

Assessment Methods Assessment methods must be chosen to ensure that the skills
required to correctly construct air itineraries and cost airfares
for domestic air travel can be practically demonstrated.
Methods must include assessment of knowledge as well as
assessment of practical skills.

The following examples are appropriate for this unit:

• evaluation of integrated activities completed by the
candidate (may include destinations, products, quotations
and ticketing)

• case studies to assess ability to construct and cost
domestic airfares for different routes and to meet varying
customer needs

• written and oral questioning or interview to test
knowledge of rules and conditions applicable to specific
fares

• review of portfolios of evidence and third party workplace
reports of on-the-job performance by the candidate.
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THTSOP20A Construct normal international airfares
Unit Descriptor This unit deals with the skills and knowledge required to correctly

construct international air itineraries and cost normal international
airfares.

Unit Sector Sales and Office Operations

ELEMENT PERFORMANCE CRITERIA

1. Interpret international
airfare information

1.1 Identify and access sources of international fare
information.

1.2 Correctly interpret information on international air
itineraries, fares and fare rules including:
1.2.1 airport codes
1.2.2 airline codes
1.2.3 fare types and classes
1.2.4 IATA areas
1.2.5 global indicators
1.2.6 international Sales Indicators
1.2.7 international airline terminology
1.2.8 IATA terminology and definitions
1.2.9 normal fares
1.2.10 discounted fares
1.2.11 taxes
1.2.12 general air travel rules and restrictions.
1.2.13 conditions applicable to specific fares.

2. Construct and cost
international airfares and
itineraries

2.1 Use airline schedules to create an optimum air itinerary
which meets the particular customer needs.

2.2 Construct international air itineraries in a manner which
creates the best possible fare and travel benefits for the
customer.

2.3 Calculate international fare costs and construct air
itineraries with complete accuracy and in accordance with
IATA regulations.

2.4 Calculate any additional taxes, special fees and other
charges.

2.5 Provide full details of the calculated international fare and
specific conditions that apply to the quoted airfare to the
customer.

3. Record customer
quotations and administer
customer file

3.1 Record any and all required customer details.
3.2 Record any and all required details of air itineraries and

airfares quoted.
3.3 Adjust and update fare quotations to take account of

changed requests or arrangements.
3.4 Provide the most up-to-date airfare cost to customers, in

accordance with enterprise procedures, and ensure they
are aware of the currency of the quote.

3.5 Prepare and issue documents and other materials to the
customer.

3.6 Update the financial status of the customer's records
accurately and in accordance with enterprise procedures.
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KEY COMPETENCIES

Key competencies are built into all workplace competencies. The table below describes those
applicable to this unit. Trainers and assessors should ensure that they are addressed in training and
assessment.

Level 1 = Perform Level 2 = Administer and Manage Level 3 = Design and Evaluate

Key Competency Example of Application Performance
Level

Communicating ideas and
information

Providing information to customers on the
conditions specifically applicable to the fare sold
to them.

1

Collecting analysing and
organising information

Sourcing appropriate fare information,
interpreting current airfare costs and conditions
and evaluating the most appropriate fit for the
customer.

2

Planning and organising
activities

Determining and working towards the customer's
quotation deadline. Prioritising the order of
costings to be provided to various customers.

2

Working with others and in
teams

Requesting information from airlines. Sharing
newly released information with colleagues
involved in selling airfares.

1

Using mathematical ideas
and techniques

Calculating the costs of air itineraries to
determine the total airfare cost.

2

Solving problems Finding alternative itineraries and fares to meet
the customer's needs when first offered cost is
not suitable.

1

Using technology Using a computerised information system to
ascertain costs, conditions and schedules.

2

RANGE STATEMENT

This unit applies to all tourism industry sectors and enterprises where international airline products are
sold. The following explanations identify how this unit may be applied in different workplaces, tourism
sectors and circumstances.

Airfares may be calculated
and issued

• manually
• using a computer.

Sources of fare information
may include

• airline guides
• airline schedules/timetables
• fare manuals
• computerised data
• tariffs from airlines
• tariffs and from consolidators
• special bulletins issued by airlines and consolidators
• general information from airlines
• Internet.
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Taxes may include • airport tax
• noise tax

Conditions applicable to
specific fares may include

• payment deadline
• ticketing deadline
• extensions to ticketing deadline
• cancellation charges
• availability of any type of change to the air itinerary
• availability of changes to class of travel
• amendment fees
• baggage allowance
• excess baggage charges
• restricted articles in baggage.

Customer records/files
may be

• a computer file
• a manual file.

Constructed itineraries and
airfares may include any of
the types used within an
enterprise but assessment
must ensure coverage of
the following types of fares

• sector fares
• fares incorporating open dated travel and surface

segments
• fares incorporating non stop, direct and connecting

services
• fares incorporating intermediate points
• fares incorporating airport and other taxes.

Discounted fares may
include those for

• infants
• children
• students
• seamen
• groups.

Customer quotations may
be recorded

• manually
• using a computer.

Payments may be
processed by

• credit card
• cash
• cheque
• direct debit
• electronic transmission of funds
• invoice
• phone
• face to face
• email or other electronic transmission.

International airfares may
be constructed for

• one way journeys
• return journeys.
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Constructed itineraries and
airfares may include any of
the types of calculations
and checks used for a
particular circumstance but
assessment must ensure
coverage of the following
types

• neutral units of construction (NUCs)
• local currency fares (LCF)
• global indicators (GI)
• sold and ticketed inside the country of

commencement(SITI)
• mileage system:

• maximum permitted mileages (MPMS)
• ticketed point mileages (TPMS)
• extra mileage allowance (EMA)
• excess mileage surcharges (EMS)

• higher intermediate points (HIPs)
• one way backhaul checks (BHC)
• circle trip minimum fare checks (CTM).

Documents issued to
customers may include

• invoices
• credit notes
• receipts
• confirmation letters
• itineraries
• information packs.

Updating the financial
status of the customer's
records may include

• receiving, processing and recording payments
• generating and issuing invoices and credit notes for

changed arrangements
• checking that the customer has fully paid.

EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Essential Knowledge and
Skills to be Assessed

The following knowledge and skills must be assessed as part
of this unit:

• familiarity with content and format of text-based tariffs and
supporting manuals or automated fares systems

• interpretation of airline timetables, fare schedules and
other airline or consolidator guidelines

• encoding and decoding of international airport and airline
codes

• general knowledge of different types of current fares and
the applicable rules and conditions

• interpretation of rules and conditions applicable to fares
• general knowledge of current airline, IATA regulations
• interpretation of airline, IATA regulations
• normal fare construction principles and procedures

including currency and NUC conversion
• calculation of costs
• processing payments.
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Linkages to Other Units This unit has strong linkages to the following unit and
combined assessment or training may be appropriate:

• THTSOP04B Sell tourism products and services
• THTSOP12B Construct promotional international airfares

Critical Aspects of
Assessment

Evidence of the following is critical:

• knowledge of the current range of international air travel
products and ability to interpret their conditions of sale.

• ability to accurately calculate air fares in accordance with
current airline and IATA regulations and in accordance
with conditions applicable to specific fares

• ability to create practical air itineraries in response to
customer needs.

Context of Assessment
and Resource Implications

Assessment must ensure:

• demonstration skills in constructing normal international
airfares for multiple routes and to meet differing customer
requirements

• the completion of airfare calculations within timeframes
and constraints that reflect typical industry practice. .

• use of industry-current airline, IATA and consolidator
documentation or computer data such as schedules,
tariffs, bulletins and documentation or computer data
outlining rules, conditions and regulations.

Assessment Methods Assessment methods must be chosen to ensure that the skills
required to correctly construct air itineraries and cost airfares
for international air travel can be practically demonstrated.
Methods must include assessment of knowledge as well as
assessment of practical skills.

The following examples are appropriate for this unit:

• evaluation of integrated activities completed by the
candidate (may include destinations, products, quotations
and ticketing)

• case studies to assess ability to calculate fares for
different customer circumstances and routes

• review of fare calculation worksheets or tickets completed
by the candidate

• written and oral questioning or interview to test
knowledge of rules and conditions applicable to specific
fares

• review of portfolios of evidence and third party workplace
reports of on-the-job performance by the candidate.
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THTSOP21A Construct promotional international airfares
Unit Descriptor This unit deals with the skills and knowledge required to correctly

construct international air itineraries and cost promotional or special'
international airfares.

Unit Sector Sales and Office Operations

ELEMENT PERFORMANCE CRITERIA

1. Interpret promotional
airfare information

1.1 Identify and access sources of international promotional
fare information.

1.2 Correctly interpret information on international promotional
air itineraries, fares and fare rules including:
1.2.1 airport codes
1.2.2 airline codes
1.2.3 fare types and classes
1.2.4 IATA areas
1.2.5 global indicators
1.2.6 international Sales Indicators
1.2.7 international airline terminology
1.2.8 ATA terminology and definitions
1.2.9 taxes
1.2.10 general air travel rules and restrictions.
1.2.11 conditions applicable to specific fares.

1.3 Correctly interpret information on nett fares.

2. Construct and cost
promotional airfares and
itineraries

2.1 Use airline schedules to create an optimum air itinerary
which meets the particular customer needs.

2.2 Construct international air itineraries in a manner which
creates the best possible fare and travel benefits for the
customer.

2.3 Select and calculate international promotional fare costs
and construct air itineraries with complete accuracy and in
accordance with the applicable rules and regulations.

2.4 Calculate add-on charges, any additional taxes, special
fees and other charges.

2.5 Provide full details of the calculated international
promotional fare and specific conditions that apply to the
quoted airfare to the customer.

3. Record customer
quotations and administer
customer file

3.1 Record any and all required customer details.
3.2 Record any and all required details of air itineraries and

airfares quoted.
3.3 Adjust and update fare quotations to take account of

changed requests or arrangements.
3.4 Provide the most up-to-date airfare cost to customers, in

accordance with enterprise procedures, and ensure they
are aware of the currency of the quote.

3.5 Prepare and issue documents and other materials to the
customer.

3.6 Update the financial status of the customer's records
accurately and in accordance with enterprise procedures.
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KEY COMPETENCIES

Key competencies are built into all workplace competencies. The table below describes those
applicable to this unit. Trainers and assessors should ensure that they are addressed in training and
assessment.

Level 1 = Perform Level 2 = Administer and Manage Level 3 = Design and Evaluate

Key Competency Example of Application Performance
Level

Communicating ideas and
information

Providing information to customers on the
conditions specifically applicable to the fare sold
to them.

2

Collecting analysing and
organising information

Sourcing appropriate fare information,
interpreting current airfare costs and conditions
and evaluating the most appropriate fit for the
customer.

2

Planning and organising
activities

Determining and working towards the customer's
quotation deadline. Prioritising the order of
costings to be provided to various customers.

2

Working with others and in
teams

Requesting information from airlines. Sharing
newly released information with colleagues
involved in selling airfares.

1

Using mathematical ideas
and techniques

Calculating the costs of air itineraries to
determine the total airfare cost.

2

Solving problems Finding alternative itineraries and fares to meet
the customer's needs when first offered cost is
not suitable.

1

Using technology Using a calculator. Using a computerised
information system to ascertain costs, conditions
and schedules.

2

RANGE STATEMENT

This unit applies to all tourism industry sectors and enterprises where international airline products are
sold. The following explanations identify how this unit may be applied in different workplaces, tourism
sectors and circumstances.

Airfares may be calculated
and issued

• manually
• using a computer.

Sources of fare information
may include

• airline guides
• airline schedules/timetables
• fare manuals
• computerised data
• tariffs from airlines
• tariffs and from consolidators
• special bulletins issued by airlines and consolidators
• general information from airlines
• Internet.
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Taxes may include • airport tax
• noise tax

Conditions applicable to
specific fares may include

• payment deadline
• ticketing deadline
• extensions to ticketing deadline
• cancellation charges
• availability of any type of change to the air itinerary
• availability of changes to class of travel
• amendment fees
• baggage allowance
• excess baggage charges
• restricted articles in baggage.

Customer records/files
may be

• a computer file
• a manual file.

Constructed itineraries and
airfares may include any of
the types used within an
enterprise but assessment
must ensure coverage of
the following types of fares

• sector fares
• fares incorporating open dated travel and surface

segments
• fares incorporating non stop, direct and connecting

services
• fares incorporating intermediate points
• nett fares
• fares incorporating airport and other taxes.

Discounted fares may
include those for

• infants
• children
• groups.

Customer quotations may
be recorded

• manually
• using a computer.

Payments may be
processed by

• credit card
• cash
• cheque
• direct debit
• electronic transmission of funds
• invoice
• phone
• face to face
• email or other electronic transmission.

International airfares may
be constructed for

• one way journeys
• return journeys.
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Constructed itineraries and
airfares may include any of
the types of calculations
and checks used for a
particular circumstance but
assessment must ensure
coverage of the following
types

• neutral units of construction (NUCs)
• local currency fares (LCF)
• global indicators (GI)
• sold and ticketed inside the country of commencement

(SITI)
• mileage system:

• maximum permitted mileages (MPMS)
• ticketed point mileages (TPMS)
• extra mileage allowance (EMA)
• excess mileage surcharges (EMS)

• higher intermediate points (HIPs)
• one way backhaul checks (BHC)
• circle trip minimum fare checks (CTM).

Documents issued to
customers may include

• invoices
• credit notes
• receipts
• confirmation letters
• itineraries
• information packs.

Updating the financial
status of the customer's
records may include

• receiving, processing and recording payments
• generating and issuing invoices and credit notes for

changed arrangements
• checking that the customer has fully paid.
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EVIDENCE GUIDE

The evidence guide provides advice on assessment and must be read in conjunction with the
Performance Criteria, Required Skills and Knowledge, the Range Statement and the Assessment
Guidelines for the Training Package.

Essential Knowledge and
Skills to be Assessed

The following knowledge and skills must be assessed as part
of this unit:

• familiarity with content and format of text-based tariffs and
supporting manuals or automated fares systems

• interpretation of airline timetables, fare schedules and
other airline or consolidator guidelines

• encoding and decoding of international airport and airline
codes

• general knowledge of different types of current fares and
the applicable rules and conditions

• in-depth knowledge of the most popular currently
available promotional fares and the applicable rules and
conditions

• the role of nett fares
• interpretation of rules and conditions applicable to fares
• general knowledge of current airline, IATA regulations
• interpretation of airline, IATA regulations
• promotional fare construction principles and procedures

including currency and NUC conversion
• calculation of costs
• processing payments.

Linkages to Other Units This unit has strong linkages to the following units. Combined
training and assessment may be appropriate:

• THTSOP04B Sell tourism products and services
• THTSOP20A Construct normal international airfares.

Critical Aspects of
Assessment

Evidence of the following is critical:

• knowledge of the current range of international air travel
products and ability to interpret their conditions of sale.

• ability to accurately calculate air fares in accordance with
current airline and IATA regulations and in accordance
with conditions applicable to specific fares

• ability to create practical air itineraries in response to
customer needs.
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Context of Assessment
and Resource Implications

Assessment must ensure:

• demonstration of skills in constructing promotional
international airfares for multiple routes and to meet
differing customer requirements

• the completion of airfare calculations within timeframes
and constraints that reflect typical industry practice

• use of industry-current airline, IATA and consolidator
documentation or computer data such as schedules,
tariffs, bulletins and documentation or computer data
outlining rules, conditions and regulations.

Assessment Methods Methods must be chosen to ensure that the skills required to
correctly construct air itineraries and cost airfares for
international air travel can be practically demonstrated.
Methods must include assessment of knowledge as well as
assessment of practical skills.

The following examples are appropriate for this unit:

• evaluation of integrated activities completed by the
candidate (may include destinations, products, quotations
and ticketing)

• case studies to assess ability to calculate fares for
different customer circumstances and routes

• review of fare calculation worksheets or tickets completed
by the candidate

• written and oral questioning or interview to test
knowledge of rules and conditions applicable to specific
fares

• review of portfolios of evidence and third party workplace
reports of on-the-job performance by the candidate.
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