Financial Services Toolbox

Certificate III in Financial Services (Retail Financial Services)

Teacher's Guide
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Using the Teacher's Guide

The Teacher's Guide provides teachers and trainers with information and advice for obtaining maximum value from the Finance Toolbox.  

Where the term ‘teacher’ is used, it refers to both University and TAFE teachers and industry trainers.

The Teacher's Guide contains four main sections:

Section 1: - The Learning Concepts

This section contains:

· An introduction to the Toolbox and the learning resources available

· A list of the Certificate III competencies in Financial Services (Retail Services) which this Toolbox addresses

· An indication of how learners are assessed

· An overview of the support available to the learner

· Information to help you get started

Section 2: - Learn on the Job

This section contains a guide for each scenario.

It is suggested that you read through the relevant guide before facilitating a scenario.

Section 3: - Customising the Toolbox

This section contains information regarding:

· File Structure

· Changing Text

· Changing Web Links

· Changing Support documents

Section 4: - An Introduction to Online Learning

This section contains general information about delivering learning online, including:

· The role of the teacher

· The importance of feedback

· How to facilitate discussions and team work in an online environment

· The importance of individual learning styles

It is recommended that you read this section if you are unfamiliar with facilitating online learning.

Section 1: - General Overview

Introduction
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 “A toolbox is a collection of resources, suggested learning strategies and supporting materials to support online delivery of qualifications from recognised Training Packages”. Australian National Training Authority (ANTA)

The Finance Toolbox contains 5 problem-based scenarios, which encourage the learner to explore the tasks, study resources and supporting materials contained within the Toolbox.

A further learning strategy contained in this toolbox is the team room, which is used to facilitate discussions via the bulletin board.

Competencies

The financial services toolbox covers the underpinning, theoretical knowledge in the Certificate III in Financial Services (Retail Financial Services).  The competencies within this certificate covered by the toolbox are listed below.

Competency Code
Competency
Nominal Hours

FNARFES14A
Deliver a service to customers
35

FNACRM02B
Administer accounts
10

FNBCOM08A
Collect, assess and use information
10

FNBCOM07A
Respond to customer enquiries
25

FNARFS06A
Process loan applications
20

FNARFS09A
Process customer accounts
25

FNARFS12A
Process specialist services
80

FNARFS07A
Settle loans
20

FNARFS19A
Prepare statistical and ad hoc reports
50

FNARFS16A
Sell/cross-sell products and services
25

FNBGDS80A
Convert single line product enquiry to maximise sales
30

FNBGDS82A
Provide ongoing sales service
25

FNBLIF31A
Receive and process service requests
40


Total Nominal Hours
395

Target Audience

The competencies covered in this toolbox are aimed at Tellers, Customer Service Officers and Frontline Staff working in the Financial Services sector.  These learners can range from young school leavers to staff who have experience in the Financial Services sector.  Experienced staff may be attempting to gain a recognised qualification or to upgrade their skills in line with the new CLERP6 regulations.  The content underlying the competencies tends to be operational and administrative and is not conceptually difficult.

Prerequisites

The learners will need to be:

· Fluent in English

· Confident using a PC or Mac and accessing the Internet

Assessment

The provision of assessment is outside the scope of this toolbox. However, learners will compile an evidence folder (either paper based or electronic) containing work that they created whilst completing the toolbox. This folder will be used to demonstrate the learner’s underpinning knowledge of the theoretical components of the competencies. 

Whilst successful completion of the evidence folder is the only assessment required, in some circumstances it may be advisable to utilise other submissions if further evidence of competency is required. These could include:

· Online discussions

· Written or verbal tests – which may include short answer testing, multiple choice testing or project work

· Observation of activity carried out either in the workplace or in a RTO environment

Practical Work Requirements

Most workplace trainees will have access to a workplace coach as well as their online facilitator to assist them in working through the resources. The workplace coach will be responsible for organising learner participation in any required practical tasks.

Learners completing the course exclusively through an RTO will only have access to their online facilitator, therefore the RTO will need to organise any workplace based activities, should they arise.

Learning Paths
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At the beginning of this toolbox the learner is presented with the Customer Menu.  The Customer Menu is the starting point for the primary learning path of this toolbox. This learning path involves the learner working in a simulated financial services organisation. Through this the learner can gain competence in the delivery of financial services:
· By solving problems

· On the job

· Whilst attending to virtual customers 

· In simulated real life situations


Within this learning path, learners adopt the role of a Customer Service Officer (CSO) working in a virtual financial organisation called VFS: Virtual Financial Services.  To begin working at VFS learners must choose to attend to a VFS customer. Learners can choose from five virtual customers.  These customers are displayed on the Customer Menu (depicted above).

When the learner chooses a customer, they must work through a series of tasks and activities in order to aid the customer and to fulfil VFS requirements. These tasks and activities cover a range of competency elements. To examine the way in which these tasks and activities relate to the competencies covered in this toolbox see Appendix 1: Customers, Scenarios, Tasks, Activities and Competency Elements. 
There is another learning path available to learners, a competency based learning path.  This path involves learners accessing tasks, activities and support resources according to the competency they relate to. In doing so learners are able to complete a real life problem only when it is relevant to the competency they are studying. To view the way in which different competencies covered in this toolbox relate to the various tasks and activities learners complete as they help each customer see Appendix 2: Competency Elements, Customers, Scenarios, Tasks, Activities
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Templates 

In providing service to a customer the learner produces a number of pieces of assessable content.  Most often, this content is developed and stored in a template called the Customer Service File. 

A Customer Service File has been created for each of the virtual customers. Prior to attending to a customer the learner is requested to create a folder on their personal drive and save the relevant Customer Service File into it.  The file should be saved as learner’s surname_customer_file_scnumber.  The file is available from the Your Customer page and is accessed by clicking on the folder icon (example shown above). 

In addition to the Customer Service File, learners will develop and store assessable content in a number of other templates.  These templates include memo, email, and a number of different form templates such the Error Notification Form and Referral Form.  Learners are directed to save these templates into the same folder as the folder that they stored the Customer Service File in.

At the conclusion of the scenario the learner is directed to email completed templates to their teacher for assessment.

Public Domain Websites

As the learner completes various tasks and activities they are provided with a variety of support resources. Although these resources are extensive they are by no means exhaustive, so a number of links to Public Domain Websites have been provided.

These links are indicated by the following icon: [image: image4.png]wi=le]




Note: Ensure learners reference any material they source from the Internet.

Learners are also encouraged to pursue their own research by conventional methods, such as visiting a library referring to other reference materials or speaking to other learners or you, the Teacher.

Teaching according to Competency
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Each of the scenarios, tasks and activities that make up this toolbox relate to a specific competency or a specific element of a competency.  If you would like to teach a single competency covered by this toolbox it is recommended that you begin by examining the scenarios, tasks and activities that relate to the competency you wish to teach.  This will help you select the activities you would like your learners to complete and the content pages you would like them to investigate.  
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To access the resources that relate to the competencies covered in the toolbox you need to click on the resources button. To view the way in which the elements of these competencies relate to various tasks and activities see Appendix 2: Competency Elements, Customers, Scenarios, Tasks, Activities.

Learner Support

Learners are provided with a range of support facilities including:

· Orientation

· Resources

· Intranet

· Online Tutor

Orientation
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The learner will be given the choice of selecting orientation if they have not visited the learning site before. 

During the orientation process, the learner will be told about:

· The learning environment

· How to learn at VFS

· How their work is assessed. It is here that the learner is told that their work should be saved in an evidence folder.

· Competency requirements and learning resources

· Tips for learning online

· The way in which the toolbox relates to the ASIC requirements.

· Hardware and software technical requirements

Resources

This is where the learner will find the documents outlining competency requirements and performance criteria. 

All study resources required for each scenario and related tasks and activities can also be found under ‘Resources’.

Intranet

A virtual Intranet site is linked from each page.  The learner will need to refer to the Intranet site to access information about policies and procedures, forms and other related documents.

The Intranet also contains information about the VFS company mission statement and other background knowledge that the learner should be encouraged to read.

Online Tutor

Throughout each scenario an online tutor guides the learner.  This tutor also conducts the learner’s orientation.

Getting Started

Before commencing, it is recommended that you:

· Explore each scenario or competency

· Complete the tasks and the associated evidence items for each scenario

· Check all links, especially those to external websites

Evidence Folder

You may choose to ask the learners to complete some or all of these optional tasks for feedback purposes and to track progress. If you would like to view this work, you can:

· Ask the learner to save all of their work to disk and then email the work to you upon completion of the reinforcement activity or task.

· Direct the learner to save their work to disk, then send it to you once they have completed all the work required for a particular assignment.  

Printing

If your learners do not have access to a printer, you may need to consider printing hard copies of resources or tools. These could be distributed prior to the commencement of the course or during a facilitator-led session as required.

Teacher’s Checklist

It is suggested that you complete the following tasks prior to the commencement of the Financial Services Toolbox and during the initial weeks of the program.

Task Description
Completed 

Organise an area of your institution’s online Bulletin Board facility for online discussions.  This area should include:

· The discussion topics for each problem.

· An information page which you can use to communicate with learners about administrative matters.


Write an initial email and forward it to your students.  Your email should include:

· An introduction and a picture of yourself.

· A description of your interests and background

· A request for the learners to create a similar email and return it to you.

· Your contact details, including details for contacting you during class time, during office hours and via email.

The learner’s email could contain their:

· Interests, social pursuits and background.

· Age, education, history and geographical situation.


Divide the learners into pairs using the information contained in the learner’s introductory emails to assign partners.  

Ensure individual learning styles, previous online experience and personalities have been considered.


Notify learners of their online fellow learners and have them forward their initial email to their online fellow learner as a means of introduction.

Your notification should also inform learners that they will be working together and reviewing each other’s work throughout their work on this Toolbox.


Organise learner access to the discussion group.  Ensure learners are aware of the log in details they need to use to access the Bulletin Board.


Develop and distribute ground rules or a code of conduct with your learners to ensure team activities progress effectively.

Ensure the ground rules include reviewing peer work and giving feedback.  Make your expectations of the learners clear.


Regularly schedule and distribute times that you will be available online.


Section 2: - Learn on the Job

Scenarios

There are five scenarios in this toolbox.  Before assigning a scenario to learners it is recommended you examine the following scenario descriptions.  These descriptions provide an overview of each scenario, a description of their tasks and the key evidence learners should produce as they complete a task.

To examine the way in which the scenarios relate to the competencies covered in this toolbox see Appendix 1: Customers, Scenarios, Tasks, Activities and Competency Elements. 
Scenario 1 – Ray Sandon

Ray Sandon is a new customer and requires an account to deposit his pay into. 

This scenario is comprised of 5 tasks: 
· Task 1 – Provide account information

· Task 2 – Complete an application form

· Task 3 – Finalise and submit an application form

· Task 4 – Accept deposits and investigate chequing

· Task 5 – Correct an error and develop a report

Task 1 –Provide Account Information

Ray arrives at VFS requiring help. In helping Ray the learner can:

· Explore their work environment

· Compare different savings accounts

· Clarify Ray’s needs

· Match a product to his needs

· Calculate transaction fees

Relevant competency and study resources 
Evidence folder items

Process Customer Accounts (FNARFS09a)

· Identify Customer Account Needs

· Open/close/transfer customer accounts


Within the Customer Service File the learner will:

· Complete a table contrasting the benefits and features of a number of different savings accounts

· Detail a product that matches Ray’s needs

· Calculate the transaction fees for using this product.

Task 2 – Complete an Application Form

Ray has decided he needs to open a savings account. In the course of opening his account the learner can:

· Determine the information they require from Ray

· Collect Ray’s information

· Enter Ray’s personal information into an application form

· Discuss issues related to offering product advice and completing an application form. 

Activity 4 requires the learner to discuss various issues related to privacy, confidentiality and information accuracy.  They will be directed to contact their teacher to participate in the discussion.  At the conclusion of the discussion the learner will need to complete a summary of the discussion.

You will need to schedule a time for the discussion. During the discussion you may like to pose the following questions:

· What can happen if a customer’s identity is not verified thoroughly before proceeding with an application?
· What are the implications of obtaining inaccurate information from customers?
· How is customer information protected?
· What are the issues around providing product information?
· How does the collection of inaccurate information impact on an organisation?

· What are the implications on the organisation and yourself following a data entry error when completing an application form?

· How do you minimise data entry errors?

· How does the Privacy Act impact on the collection of information?

At the conclusion of the discussion remind the learners to write a summary of the main points raised during the discussion in the relevant section of the Customer Service File.

Relevant competency and study resources 
Evidence folder items

Process Customer Accounts (FNARFS09a)

Administer Accounts (FNACRM02B)


Within Ray’s Customer Service File the learner will:

· Develop the questions they need to ask Ray in order to complete the form 

· Detail Ray’s personal information

· Complete a summary of the online discussion

Task 3 – Finalise and Submit an Application Form

In this task the learner must:

· Examine Ray’s identification documents

· Check that the information they obtained from Ray is accurate

· Obtain Ray’s confirmation that the application is accurate

· Submit the application form

· Provide after sales information


In Activity 2, Check information accuracy, the learner is required to list two reasons why it is important to verify a customer's information. The learner is then directed to post these reasons to the Information Verification section of the bulletin board.  In preparation for this activity you will need to create a page on your organisation’s bulletin board entitled Information Verification. 

In Activity 5, Create an account, the learner is required to submit Ray’s application and then record his account number in the Customer Service File.  The learner is only able to obtain an account after they have successfully submitted the account.  The account number they receive upon successful submission is SAV032033. 

In Activity 6, Provide account information, the learner is asked to send their teacher and a fellow learner an email detailing the after sales information they need to provide to Ray.  The email should be written as if they were writing directly to Ray. The title of the email is After Sales Information.  Prior to assigning this activity you will need to pair each learner with a fellow learner.  In addition, you should encourage the learners that already work in a financial service organisation to use their own after sales procedure to complete this activity.

Relevant competency and study resources 
Evidence folder items

Process Customer Accounts (FNARFS09a)

Administer Accounts (FNACRM02B)


Within Ray’s Customer Service File the learner will:

· Add up the number of identity points the forms of  identification Ray has provided 

· List the discrepancies they may find between Ray’s proof of age and the information he provided earlier

· Detail two reasons why it is important to verify customer information and post these to the Bulletin Board

· List the most important reasons why it is important to verify customer information

· Record Ray’s account number 



Task 4 – Accept Deposits and Investigate Chequing

Ray would like to deposit a cheque. In helping Ray do so, the learner will update his customer file and complete a deposit form.  Following this they need to process the VFS Cheque Referral List.

Relevant competency and study resources 
Evidence folder items

Process Customer Accounts (FNARFS09a)


· In accepting Ray’s cheque the learner will create a completed VFS deposit slip. They will save the deposit form as Ray’s Deposit Form into their personal folder.  You will need to examine the cheque Ray provides to the learner in order to gauge whether the learner has completed this activity correctly.  The cheque is available from the relevant activity page.

· The learner will also create an updated Referral List. The list will be saved as task4_referral in their personal folder. In order to gauge whether the learner has completed this activity correctly you will need to read the email Cecilia forwards the learner and the relevant VFS procedures.



Task 5 – Correct an Error and Develop a Report

Cecilia instructs the learner to correct an account error.  In doing so the learner needs to:

· Investigate the error 

· Correct the error

· Complete an error notification form

As well, Cecilia requests the learner to develop a report on electronic financial services.  A fellow learner will review this report before it is submitted to you.  Therefore, in preparation for Activity 3, Investigate Electronic Services, you will need to assign each learner a partner.

Relevant competency and study resources 
Evidence folder items

Process Customer Accounts (FNARFS09a)

Administer Accounts (FNACRM02B)

Collect, assess and use information (FNBCOM08A)


· The learner will complete an Error Notification form that describes the nature of the error they investigated.  This form will be saved as Error Notification in their personal folder.  In order to assess whether the learner has completed this activity correctly you will need to have completed Activity 1, Investigate an error.

· The learner will update the VFS Error Report and then update the relevant customer service file. The Error Report will be saved as Error Report and the Customer File will be saved as Jeremy File in their personal folder. In order to assess whether the learner has completed this activity correctly you will need to have completed Activity 2, Correct the error.

· The learner will develop a report called Electronic Financial Services.  The report will investigate electronic financial services. Before submitting the report it will need to be proof read by a fellow learner.  You may like to ask learners to create a document listing the changes they recommended their fellow learner implement as evidence of their proof reading.

Scenario 2 – Hugh and Elizabeth Bellamy

Hugh and Elizabeth Bellamy are existing customers of VFS.  Hugh has recently misplaced his credit card and would like to ensure that no one else can use it.

This scenario contains 4 tasks:

· Task 1 – Greet the customer

· Task 2 – Investigate the inquiry

· Task 3 – Keep the customer informed

· Task 4 – Complete follow up action

Prior to beginning the scenario the learner is requested to save Hugh and Elizabeth’s Customer Service File to their personal drive.  Hugh and Elizabeth’s Customer Service File constitutes the evidence portfolio for this scenario.  The learner is asked to complete activities in this file throughout the scenario.  Other activities require the learner to save information to their personal folder.  At the conclusion of the scenario the learner is then asked to email this file to the teacher for assessment.

Task 1 – Greet the customer

Hugh and Elizabeth arrive at VFS requesting assistance in reporting Hugh’s credit card lost.  In helping Hugh and Elizabeth the learner must:

· Project a professional image

· Establish rapport with Hugh and Elizabeth

· Ensure that customer confidentiality is maintained

Relevant competency and study resources 
Evidence folder items

Deliver a service to customers (FNARFS14a)

· Project a professional image

· Respond to customer requests for information


Within Hugh and Elizabeth’s Customer Service File the learner will:

· Complete a STOP/START/KEEP on maintaining confidentiality



Task 2 – Investigate the inquiry

Hugh and Elizabeth have advised the learner of the details of their inquiry.  The learner must now investigate the inquiry further.  The learner must:

· Identify information needed to investigate the inquiry

· Determine the appropriate response to the inquiry

· Compare their investigative techniques with other financial organisations and participate in an online chat on this subject

Relevant competency and study resources 
Evidence folder items

Respond to customer enquiries (FNBCOM07a)

· Identify nature and type of inquiry

· Research information relevant to inquiry

· Determine suitable response


Within Hugh and Elizabeth’s Customer Service File the learner will:

· Identify and categorise sources of information

· Develop a checklist for investigating inquiries



Task 3 – Keep the customer informed

The learner has now identified what procedures need to be followed.  Hugh and Elizabeth must now be informed of the outcome of their inquiry.  In keeping Hugh and Elizabeth informed the learner must:

· Explain the procedure to Hugh and Elizabeth

· Close the inquiry and hand Hugh and Elizabeth over to the supervisor

· Record the feedback provided by Hugh

Relevant competency and study resources 
Evidence folder items

Respond to customer enquiries (FNBCOM07a)

· Determine suitable response

· Communicate information

Deliver a service to customers (FNARFS14a)

· Deliver customer service


Within their personal folder the learner will:

· Save a completed customer feedback form



Task 4 – Complete follow up action

Hugh and Elizabeth have now completed all documentation and their credit card has been reported lost.  The learner has been asked by their supervisor to assist in ensuring follow up action is completed.  In helping their supervisor the learner must:

· Record the follow up action using an electronic diary system

· Complete the follow up action by writing to Hugh to let him know that his new credit card is available for collection.

· Update Hugh’s customer file by completing an electronic customer note.

Relevant competency and study resources 
Evidence folder items

Respond to customer enquiries (FNBCOM07a)

· Communicate information

· Update relevant files and records

Deliver a service to customers (FNARFS14a)
· Deliver customer service


Within Hugh and Elizabeth’s Customer Service File the learner will:

· Complete follow up action by writing a letter to Hugh

Within their personal file the learner will:

· Save a copy of the completed customer notes form for Hugh



Scenario 3 – Anne and Martina

Anne and Martina run an Art Gallery and are going to a three day multicultural arts conference in Kuala Lumpur.  They also plan spend an additional eight weeks travelling around Malaysia to purchase art and have a holiday. 

While they are overseas, they will use their business credit card account extensively.   To ensure that they have sufficient funds in this account and do not go over their credit limit they would like to set up a monthly periodical payment from their business account to cover the balance of their expenses. 

This scenario contains 4 tasks:

· Task 1 – Determine your customer’s request

· Task 2 – Determine appropriate actions

· Task 3 – Action your customer’s request

· Task 4 – Offer additional services

Prior to beginning the scenario the learner is requested to save Anne and Martina’s Customer Service File to their personal drive.  Anne and Martina’s Customer Service File constitutes the evidence portfolio for this scenario.  The learner is asked to complete activities in this file throughout the scenario.  

Other activities require the learner to save information directly to their personal folder.  At the conclusion of the scenario the learner is then asked to email Anne and Martina’s Customer File and all other relevant files that have been saved in their personal folder, to the teacher for assessment.

Task 1 – Determine your customer’s request

Anne and Martina arrive at VFS requesting to talk to someone about setting up a periodical payment authority on their business account. In helping Anne and Martina the learner must:

· Determine the nature of Anne and Martina’s request

· Ensure that customer confidentiality is maintained


Relevant competency and study resources 
Evidence folder items

Receive and process service requests (FNBLIF31A)

· Classify service requests

· Confirm validity of service requests 
Within Anne and Martina’s Customer Service File the learner will:

· Identify skills required to determine the nature of your customer’s request

· Insert the best answers to the questions that Cecilia has received on VFS’s policy and the importance of  identifying customer’s from the Bulletin Board



Task 2 – Determine appropriate actions

The learner has now determined the nature of Anne and Martina’s request and must now determine the appropriate actions for their request. In helping Anne and Martina the learner must:

· Determine whether the customer’s request can be actioned in accordance with VFS procedures and product rules

· Determine whether they have the authority to action the request

· Confirm the actions that will be taken to Anne and Martina


Relevant competency and study resources 
Evidence folder items

Provide on-going sales service (FNBGDS82A)

· Respond to customer requests
Within Anne and Martina’s Customer Service File the learner will:

· Examine the roles and responsibilities and areas of authority that Customer Service Officer’s have in Financial Services organisations and list at least ten of these responsibilities and three authorities

Task 3 – Action the request

The learner has determined that Anne and Martina’s request can be actioned according to VFS procedures and has determined that they have the authority to action the request.  The learner must now:

· Assist Anne and Martina complete a periodical payment authority form

· Set up a periodical payment authority according to the organisation’s procedure

· Notify the customer about the actions that have been taken


Relevant competency and study resources 
Evidence folder items

Receive and process service requests (FNBLIF31A)

· Confirm validity of service requests

· Implement and respond to service requests
Within Anne and Martina’s Customer Service File the learner will:

· Answer four questions regarding the impact of not following procedures

· Rewrite the confirmation letter that was automatically produced and sent to Anne and Martina so that it fully describes the actions that have taken place for their request and is customer focused

Within their personal file the learner will:

· Save a copy of the completed Periodical Payment Authority form



Task 4 – Offer additional services

Anne and Martina’s request has been actioned according to the organisation’s procedures.  The learner must now determine whether Anne and Martina require additional services.  In offering additional services, the learner must:

· Examine Anne and Martina’s original request and offer suitable products and services

· Agree on additional services


Relevant competency and study resources 
Evidence folder items

Provide on-going sales service (FNBGDS82A)

· Offer additional benefits to customers
Within Anne and Martina’s Customer Service File the learner will:

· Examine a number of additional services that may be suitable for Anne and Martina’s needs and select the service you believe is the most suitable one. 

· Determine whether you have the authority to provide Anne and Martina with the additional service they have agreed to take out.



Scenario 4 – Victoria Tran

Victoria Tran would like to borrow money to buy a new car.  Victoria has recently submitted a loan inquiry via the VFS website.

This scenario contains 4 tasks:

· Task 1 – Satisfying a customer’s loan inquiry

· Task 2 – Processing the loan

· Task 3 – Drawing the loan

· Task 4 – Confirming the loan account

Prior to beginning the scenario the learner is requested to save Victoria Tran’s Customer Service File to their personal drive.  Victoria’s Customer Service File constitutes the evidence portfolio for this scenario.  The learner is asked to complete activities in this file throughout the scenario.  Other activities require the learner to save information to their personal folder.  At the conclusion of the scenario the learner is then asked to email this file to the teacher for assessment.

Task 1 – Satisfying the loan inquiry

Victoria has inquired about a loan for a car using the VFS website.  In helping Victoria the learner must:

· Determine loan requirements

· Calculate loan repayments

· Provide loan information

Relevant competency and study resources 
Evidence folder items

Process loan applications (FNARFS06a)

· Satisfy loan enquiry
Within Victoria’s Customer Service File the learner will:

· Calculate and compare loan repayments

Within their personal folder the learner will:

· Save a completed email detailing the response to the customer’s loan inquiry

Task 2 – Processing the loan

Victoria would now like to apply for the loan.  In helping Victoria the learner must:

· Verify loan information

· Understand approval guidelines

· Determine loan documents to be prepared

Relevant competency and study resources 
Evidence folder items

Process loan applications (FNARFS06a)

· Collate information to support loan application

· Process loan
Within Victoria’s Customer Service File the learner will:

· List the loan documents that will need to be prepared for the customer’s loan

Within their personal folder the learner will:

· Save a memo to staff detailing the legal implications of not gaining customer’s signed consent form

· Save the completed loan checklist confirming loan approval guidelines have been satisfied

Task 3 – Drawing the loan

Victoria’s loan has now been approved and she would like to receive her money.  In helping Victoria the learner must:

· Verify loan documents

· Establish the loan

· Disburse funds

· Understand security for a loan

· Store documents

Relevant competency and study resources 
Evidence folder items

Process loan applications (FNARFS06a)

· Process loan

Settle loans (FNARFS07a)

· Establish loan account

· Disburse funds

· Register securities
Within Victoria’s Customer Service File the learner will:

· Detail one improvement or change to the loan establishing process

· Reflect on why funds should only be disbursed relative to the purpose of the loan

· List the security that would be most appropriate for the customer’s loan

Task 4 – Confirming the loan account

Victoria’s loan has now been established and the learner must confirm that all information has been correctly entered.  In checking information the learner must:

· Access and check the report

· Analyse the report

· Make recommendations to fix identified errors

Relevant competency and study resources 
Evidence folder items

Prepare statistical and ad hoc reports (FNARFS10a)

· Determine report required

· Collect relevant information

· Analyse report and recommend changes

· Produce reports and make recommendations
Within Victoria’s Customer Service File the learner will:

· List any errors or discrepancies located in the loan confirmation report

Within their personal folder the learner will:

· Save a completed loan confirmation error report detailing recommendations developed following analysis

Scenario 5 – The Hodges

Sylvia and her husband Derrick have an existing home loan with VFS.  The loan is approaching its annual review date and as the Hodges are now a dual income family, with Sylvia returning to teaching on a part time basis, they would like to restructure the loan and repay it in a shorter time frame.  

As the Hodges are conscious of saving for their retirement they also want to take out superannuation and want to review their existing level of home and contents insurance cover.

This scenario contains 4 tasks:

· Task 1 – Establish customer needs

· Task 2 – Review customer information

· Task 3 – Refer the customer 

· Task 4 – Investigate the sales process

Prior to beginning the scenario the learner is requested to save the Hodges’ Customer Service File to their personal drive.  The Hodges’ Customer Service File constitutes the evidence portfolio for this scenario.  The learner is asked to complete activities in this file throughout the scenario.  

Other activities require the learner to save information directly to their personal folder.  At the conclusion of the scenario the learner is then asked to email the Hodges’ Customer File and all other relevant files that have been saved in their personal folder, to the teacher for assessment.

Task 1 – Establish customer needs

Sylvia Hodges calls VFS and wants to talk to someone about the family’s home loan and other financial needs. In helping the Hodges the learner must:

· Greet Mrs Hodges and establish rapport

· Establish Mrs Hodges’ needs

· Complete a VFS Customer Inquiry form


Relevant competency and study resources 
Evidence folder items

Sell /cross sell products and services (FNARFS16A)

· Identify information needs of customer

Convert a single line product inquiry to maximise sales (FNBGDS80A)

· Respond to customer inquiry


Process specialist services (FNARFS12A)

· Identify customer needs


Within the Hodges’ Customer Service File the learner will:

· Identify skills required to effectively identify customer’s needs

· Complete a STOP/START/KEEP on establishing the customer’s needs

Within their personal folder the learner will:

· Save a completed VFS Customer Inquiry form detailing the customer’s inquiry



Task 2 – Review customer information

The learner has taken details of Mrs Hodges’ request, accessed her customer records and completed a Customer Inquiry Form.  The learner must review this information to determine whether they have all the relevant information they need to begin to examine how the Hodges’ financial needs can be met. In continuing to help the Hodges, the learner must:

· Compare the completed VFS Customer Inquiry form with the Hodges customer file and relevant information

· Develop a checklist for reviewing customer information

· Explore the VFS Intranet to find out about VFS and the products and services that VFS provides

· Identify the types of products and services that could meet your customer’s needs


Relevant competency and study resources 
Evidence folder items

Process specialist services (FNARFS12A)

· Identify customer needs

Convert a single line product inquiry to maximise sales (FNBGDS80A)

· Respond to customer inquiry


Sell /cross sell products and services (FNARFS16A)

· Promote sales of products and services
Within the Hodges’ Customer Service File the learner will:

· Prepare a checklist for reviewing customer information 

· List the areas of the VFS Intranet they explored when exploring VFS’s vision and goals and identifying products and services that could meet the Hodges’ needs

· List the benefits and features of the products that could meet the Hodges’ needs

Within their personal folder the learner will:

· Save an updated VFS Customer Inquiry form 

Task 3 – Refer the customer 

The learner has established the Hodges’ needs, reviewed the information that you have obtained and identified the range of products and services that could meet the Hodges’ needs. The learner now needs to refer the Hodges to a personal banker who can provide them with advice and recommend products and services that are suitable for their needs.  

In referring the Hodges to a personal banker, the learmer must:


· Investigate proper authority rules and regulations. 

· Identify the people in VFS who are authorised to provide advice and sell products and services

· Complete a referral form 

Relevant competency and study resources 
Evidence folder items

Sell /cross sell products and services (FNARFS16A)

· Refer sales/service to appropriate area
Within the Hodges’ Customer Service File the learner will:

· Examine the impact of not adhering to proper authority regulations 

· Refer the Hodges to an appropriate banker 

· Prepare an internal memo to VFS team members explaining the importance of referring customers to a personal banker from the customer’s and VFS’s point of view

Within their personal folder the learner will:

· Save a completed VFS Referral form 

Task 4 – Investigate the sales process

The Hodges have now been referred to a personal banker who can provide them with advice and recommend products and services that are suitable for their financial needs.  The learner has been asked to observe and assist the personal banker in meeting the Hodges’ needs.  In helping the personal banker, the learner must:

· Observe the personal banker explore and prioritise the Hodges’ needs 

· Prepare a budget for the Hodges

· Observe the personal banker recommending products and services that are relevant and suitable for the Hodges’ needs

· Observe the personal banker completing the application form with the Hodges

· Observe the personal banker explain how the application is finalised

· Observe the personal banker provide ongoing sales service  


Relevant competency and study resources 
Evidence folder items

Process specialist services (FNARFS12A)

· Identify customer needs

· Process applications

· Renew product/service
Convert a single line product inquiry to maximise sales (FNBGDS80A)

· Provide suitable product information

· Confirm sale and process documentation

· Qualify suitability of applicant

Sell /cross sell products and services (FNARFS16A)

· Promote sales of products and services
Within the Hodges’ Customer Service File the learner will:

· List the skills and techniques that a personal banker uses  throughout each stage of the sales process

· Complete a VFS personal banker’s questionnaire template that a personal banker can use when exploring and prioritising their customer’s needs

· List three key questions that personal bankers always ask their customers when determining their needs

· Complete a budget for the Hodges and calculate the amount that they can afford to save and/or invest on a monthly basis

· Explain the home loan options that you would encourage the personal banker to recommend to the Hodges

· List the ongoing sales services that the personal banker can provide for the Hodges  

Section 3: - Customising the Toolbox

How to Customise the Toolbox

The following information has been provided if you need to customise some of the Toolbox content.

· File Structure

· Changing Text

· Changing Web Links

We recommend you consult your IT manager before making any substantial changes to this toolbox.

File Structure
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The following table indicates the files in each subdirectory.

Subdirectory
Contents

Competencies
A list of the competency documents relating to this training as well as the Resource by Competency menus.

Glossary
This contains all of the individual glossary entries.

Gwimages
Images used for the ‘ gee whizz scrollers’ (see any of the Your Client screens for example of scrollers)

Headers
This contains some of the key frameset pages.

Home
This contains the pages that make up the home page.

Images
All global graphic images

Intro
This contains all of the files that make up the orientation.

Intranet
All the files relating to B&B Online Intranet site

Library
This contains some of the key icons.  This folder is useful if you use a later version of Dreamweaver to edit the site.

Scenarios
The pages that make up each scenario within the training.  These include task and activity pages and the images that are specific to the scenario.  As well as this, the customer menu and by customer sub menus are contained within this folder.

Style
The styles used that contain behaviour for fonts, graphics, links etc.

Templates
The templates used to build the screens

The following table details the content contained in the main files that sit at the highest level of the site structure:

File
Content

By_competency
By competency menu home page

By_customer.htm 
By customer home page

Credits
Contains all of the information about the creators of this toolbox.

Disclaimer
Contains the key disclaimer associated with the work in this toolbox.

Home 
The front page of the toolbox.

Index
Contains the launching page of the toolbox

Changing Text

By using a standard HTML editor like Macromedia Dreamweaver or Microsoft Frontpage, you can open each individual learning resource and document as an HTML file and make alterations as required.  You can also increase the range of content within the toolbox by creating your own learning resources, and adding more links to external resources.  In doing so, it is important not to expand any of the defined tables as this will distort the page.  

Changing Support Documents

Throughout the Toolbox learners can access a variety of support documents.  These documents are either in a Word or Adobe format.  

To edit Word documents simply open them in Word, make the necessary changes and then save the document.  To edit Adobe documents you will need to edit the relevant Word source file.  Within the site structure the Adobe file sits together with its source Word file.  This Word file has the same file name as the Adobe document.  To edit the Adobe file open the source Word file, make your edits and then use an Adobe writer to convert it to Adobe.  

If you do not have an Adobe writer you can organise for learners to access the Word versions of any new or edited support documents.  In order to do this you will need to change the necessary links on the HTM pages that link to these support documents.

Changing Web Links

Web links can be changed by typing over the existing text link and inserting the appropriate URL.  The method for inserting the URL will depend on the HTML editor you are using.  Consult the Help facility in your HTML editor for information on this process.

If you are adding a new Web link ensure that you insert the [image: image9.png]wi=le]



image as per this example.

Customising the toolbox according to competency 

When using this toolbox to teach a single or limited number of competencies we recommend that you provide learners with access to the entire toolbox.  This encourages exploratory learning and allows learners to develop a holistic view of financial service. 

Learners with access to the entire toolbox may at times become lost within the content.  To counter this you will need to provide learners with instructions as to the scenarios, tasks and resources they need to access. To read more about teaching according to competency see the Teaching According to Competency information in the Learning Paths section of this guide. To view the way in which the elements of these competencies relate to various tasks and activities see Appendix 2: Competency Elements, Customers, Scenarios, Tasks, Activities.  

If you would like to restrict the learners access so that they are only able to access resources related to the competencies you wish to teach you can customise the toolbox in two ways:

1. Deleting links 

2. Deleting files 

Deleting Links

You can constrain the resources learners can access by deleting links, to do this: 

1. Open the following menu pages using a web authoring tool 

· by competency, 

· by_customer.htm, 

· customer_menu.htm,  this can be found in the scenarios folder

· The index page for the intranet, index.html

· The relevant competency menu pages in the COMP folder, these files are named coX_res.htm

2. Identify the information you do not want your learners to access and then delete the links to this information

3. Test the site

4. Upload the toolbox to the host site

Deleting Files

You can constrain the resources learners can access by deleting files, to do this: 

1. Identify the Scenarios you do not want your learners to access

2. Open the Scenarios folder and delete the folders for the scenarios the learners will not access

3. Identify the support documents you do not want your learners to access

4. Open the Comp folder and delete these documents

5. Identify the Intranet items you do not want your learners to access

6. Open the Intranet folder and delete these items 

7. Test the site

8. Upload it to the host site

Using this method to constrain the toolbox will leave many blank pages within the site.

Section 4: - An Introduction to Online Learning

Delivering Learning Online

Teachers delivering learning online for the first time will find that they are faced with many opportunities to challenge their teaching or facilitation practice and to develop new strategies for helping their students learn.  This section will give you some suggestions on how to do this.

The Teacher’s Role

The Financial Services Toolbox does not replace the teacher.  It provides meaningful problems and resources, which enable learners to explore and develop their own understanding of the subject matter.

This is a different approach to teaching and training than that which is usually found in a classroom, where the experience is instructor led and therefore the teacher determines the content and pace of the learning.

The problem or task-based learning approach encourages learners to actively engage in finding the solution to a problem or completing a task in a way that is meaningful to them and at their own pace.  This Toolbox encourages this approach.

Therefore, as a teacher, there is no one ‘right’ way to use this Toolbox; it is completely up to you and your learners. 

The following are some points you may wish to consider:
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The Toolbox can be used in conjunction with classroom based training, for example you may wish to expand upon particular content by means of a lecture or you may wish to replace an online discussion with a facilitator led face-to-face discussion.

· Review the Scenarios, Tasks, and Activities and content resources provided in the Toolbox and change or customise them according to your needs.  

· Also decide which Tasks and  Activities you would like the learners to complete so that you can provide feedback on progress and standard of work

· The materials and references provided in the Toolbox are by no means exhaustive so add resources of your own where appropriate.  

Different approaches to learning, relationships with you as a teacher, levels of motivation and personality will manifest themselves differently in an online environment.  You can ensure these differences are dealt with appropriately, by considering the way you:

· Give feedback in an online environment

· Facilitate online discussions 

Giving feedback in an online environment

In order to provide an encouraging environment for the learner, it is important to ensure that you give meaningful feedback to the learner.  This may be in the form of guiding the learner through the environment or it may be responding to comments generated by email, via online discussions or the bulletin board.

Providing fast and effective feedback reduces the risk of isolating learners and encourages learners to become actively involved in forums, teams and discussions.  To provide this level of feedback, consider the following guidelines:

· If appropriate, respond to each contribution, either directly to the contributor or by referring to their comments in a conference.  Don’t overdo this, though – use your judgment and weave multiple contributions together by responding to several at once.

· Accept all comments publicly and deal with exceptions off line.

· Avoid humour and sarcasm, especially with a diverse student group.

· Don’t be too concerned about spelling, grammar and typing; the purpose of conferencing is to encourage lively and focused discussions.

· Be prepared to wait several days for responses, as delays of this length are typical.  

· Don’t expect too much – if two or three well articulated ideas, issues or points are raised in a particular thread of discussion, this is a good result.

· Don't dominate the discussion.

Monitor each participant’s level of contribution.  Suggest that an overactive participant wait a few responses before contributing.  Ask less active participants to become more actively involved, or prompt them specifically for responses.  Consider agreeing guidelines for minimum or maximum contributions if necessary.


Facilitating online discussions 

Online discussions and email are the primary means for communicating with learners in an online environment.  It is therefore important that it is used effectively and that the advantages of using this technology are exploited.  

Online discussion groups allow:

· Learner to learner and learner to teacher interactions that are independent of time and place.
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The teacher to act as a learning facilitator; contributing special knowledge and insights, bringing together various discussion threads and course components and maintaining group harmony.

You must also be aware of and deal with the following limitations of online discussion technology:

· Problems with computer hardware and reliability of access to the Internet can significantly affect the quality of discussion

· Momentum can sometimes lag as responses go through several rounds

· Quality of group collaboration can be variable, especially with larger groups

· Variability of opinion and familiarity with content can create frustration.

Guidelines for facilitating discussion 

The learner is introduced to the concept of online discussions in the Orientation component of the Toolbox.  

The learning potential of the discussion group is maximised by:

· Ensuring all learners have access to your organisation’s online discussion facilities.  This means that they will need to have a username and password.  Speak to Your IT department for further information.

· Ensuring pages are established for the various topics (see the various scenario descriptions within Section 2 learn on the job) and a structure is in place that allows learners to post contributions to the relevant page.

· Considering the effect of group size on the discussion participation.  Larger groups may lead to fewer interactions by some learners.  One option is to have smaller teams interacting with each other in the early stages of working in the Call Centre Leadership Toolbox, with a final solution collated by larger teams.

· Acknowledging ‘lurkers’ – people who ‘listen’ but don’t contribute.  Lurkers should be encouraged to participate in the discussion but, if the lurker is logged in, learning may still be taking place even if no overt contributions are being made.  However, keep an eye on lurkers and ensure that they participate in future discussions.

· Scheduling either classroom activities or teacher access in the early stages of the discussion, to deal with difficulties that might arise and to boost learner confidence.

· Ensuring that there is adequate access to technical support.

· Developing a Question and Answer discussion group, which allows learners to post questions about the process and content of the learning activities and receive responses from other learners.

Bulletin Board

Throughout the toolbox there are also a number of Bulletin Board exercises.  These exercises involve learners posting a piece of written work so that other learners are able to examine this work and they in turn, are able to examine the work of their fellow learners.  

In the same way that you need to ensure pages are established for various online discussion topics you will need to establish pages that allow learners to post bulletin board contributions.  The various bulletin board pages you will need to create are described within the scenario descriptions of Section 2 -Learn on the Job.

Guidelines for Facilitating Team Work in an Online Environment
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Teamwork can be highly motivating.  Key motivators include:

· The participative learning process

· The opportunity for task related interaction

· Team building

· Exchange of ideas

· Negotiating solutions

The Financial Services Toolbox encourages the use of online teams to complete activities and share ideas.  Guidelines for facilitating teams in an online environment include:

· Assign teams carefully, taking into account the learning styles of individuals, personalities and group dynamics.

· Actively schedule group meetings to ensure group participation takes place.

· Consider developing ground rules, or a code of conduct (a 'netiquette' statement) with the class, so that behaviour that impacts on effective teamwork is highlighted.

· Acknowledge and reinforce behaviour that contributes to good group work.  For example, simply thanking students who respond effectively online can help to encourage courtesy and interaction.

· Discourage inappropriate behaviour by dealing with it privately (offline or via email) and referring to the agreed ground rules.

· Encourage interactivity by referring student enquiries to other participants, pairing up students with similar interests, encouraging informal discussions, drawing attention constructively to conflicting opinions and encouraging debate.

Establish ways of using the group as support for learners who have difficulty with a particular piece of work.

The following website may be valuable if you would like more information about online facilitation:

· Full Circle Associates
http://www.fullcirc.com/resources.htm 

Individual Learning Styles

In any group there are individual learning needs and styles that need to be acknowledged and addressed. However, in an online environment the cues that you would typically observe in face-to-face interaction will not be available.  A predominantly online learning environment means that individual learner needs and styles must be both identified and addressed differently.

Individual learner needs will be impacted by the following factors:

· Whether the learner is working in industry or classroom based 

· Access to resources and technology

· Level of comfort with the online learning environment

The following website may be valuable if you would like more information about learning styles:

· Learning Styles and Strategies 
(http://www2.ncsu.edu/unity/lockers/users/f/felder/public/ILSdir/styles.htm)

Section 5: - Appendices

Appendix 1: Customers, Scenarios, Tasks, Activities and Competency Elements. 

This table sketches the relationship between the tasks and activities that occur in helping different customers and the competencies.

Customer- Scenario
Tasks
Activities
Unit of Competency
Competency Elements

Ray Sandon – Open An Account
Task 1, Provide Account  Information
Activity 1: Exploring Your Area 





Activity 2: Comparing Different Savings Accounts
FNARFS090A
01, 02



Activity 3: Clarifying Your Customers Needs
FNARFS090A
02



Activity 4: Matching a Product to Your Customers Needs 
FNARFS090A
02



Activity 5: Calculating Transaction Fees
FNARFS090A
01, 02


Task 2, Complete an Account
Activity 1: Determine your information requirements
FNARFS090A
 02



Activity 2: Collect customer information
FNARFS090A
 02



Activity 3: Entering information into an application form
FNARFS090A
 01, 05



Activity 4: Discuss application issues
FNARFS090A

FNACRMO2B
 03, 05

01, 03




Task 3, Finalise and submit an application form 
Activity 1: Examine your customer's identification
FNARFS090A
 02



Activity 2: Check information accuracy
FNARFS090A 

FNACRMO2B
03

03



Activity 3: Obtain the customer's signature
FNARFS090A

FNACRMO2B
 02

03



Activity 4: Verify the customer's signature
FNARFS090A

FNACRMO2B
03

03



Activity 5: Create an Account
FNARFS090A
 03, 05



Activity 6: Provide after sales information
FNARFS090A
 01


Task 4, Accept Deposits and Investigate Chequing
Activity 1: Accepting Deposits
FNARFS090A 

FNACRMO2B
02

01



Activity 2: Examine Cheque Processing
FNARFS090A
04



Activity 3: Process a Cheque Referral List
FNARFS090A
04


Task 5, Correct an Error and Develop a Report
Activity 1: Identify a transaction error
FNARFS090A
05



Activity 2: Correct a transaction error
FNARFS090A

FNACRMO2B
05, 03

02, 03



Activity 3: Investigate electronic services
FNARFS090A

FNBCOM08A
05

01, 02, 03, 04

The Bellamy’s  - Provide Customer Service
Task 1, Greet the Customer
Activity 1: Projecting a professional image
FNARFS14A
01, 03



Activity 2: Establish rapport
FNARFS14A
03



Activity 3: Maintaining customer confidentiality
FNARFS14A
02


Task 2, Investigate the inquiry
Activity 1: Identify sources of information
FNBCOM07A
01, 02



Activity 2: Determine an appropriate response
FNBCOM07A
01, 02, 03 


Task 3, Keep the customer informed
Activity 1: Respond to an inquiry 
FNBCOM07A
03, 04 




FNARFS14A
04



Activity 2: Close the customer inquiry
FNARFS14A
01



Activity 4: Recording customer feedback
FNACRMO2B 
02


Task4, Complete follow up action
Activity 1: Record follow up action
FNBCOM07A
04



Activity 2: Complete follow up action
FNARFS14A
01



Activity 3: Update relevant files and records
FNBCOM07A
05



Anne and Martina – Sales and Services
Task 1, Determine your customer’s request
Activity 1: Determining the nature of the request
FNBLIF31A
01



Activity 2: Identifying the customer
FNBLIF31A
02


Task 2, Determine appropriate actions
Activity 1: Determining whether the customer’s request can be actioned
FNBGDS82A
FNBLIF31A
01
01,02



Activity 2: Determining your authority to action the request
FNBGDS82A
FNBLIF31A
01
02



Activity 3: Confirming actions that will be taken
FNBGDS82A

01



Task 3, Action your customer’s request
Activity 1: Completing a periodical payment form
FNBLIF31A
02, 03



Activity 2: Setting up a periodical payment authority according to organisational procedures
FNBLIF31A
02, 03



Activity 3: Notifying your customer of the actions that have been taken
FNBLIF31A
03


Task 4, Offer your customer additional services
Activity 1: Offering additional services
FNBGDS82A
02



Activity 2: Agreeing on additional services
FNBGDS82A
02



Victoria Tran – Satisfy a Loan Inquiry 
Task 1, Satisfy a Loan inquiry
Activity 1: Determining loan requirements
FNARFS06A 
01



Activity 2: Calculating loan repayments
FNARFS06A 
01



Activity 3: Providing loan information
FNARFS06A
01


Task2, Process the loan
Activity 1: Verifying loan information
FNARFS06A
02



Activity2: Approving the loan
FNARFS06A
02




FNARFS07A
03



Activity3: Preparing loan documentation
FNARFS06A
03


Task3, Drawing the loan
Activity1: Verifying the loan documentation
FNARFS06A
03




FNARFS07A
01



Activity2: Establishing the loan
FNARFS07A
01



Activity3: Disbursing funds
FNARFS07A
02



Activity4: Securing the loan
FNARFS07A
03



Activity5: Storing documents
FNARFS07A
02


Task4, Confirming the loan report
Activity1: Accessing and checking the report 
FNARFS19A
01, 02, 03 



Activity2: Analysing the report
FNARFS19A
03



Activity3: Making recommendations
FNARFS19A
04



The Hodges -  Specialised Services
Task 1, Establish customers needs
Activity 1: Greeting the customer 
FNARFS16A
FNBGDS80A
01
01



Activity 2: Establishing customer needs
FNARFS16A
FNBGDS80A
01
01



Activity 3: Identifying and accessing the customer’s records
FNARFS16A
FNBGDS80A
01
01



Activity 4: Completing the customer inquiry form
FNARFS16A
FNBGDS80A
01
01



Activity 5: Recapping skills needed to establish customer needs
FNARFS16A
FNBGDS80A
01
01


Task 2, Review customer information
Activity 1: Reviewing customer information
FNARFS16A
01



Activity 2: Correcting a VFS Customer Inquiry form and developing a Review Checklist
FNARFS16A
01



Activity 3: Identifying appropriate products
FNARFS16A
02


Task 3, Refer the customer 
Activity 1: Investigating proper authority
FNARFS16A
03



Activity 2: Selecting an appropriate personal banker
FNARFS16A
03



Activity 3: Completing a VFS Referral form
FNARFS16A
03



Activity 4: Updating your customer
FNARFS16A
03, 02



Activity 5: Reviewing Referrals
FNARFS16A
03


Task 4, Investigate the Sales Process
Activity 1: Understanding the process
FNARFS12A
01



Activity 2: Exploring the customer needs and aspirations
FNARFS12A
FNARFS16A
01
02



Activity 3: Preparing the budget
FNARFS12A
01



Activity 4: Providing advice and making recommendations
FNBGDS80A
FNARFS12A
FNARFS16A
03, 04
01, 03
02



Activity 5: Completing and finalising the application
FNBGDS80A
FNARFS12A
02, 04
01, 02, 03



Activity 6: Providing ongoing sales service
FNARFS12A
03

Appendix 2: Competency Elements and Customers, Scenarios, Tasks, and Activities.
This table sketches the relationship between the competencies and different customers and the tasks and activities.

Unit of Competency
Competency Elements
Customer- Scenario
Tasks
Activities

FNARFS090A- Process Customer Accounts
01
Ray Sandon – Open An Account
Task 1,  Provide Account  Information
Activity 1: Exploring Your Area 











Activity 5: Calculating Transaction Fees




Task2, Complete an Application Form 
Activity 3: Entering information into an application form




Task3, Finalise and submit an application form
Activity 6: Provide after sales information


 02
Ray Sandon – Open An Account
Task 1,  Provide Account  Information
Activity 2: Comparing Different Savings Accounts





Activity 3: Clarifying Your Customers Needs





Activity 4: Matching a Product to Your Customers Needs 





Activity 5: Calculating Transaction Fees




Task2, Complete an Application Form
Activity 1: Determine your information requirements





Activity 2: Collect customer information




Task3, Finalise and submit an application form
Activity 3: Obtain the customer’s signature




Task4, Accept deposits and investigate chequing
Activity 1: Accepting Deposits


03
Ray Sandon – Open An Account
Task2, Complete an Application Form
Activity 4: Discuss application issues




Task3, Finalise and submit an application form
Activity 2: Check information accuracy





Activity 4: Verify the customer’s signature





Activity 5: Create an account




Task4, Accept deposits and investigate chequing
Activity 3: Process the cheque referral list




Task 5, Correct an error and develop a report
Activity 2: Correct a transaction error


04
Ray Sandon – Open An Account
Task4, Accept Deposits and Investigate Chequing
Activity 2: Examine Cheque Processing





Activity 3: Process a Cheque Referral List


05

Task2, Complete an Application Form
Activity 3: Entering information into an application form





Activity 4: Discuss application issues




Task3, Finalise and submit an application form
Activity 5, Create an Account




Task 5, Correct an Error and Develop a Report
Activity 1, Investigate a transaction error





Activity 3, Investigate electronic services



FNACRMO2B – Administer Accounts
01
Ray Sandon – Open An Account
Task2, Complete an Application Form
Activity 4, Discuss application issues




Task4, Accept Deposits and Investigate Chequing
Activity 1, Accepting deposits


02
Ray Sandon – Open An Account
Task 5, Correct an Error and Develop a Report
Activity 2, Correct an error



Hugh & Elizabeth – Provide Customer Service
Task2, Investigate the Inquiry
Activity 2, Determining an appropriate response

Activity 3, Reflecting on your techniques




Task3, Keep the customer informed
Activity 4, Recording customer feedback 


03
Ray Sandon – Open An Account
Task2, Complete an Application Form
Activity 4: Discuss application issues




Task3,  Finalise and submit an application form
Activity 2: Check information accuracy





Activity 3: Obtain the customer’s signature





Activity 4: Verify the customer’s signature




Task 5, Correct an Error and Develop a Report
Activity 2, Correct an error



Hugh & Elizabeth – Provide Customer Service
Task4, Complete follow up action
Activity 4, Update the customer’s file 

FNBCOM08A – Collect, Assess and Use Information
01, 02, 03, 04
Ray Sandon – Open An Account
Task 5, Correct an Error and Develop a Report
Activity 1, Investigate a transaction error



FNARFS06A  - Process Loan Applications
01
Victoria Tran – Satisfy a Loan Inquiry
Task 1, Satisfy loan inquiry
Activity 1, Determining loan requirements





Activity 2, Calculating loan repayments





Activity 3, Providing loan information


02
Victoria Tran – Satisfy a Loan Inquiry
Task 2, Processing the loan
Activity 1, Verifying loan information





Activity 2, Approving the loan


03
Victoria Tran – Satisfy a Loan Inquiry
Task 2, Processing the loan
Activity 2, Approving the loan





Activity 3, Preparing loan documentation




Task 3, Draw the loan
Activity 1, Verifying the loan documentation



FNARFS07A – Settle Loans
01
Victoria Tran – Satisfy a Loan Inquiry
Task 3, Draw the loan
Activity 1, Verifying the loan documentation





Activity 2, Establish the loan


02
Victoria Tran – Satisfy a Loan Inquiry
Task 3, Draw the loan
Activity 3: Disbursing funds





Activity 5: Storing documents


03
Victoria Tran – Satisfy a Loan Inquiry
Task 3, Draw the loan
Activity 4: Securing the loan



FNARFS19A - Prepare statistical and ad hoc reports
01, 02
Victoria Tran – Satisfy a Loan Inquiry
Task 4, Confirming the loan report
Activity 1: Accessing and checking the report


03
Victoria Tran – Satisfy a Loan Inquiry
Task 4, Confirming the loan report
Activity 1: Accessing and checking the report





Activity 2: Analysing the report 


04
Victoria Tran – Satisfy a Loan Inquiry
Task 4, Confirming the loan report
Activity 3: Making recommendations



FNARFS14A – Deliver a service to customers
01
Hugh and Elizabeth – Provide customer service
Task 1, Greet the customer and establish rapport
Activity 1: Projecting a professional image 




Task 3, Keep the customer informed
Activity 2: Close the customer inquiry




Task 4, Complete follow up action
Activity 2: Complete follow up action


02
Hugh and Elizabeth – Provide customer service
Task 1, Greet the customer and establish rapport
Activity 3: Maintain customer confidentiality


03
Hugh and Elizabeth – Provide customer service
Task 1, Greet the customer and establish rapport
Activity 1: Projecting a professional image





Activity 2: Improve your active listening


04
Hugh and Elizabeth – Provide customer service
Task 3, Keep the customer informed
Activity 1: Respond to an inquiry



FNBCOM07A – Respond to customer enquires
01
Hugh and Elizabeth – Provide customer service
Task 2, Investigate the inquiry
Activity 1: Identify sources of information





Activity 2: Determine an appropriate response


02
Hugh and Elizabeth – Provide customer service
Task 2, Investigate the inquiry
Activity 1: Identify sources of information





Activity 2: Determine an appropriate response


03
Hugh and Elizabeth – Provide customer service
Task 2, Investigate the inquiry
Activity 2: Determine an appropriate response




Task 3, Keep the customer informed 
Activity 1: Respond to an inquiry


04
Hugh and Elizabeth – Provide customer service
Task 3, Keep the customer informed 
Activity 1: Respond to an inquiry




Task 4, Complete follow up action
Activity 1: Record follow up action


05
Hugh and Elizabeth – Provide customer service
Task 4, Complete follow up action
Activity 3: Update relevant files



FNBLIF31A – Receive and process service requests
01
Anne and Martina – Sales and service
Task 1, Determine your customer’s request
Activity 1: Determining the nature of the request




Task 2, Determine appropriate actions
Activity 1: Determining whether the customer’s request can be actioned


 02
Anne and Martina – Sales and service
Task 1, Determine your customer’s request
Activity 2: Identifying the customer




Task 2, Determine appropriate actions
Activity 2: Determining your authority to action the request




Task 3, Action your customer’s request
Activity 1: Completing a periodical payment form





Activity 2: Setting up a periodical payment authority according to organisational procedures


03
Anne and Martina – Sales and service
Task 3, Action your customer’s request
Activity 1: Completing a periodical payment form





Activity 2: Setting up a periodical payment authority according to organisational procedures





Activity 3: Notifying your customer of the actions that have been taken

FNBGDS82A – Provide on-going sales service
01
Anne and Martina – Sales and service
Task 2, Determine appropriate actions
Activity 1: Determining whether the customer’s request can be actioned





Activity 2: Determining your authority to action the request





Activity 3: Confirming actions that will be taken


02
Anne and Martina – Sales and service
Task 4, Offer additional services
Activity 1: Offering additional services





Activity 2: Agreeing on additional services

FNARFS16A – Sell/ cross sell products and services
01
The Hodges – Specialised services
Task 1, Establish customers needs
Activity 1: Greeting the customer 





Activity 2: Establishing customer needs





Activity 3: Identifying and accessing the customer’s records





Activity 4: Completing the customer inquiry form





Activity 5: Recapping skills needed to establish customer needs




Task2, Review customer information 
Activity 1: Reviewing customer information





Activity 2: Correcting a VFS Customer Inquiry form and developing a Review Checklist 


 02
The Hodges – Specialised services
Task 2, Review customer information
Activity 3: Identifying appropriate products




Task 3, Refer the customer 
Activity 4: Updating your customers




Task 4, Investigate the sales process
Activity 2: Exploring the customer needs and aspirations





Activity 4: Providing advice and making recommendations


03
The Hodges – Specialised services
Task 3, Refer the customer 
Activity 1: Investigating proper authority





Activity 2: Selecting an appropriate personal banker





Activity 3: Completing a VFS Referral form





Activity 4: Updating your customer





Activity 5: Reviewing Referrals

FNBGDS80A – Convert a single line product inquiry to maximise sales
01
The Hodges – Specialised services
Task 1, Establish customers needs
Activity 1: Greeting the customer





Activity 2: Establishing customer needs





Activity 3: Identifying and accessing the customer’s records 





Activity 4: Completing the customer inquiry form





Activity 5: Recapping skills needed to establish customer needs


02
The Hodges – Specialised services
Task 4, Investigate the sales process
Activity 5: Completing and finalising the application


03
The Hodges – Specialised services
Task 4, Investigate the sales process
Activity 4: Providing advice and making recommendations


04
The Hodges – Specialised services
Task 4, Investigate the sales process
Activity 4: Providing advice and making recommendations





Activity 5: Completing and finalising the application

FNARFS12A – Process Specialist Services
01
The Hodges – Specialised services
Task 4, Investigate the sales process
Activity 1: Understanding the sales process





Activity 2: Exploring the customer needs and aspirations





Activity 3: Preparing the budget





Activity 4: Providing advice and making recommendations





Activity 5: Completing and finalising the application


02
The Hodges – Specialised services
Task 4, Investigate the sales process
Activity 5: Completing and finalising the application


03
The Hodges – Specialised services
Task 4, Investigate the sales process
Activity 4: Providing advice and making recommendations





Activity 5: Completing and finalising the application





Activity 6: Providing ongoing sales service
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