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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  Customer Contact Centre 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 II, III and IV competencies in Customer Contact which this Toolbox addresses

· An indication of how learners are assessed

· An overview of the support available to the learner

· A checklist 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 Tools

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

 “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 Customer Contact Centre Toolbox contains eleven problem based scenarios, which encourage the learner to explore the tasks, study resources and supporting materials contained within the Toolbox.

Competencies 

The Customer Contact Centre toolbox covers the underpinning, theoretical knowledge in the Certificates II, III and IV in Customer Contact.  The competencies within these certificates covered by the toolbox are listed below.

Competency Code
Competency
Nominal Hours

ICTCC200
Follow Occupational Health and Safety policy and procedures
To be Completed

ICTCC251
Receive and action customer fault reports
To be Completed

ICTCC260
Process low risk credit applications
To be Completed

ICTCC261
Process basic customer account enquiries
To be Completed

ICTCC331
Deploy customer service staff
To be Completed

ICTCC351
Negotiate with customers on major faults
To be Completed

ICTCC360
Process high risk credit applications
To be Completed

ICTCC361
Process complex accounts, service severance and defaults
To be Completed

ICTCC471
Acquire product or service knowledge
To be Completed

ICTCC472
Gather, collate and record information
To be Completed

ICTCC473
Analyse information
To be Completed


Total Nominal Hours
To be Completed

Target Audience

Certificate II

The Certificate II competencies covered in this toolbox are aimed at Customer Service Operators working in Customer Contact Centres. These learners can range from candidates in their first job to staff who have experience in Customer Contact Centres and who are attempting to gain a recognised qualification or to upgrade their skills.  The content underlying the competencies tends to be operational and administrative and is not conceptually difficult.

Certificate III

The Certificate III competencies covered in this toolbox are aimed at Senior Customer Service Operators and Acting Team Leaders working within Customer Contact Centres. These learners are commonly experienced in their role as a Customer Service Operator and may stand in for their Team Leader when their Team Leader is unavailable. The content underlying the competencies tends to be operational and may also involve decision making and planning.  

Certificate IV

The Certificate IV competencies covered in this toolbox are aimed at Team Leaders working in Customer Contact Centres.  The content underlying the competencies involve decision making, planning, researching and analysing data. 

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 can contribute to demonstration of competency, the RTO must determine sufficiency of evidence in relation to each competency and element of competency. In most circumstances, it will be necessary to utilise additional submissions relating to evidence of competency. 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 tutor to assist them in working through the Customer Contact Centre toolbox. 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 tutor, therefore the RTO will need to organise any workplace based activities, should the need arise.

Learning Paths

When learners access the Customer Contact Centre toolbox, they will be asked to select the certificate level they are studying.

· Certificate 2: Introductory Customer Service Operator Skills

· Certificate 3: Introductory Team Leader Skills

· Certificate 4: Advanced Team Leader Skills.

The learner will be asked to complete an Orientation if they have not visited the site before. 

Each certificate level has access to study resources and a thorough list of the competencies required.

When the learner chooses a certificate level, they will be given scenarios, which they must work through in a series of tasks.  These tasks cover a range of different competency elements. See Appendix 1: Clients, Scenarios, Tasks and Competency Elements. Often there are study resources available that will help the learner to complete a task.  Learners will be able to link to these resources when appropriate.

Certificate Level 2

If the learner is studying Certificate level 2, they will be placed in the role of Customer Service Operator (CS0) within a virtual Customer Contact Centre environment called B&B Online, with a subsidiary company called B&B for Busy Bodies.  Learners can choose to attend to four different scenarios, which will simulate real life situations while solving problems and attending to virtual customers. 

Certificate Level 3

If the learner is studying Certificate level 3, they will be placed in the role of Acting Team Leader (ATL).  This will also be within a virtual Customer Contact Centre environment called B&B Online.  Learners can choose to attend to four different scenarios, which will simulate real life situations while solving problems and attending to virtual customers.

Certificate Level 4

If the learner is studying certificate level 4, they will be placed in the role of Team Leader where they can choose from three different scenarios that simulate real life situations at team leader level.  The Certificate level 4 environment is more reference based. 
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Teaching according to Competency

You can use the By Competency menu to teach according to competency. The By Competency menu allows learners to access the study resources corresponding to a chosen competency, and link in to a variety of scenarios and complete problems.

At the beginning of each task there is a story so far… text, which sets the scene for the learner.  This allows learners to drop into a scenario, according to the competency, at different points.

To examine the way in which different resources in the toolbox relate to competencies see appendix 3: Competencies, Study Resources and Scenarios
Study Resources

The learners have access to a range of study resources that assist them to understand the problem and develop an appropriate solution.

They may also contain links to external websites.

Tools and Templates

Tools or templates may be provided when the activity, task or project requires the learner to use a standard plan, table or outline.  These are provided as a guide only and can be replaced by your own tools or templates.

Public Domain Websites

Although these content 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: image3.png]



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.

Preparation required by teacher

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

In the Orientation, learners are asked to save their work as evidence of completion of a task in an evidence folder.

You may choose to ask the learners to complete some or all of these activities 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. 

Learner Support

While the learner is completing their scenarios, tasks and activities, they will have access to a range of support facilities.

These support facilities include:

· Orientation

· Resources

· B&B Online Intranet

Orientation

Orientation has been developed for all three certificate levels.

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:

· Their learning environment
Certificate 2 and 3 will be introduced to the virtual co-workers and clients.

· How to learn at the Customer Contact Centre
All three certificate levels will be taken through their scenario menu, the individual scenario pages and their task page.  Certificate levels 2 and 3 will have separate activity pages that have interactive learning objects.

· 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

· 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’.

B&B Online Intranet

A virtual B&B Online Intranet site is linked from each page.  The learner will need to refer to the Intranet site to obtain study resources, including policies and procedures, flowcharts, forms and other related documents.

The Intranet also contains information about the History of B&B Online, company mission statements and other background information that the learner should be encouraged to read.

Online Tutor

Certificate Level 2 and 3 have Team Leader Jamie Benson as their online tutor.  Certificate Level 4 doesn’t have an online tutor, but the learners receive instructions from the Contact Centre Manager, Steve Harvey and the Marketing Manager, Peter Vargasi.

Getting Started

Teacher’s Checklist

It is suggested that you complete the following tasks prior to the commencement of the Customer Contact Centre 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 could 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.

· Previous experience in Contact Centre work.


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 partner 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 login 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 - Certificate Level 2

See appendix 1: Clients, scenarios and competency elements to review the competency elements covered in each scenario.

Prior to beginning each scenario the learner is requested to create a directory on their personal drive titled learnersinitials_evidence.  This directory will be used to store various documents produced by the learner while completing the scenario.  The learner is directed to save documents to this directory throughout the scenario.  At the conclusion of the scenario the learner may be directed to email the files in this directory to the teacher for review. 

Scenario 1 Follow OH&S policy and procedures 

The HR/OH&S Manager visits the learner’s team meeting and asks the team to make a special effort to follow procedures to identify hazards, control risks and respond to any accidents or emergencies that may occur.

This scenario contains 2 tasks

· Task 1: Identify hazards and control risks

· Task 2: Deal with accidents and participate in OH&S management

Task 1 – Identify hazards and control risks

Sandra Browning the HR/OH&S Manager asks the learner’s team to make a special effort to identify hazards, and take action to control risks in the workplace. In responding to Sandra’s request the learner must:

· List issues that may impact on the heath and safety of themselves or their colleagues

· Identify hazards from a range of images in the Customer Contact Centre.  Where a hazard is identified, the learner must indicate what action they would take to respond to the hazard.

· View a poorly adjusted workstation and make recommendations as to how it should be adjusted in order to control the risk of workplace injury

Task 2 – Deal with accidents and participate in OH & S management

Sandra returns to a second team meeting and stresses the importance of being familiar with the company’s OH&S policies and with relevant State legislation especially as they relate to responding to accidents and emergencies. The learner returns to their desk and is immediately involved in two OH&S activities which require the learner to:

· Respond to an accident in the Customer Contact Centre in which a fellow team member is injured.  After the team member has been taken care of, the learner is asked to complete an incident report form.

· Work together with other learners to identify steps that could be taken to minimise risks to themselves, their colleagues and to the enterprise posed by certain hazards in the workplace.

Relevant competency and study resources 
Evidence folder items

Competency name (ICTCC200)
Follow Occupational Health and Safety policy and procedures

· B&B Online OH&S Policy

· B&B Online Incident Report Form


Within their Evidence  folder on their personal drive, the learner will save:

· Top  5 identified hazards in a Contact Centre Environment

· Hazard identification sheet

· Workstation Adjustment Sheet

· Incident Report Form

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to assess the learner’s competency.

Scenario 2 - Receive and action customer fault reports 

Elaine Dixon of Stonewell house calls to report that the Reservations System is not working properly. Guests have arrived with B&B Online bookings but she was not aware that they had been booked in. In assisting Elaine the learner will need to complete a fault report and forward it to an IT technician.  When the learner is notified that the fault has been rectified, they will need to update the records to reflect this.

This scenario contains 3 tasks

· Task 1: Receive and analyse the fault report

· Task 2: Resolve the client’s difficulties

· Task 3: Update fault records

Task 1 – Receive and analyse the fault report

In this task the learner determines the nature of the fault and decides upon an appropriate course of action. In completing this task, the learner must:

· Question the client and access system information to determine the nature of the fault

· Complete a Fault Report 

· Select the appropriate course of action

· Select an appropriate course of action for a different scenario in which the fault affects all clients and customers.

Task 2 – Resolve the client’s difficulties

In this task the learner takes action to resolve the fault. In completing this task, the learner must:

· Inform the client that an IT technician will be sent to correct the fault

· Send the Fault Report to the IT technician

· Update the client’s records to reflect the progress of the Fault Report

· Select appropriate communication strategies for Fault Report calls

Task 3 – Update Fault Records

In this task the learner is notified that the fault has been rectified and updates records to reflect this. In completing this task the learner must:

· Call the client to confirm that they are satisfied with the resolution

· Update the client’s account notes and the Fault Report, to reflect the fact that the fault has been rectified.

Relevant competency and study resources 
Evidence folder items

Competency name (ICTCC251)
Receive and action customer fault reports

· Fault Resolution Flowchart

· B&B Online Client Agreement

· Fault Report Form

· Contact Centre News Volume 2, Issue 1


Within their Evidence  folder on their personal drive, the learner will save:

· Completed Fault Report

· Useful strategies for communicating with customers

· Email Fault Report to IT technician

· Stonewell House account note

· Stonewell House account note - fault rectified

· Fault Report – fault rectified

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 3 – Process low risk credit application

Sandra from Trendsetter Tiles is an existing customer and would like to establish a line of credit with B&B for Busy Bodies.

This scenario contains 3 tasks: 
· Task 1 – Answer the call
· Task 2 – Process application
· Task 3 – Complete administrative arrangements
Task 1 –Answer the call

Sandra from Trendsetter Tiles calls B&B for Busy Bodies, wanting to apply for a line of credit.  In helping Sandra the learner must:

· Gather information about Trendsetter Tiles

· Take part in an online discussion on Accuracy

· Search for Trendsetter Tiles on the B&B online system.

· Practise selecting the correct customer from a list of records

· Check the payment history of Trendsetter Tiles

· Complete an activity to select appropriate things to say to a caller while payment history is being checked

Relevant competency and study resources 
Evidence folder items

Process low risk credit applications (ICTCC260)

· Information Accuracy

· Search Techniques

· Privacy

· Glossary of Terms

· B&B online process flow charts:

· Gathering Information

· Searching for Customer Records

· Checking Payment History

· B&B online forms:

· Application for Credit – Individual

· Application for Credit – Company/Business
Within their Evidence  folder on their personal drive, the learner will save:

· The completed Application for Credit form

· The Payment History screen

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Task 2 – Process application

Sandra has decided to proceed with Trendsetter Tiles’ application for a line of credit. The learner must:

· Determine a credit rating for Trendsetter Tiles

· Select the credit level and payment terms for Trendsetter Tiles, based on the credit rating

· Complete an activity to select appropriate credit ratings for various credit agency and internal credit scores

· Use a role play to practise dealing with a difficult call

· Take part in an online discussion on delivering bad news to a caller

· E-mail a dialogue script to their teacher on how to deal with Sandra if she didn’t agree to the credit terms offered

· E-mail suggestions to their teacher on ways of dealing with stress that they have found useful

Relevant competency and study resources 
Evidence folder items

Process low risk credit applications (ICTCC260)

· Credit Checking

· Consumer Credit Code

· Credit Difficulties

· Glossary of Terms

· OH&S Guidelines

· B&B online process flow charts:

· Determining Credit Rating

· Selecting Credit and Payment Terms

· B&B online charts and checklists:

· Credit Rating Calculation Chart

· Credit Terms Quick Reference Chart
Within their Evidence  folder on their personal drive, the learner will save:

· The ABC Credit Agency report

· The completed Credit Rating Calculation Chart

· The completed Credit Terms Quick Reference Chart

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Task 3 – Complete administrative arrangements

The application for Trendsetter Tiles has been processed.  Now there are some administrative tasks to complete.  The learner must:

· E-mail the Letter of Offer to their teacher for authorisation

· Send the authorised Letter of Offer to Trendsetter Tiles

· Record details of the line of credit terms

· Complete an activity to check their understanding of B&B for Busy Bodies’ obligations under the Privacy Act

Relevant competency and study resources 
Evidence folder items

Process low risk credit applications (ICTCC260)

· Glossary of Terms

· B&B online charts and checklists:

· Credit Documentation Checklist

· Record Keeping Checklist
Within their Evidence  folder on their personal drive, the learner will save:

· The authorised letter of offer

· The completed credit documentation checklist

· The completed record keeping checklist

The learner will then submit the contents of this directory to their teacher.

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 4 – Process basic customer account enquiries

Trendsetter Tiles is an existing corporate customer, Sandra, the company accountant, calls to query a conference centre charge that was on a recent bill. 

There are three tasks involved in helping Sandra:  

· Task 1: Clarify the customer’s enquiry

· Task 2: Provide information to the customer

· Task 3: Escalate a call

Task 1 – Clarify the customer’s enquiry

Sandra believes that B&B online have made a mistake and the learner needs to clarify this statement and establish the nature of her query.

To help Sandra, the learner needs to:

· Determine whether a mistake has been made

· Clarify the nature of the customer’s query

· View the customer’s bill to determine the item in question.

Task 2 – Provide information to the customer

As Sandra believes Trendsetter Tiles has been billed twice for the same item, the learner must clarify the item in question and establish how to resolve the problem.

To do this, the learner needs to:

· Place the customer on hold to find information

· Determine if the charge is correct or not, by referring to company policy

· Inform the customer of your findings and that the charge is correct

· Give the customer some choices as to how they can see this information for themselves.

Task 3 – Escalate a call

There will be situations where a call may need to be escalated to a higher authority and the learner must determine when this is the case.

To escalate a call, the learner needs to:

· Analyse comments from fellow workers on call escalation

· Take a phone call and decide whether escalation is required

· Correctly transfer the call to your team leader

Relevant competency and study resources 
Evidence folder items

Process basic customer account enquiries (ICTCC261)

· Contact Centre Newsletter Vol 1 issue 6

· B&B online billing procedure

· Call escalation email

· Escalation flowchart

· Call transfer memo
Within their Evidence  folder on their personal drive, the learner will save:

· Copy of the customer’s bill

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenarios – Certificate Level 3

Scenario 1 – Deploy customer service staff

The learner is working in the Contact Centre as an Acting Team Leader when they are asked to deploy a field operative to Rutherglen to inspect six new Bed and Breakfasts for possible inclusion in the B&B Online network. Later they need to redeploy the field operative to a more urgent task that arises.

This scenario contains 3 tasks

· Task 1: Deploy field staff to a job

· Task 2: Re-deploy field staff

· Task 3: Send a memo to field staff

Task 1 – Deploy field staff to a job

In this task the learner uses a Work Management System to dispatch a field operative to complete the inspections in Rutherglen. In completing this task, the learner must:

· Assess the urgency of the job and its likely impact on the resources of the enterprise.

· Select a field operative to deploy.

· Automatically dispatch the job using the Work Management System.

Task 2 – Re-deploy field staff

In this task the learner receives an urgent request to deploy a staff member to investigate a Bed and Breakfast that has been the subject of a complaint by an important customer.  All field staff are already deployed on the day this occurs.  In completing this task, the learner must:

· Decide which staff member if any should be re-deployed.

· Liaise with the staff members who will be affected by the re-deployment.

· Inform the field operative of the re-deployment.

· Update the Work Management System.

Task 3 –  Send a memo to field staff

In this task the learner is asked to write a memo to be sent to all field staff to remind them of the guidelines when inspecting Bed and Breakfasts.  In completing this task the learner must:

· Decide whether a memo is required.

· Redraft a memo to improve its tone.

· Discuss with other learners the possible impacts of poorly written memos.

Relevant competency and study resources 
Evidence folder items

Competency name (ICTCC331)

· Contact Centre News Volume 2 Issue 2


Within their Evidence  folder on their personal drive, the learner will save:

· Completed WMS Work Request

· Top three hints when liasing with people affected by a redeployment

· Completed WMS Work Request re-deploying Trevor to Wangaratta

· Completed WMS Work Request deploying Trevor to complete the job in Rutherglen

· Redrafted memo to all field staff

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 2 – Manage a major fault

The learner is working in the Contact Centre as an Acting Team Leader when they are informed that the Central Reservations System has gone down. This is a major fault as it will affect all clients of B&B Online and any customers who attempt to book on-line. The Centre Manager Steven Harvey asks the learner to manage this fault and the communication process for the Customer Contact Centre.  

This scenario contains 2 tasks

· Task 1: Respond to a major fault

· Task 2: Communicate with clients and customers

Task 1 – Respond to a major fault

In this task the learner is notified of a major fault affecting the central reservations system.  They are asked by the Centre Manager to manage the Contact Centre’s response to the fault.  In managing this fault for the Customer Contact Centre the learner must:

· Identify the nature of the fault and who it is likely to impact.

· Determine whether B&B Online is at risk of breaching contractual agreements because of the fault.

· Plan a temporary work around to minimise the risk of a breach of contract during the fault.

· Write a communication plan to inform clients and customers of the fault, and the work around.

· Present this plan to the Centre Manager.

Task 2 – Communicate with clients and customers

In this task the learner must communicate with clients and customers by email and over the phone both during and after the fault. This includes the following activities:

· Respond to customer comments and complaints over the phone during the fault.

· Email all clients and customers to notify them of the rectification of the fault.

· Call key clients and customers to notify them that the fault is rectified and to check that they are satisfied.

Relevant competency and study resources 
Evidence folder items

Competency name (ICTCC351)

· Reservations System Description

· B&B Online Client Agreement

· Major Fault Action Plan template

· Contact Centre News Volume 2 Issue 2
Within their Evidence  folder on their personal drive, the learner will save:

· Major Fault Action Plan

· Mr Razic call feedback

· Follow-up email

· Follow-up call keep, stop, start

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 3 - Process high risk credit applications

Sherlock Software Solutions have forwarded an application for credit to B&B Online.  The application is considered high risk and needs to be assessed carefully before a decision is made.    

There are four tasks involved in the credit application process:  

· Task 1: Assess a credit application

· Task 2: Decline a credit application

· Task 3: Resolve payment terms

· Task 4: Complete credit arrangements

Task 1 – Assess a credit application

The credit application must be carefully assessed, so the learner must view both B&B online customer records and the credit agency report to determine the risk of Sherlock Software Solutions.

To assess the application, the learner needs to:

· Determine the relevant customer information available from the B&B online system

· View the credit report and calculate an online credit score

· Discuss and resolve your credit findings with the customer

· Analyse comments by your staff on credit assessment issues

· Make the final assessment decision.

Task 2 – Decline a credit application

The decision to decline a credit application is difficult, so the learner needs to ensure that they explain the decision to the customer properly and look at possible alternative arrangements with them.

To discuss these details with the customer, the learner needs to:

· Analyse a CSO’s call to the customer informing them of the decline decision

· Discuss an alternative credit limit with the customer

· Seek approval for application outside of discretion

Task 3 – Resolve payment terms

When a credit application is approved, the payment terms need to be agreed to immediately, so the learner needs to negotiate these with the customer before doing anything else.  The learner also needs to be prepared for any problems that the customer may raise with them.

To arrange payment terms and handle customer problems, the learner needs to:

· Negotiate preferred payment terms with the customer and gain customer agreement

· Correctly escalate a customer complaint within policy guidelines.

Task 4 – Complete credit arrangements

Once the credit is approved, certain arrangements need to be made to complete the process.  This also involves conveying special terms and conditions, so the learner needs to make sure that the customer is fully aware of these terms and conditions.

To complete the credit arrangements, the learner needs to:

· Decide what type of documentation needs to be sent to the customer for signing

· Arrange for charge cards to be sent to the customer when our requirements have been complied with

· Look at various issues that can affect the monitoring of an account with new credit.

Relevant competency and study resources 
Evidence folder items

Process high risk credit applications  (ICTCC360)

· B&B online credit policy

· Contact Centre Newsletter Volume 1 issue 7

· Contact Centre Newsletter Volume 1 issue 9
Within their Evidence  folder on their personal drive, the learner will save:

· Sherlock assessment details

· Credit Rating Calculation Chart

· Credit Report analysis

· Heidi’s call transcript

· Credit approval email

· Letter escalation reasoning

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 4 – Manage payment default

Conquest Consultants wish to make a booking with B&B online, however it is found that they currently have an overdue bill from previous accommodation.  A decision needs to be made on what action to take with this customer in terms of further bookings and getting payment in full on the overdue amount.

There are three tasks involved in managing payment default:  

· Task 1: Identify and liaise with a customer in default

· Task 2: Negotiate payment

· Task 3: Complete the debt recovery process

Task 1 – Identify and liaise with a customer in default

When contact is made with a customer in default, the learner must ensure the issue of the overdue amount is a priority and other requests, such as further bookings, must be handled in unison with the default.  

To liaise successfully with a defaulting customer, the learner needs to:

· Determine that the customer is in default

· View the customer’s history to determine strategy

· Gain a firm payment promise from the customer.

Task 2 – Negotiate payment

Negotiating a payment promise from the customer is vital when a customer is in default, so the learner needs to get a comprehensive repayment schedule from the customer.  This then assists in monitoring payment. 

To negotiate payment, the learner needs to:

· Provide the customer with options for repayment

· Ensure agreement to the payments is provided by the customer

· Explain why recording the payment is important.

Task 3 – Complete the debt recovery process

Once a customer has reached the debt recovery stage and no payment has been made, the learner should ensure that the correct process is followed until the account leaves B&B online or payment is made.

To complete the debt recovery process, the learner needs to:

· Ascertain when the service to the customer should be cancelled

· Decide the order in which the debt recovery steps are taken

· Respond to customer attempts to delay the debt recovery process.

Relevant competency and study resources 
Evidence folder items

Process complex accounts, service severance and defaults (ICTCC361)

· Credit Management policy

· Contact Centre Newsletter Volume 1 issue 8
Within their Evidence  folder on their personal drive, the learner will save:

· Conquest default decision

· Payment arrangements analysis

· Booking risks analysis

· Informing customer of debt recovery

· CSO debt recovery feedback

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario – Certificate Level 4

Scenario 1 – Acquire product or service knowledge

In this scenario the learner receives an email from Steve Harvey, the Customer Contact Centre Manager.  Steve has requested that the learner views a product information table to identify products, services, key features, benefits, strengths and limitations of each B&B client. Steve has also requested a comparison with major competitors.

This scenario contains 3 tasks:

· Task 1: Building product knowledge

· Task 2: Developing user groups

· Task 3: Evaluating competitor products

Task 1 – Building product knowledge

Steve has made several requests in his email, and the learner has been asked to prioritise their work by developing a ‘To Do’ List.

When the ‘To Do’ List has been developed, the learner must then refer to the Product Information table to:

· Determine reliability and validity of the data 
The learner should discover that some of the data is unreliable.  In particular, Wondillagong Cottage at Yarra Glen, which is incorrectly star rated.  This should become evident when the facilities are matched to the rating.

· Define products and services of one chosen B&B
The learner can select any B&B from the Product Information table to complete this exercise.

· Define features and benefits of one chosen B&B
The learner can select any B&B from the Product Information table to complete this exercise.

· Determine strengths and limitations of one chosen B&B.
The learner can select any B&B from the Product Information table to complete this exercise.

The learner has been asked to use the Acquiring Product Knowledge template for documenting these findings. 

Task 2 – Developing user groups

 To develop a user group, the learner must build a customer profile by:

· Dividing customers into groups

· Determining how each group differs from the other

· Determining what products each group would use and why

· Listing four possible needs of each group

· Listing four possible wants from each group.

The learner is then asked to report on what they think would influence each profile group’s decision-making in selecting a B&B and offer suggestions on how the product that is offered at B&B for Busy Bodies could be improved.

Suggest that the learner use the points above as headings to the report and conclude the report with suggestions.

Task 3 – Evaluating competitor products

To build product knowledge further, the learner has been asked to evaluate competitors.  To do this the learner must:

 Find one competitor B&B (or equivalent size resort or motel) from each of the geographical locations in the Product Information table.  The Geographical locations are abbreviated to: 

WC – west coast, SC – south coast, CV – country Victoria, MP – Mornington Peninsula, DR – Dandenong, Yarra Valley ranges.

 To find a competitor, the learner has been asked to make a list of the many different sources available, that is the internet, media, accommodation magazines, and others.  When their list is complete, they should compare this with fellow learners and the document in the study resources.

 Identify features, benefits, strengths and weaknesses of the competitors chosen

 Document their findings using the Competitor Evaluation template.

Relevant competency and study resources 
Evidence folder items

Acquire product or service knowledge (ICTCC471)
· Contact Centre News, Volume 3, Issue 1

· How to prioritise your work

· Compare – How does this list compare to yours?
Within their Evidence  folder on their personal drive, the learner will save:

· To Do List

· Acquiring Product Knowledge

· Customer profile

· Competitor Evaluation

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 2 – Gather, collate and record information

In this scenario, the learner has been given a project brief from Peter Vargasi, the Marketing Manager. 

The project brief states that the goal of the project is to guide change and to determine the extent to which B&B for Busy Bodies customers and clients are satisfied with the service provided.

This scenario contains 3 tasks

· Task 1: Preparing a survey questionnaire

· Task 2: Preparing and conducting an interview

· Task 3: Compiling research data

Task 1 – Preparing a survey questionnaire

The project brief states that there are 3 deliverables.  The first deliverable is the preparation of a survey questionnaire aimed at prospective corporate customers.  That is, companies who do not currently use B&B Online for booking their bed and breakfast accommodation.

To develop a survey questionnaire, the learner must:

· Establish a goal for the survey

· Identify the survey audience

· Correctly layout the survey document

· Develop survey questions.

Task 2 – Preparing and conducting an interview

The second deliverable in the project brief is the preparation of an interview to determine the level of satisfaction with the contact centre by the bed and breakfasts that are registered with B&B Online.

To do this, the learner must:

· Prepare an interview plan that clearly states the objective of the interview

· Develop a set of relevant questions

· Test the interview with at least four fellow learners, and ask each to provide feedback

· Develop a checklist for pre-testing the interview questions.  The learner should refer to the Contact Centre News Volume 3, Issue 2 to find information for their checklist.

Task 3 – Compiling research data

The third deliverable in this scenario requires the learner to enter the data from an existing customer service survey into an Excel spreadsheet so the information can be displayed graphically using charts and/or tables.  The learner has also been asked to make sure the data remains confidential by being stored correctly and to ensure that the 10 National Privacy Principles of the Privacy Act have been adhered to.

To do this, the learner must:

· Prepare an Excel spreadsheet and enter the figures from the customer service survey

· Create a pie chart to display any trends.  
When the learner develops a graphical chart of the figures, it will become apparent that:

· the accounts department needs urgent improvement

· meals at the B&Bs are excellent

· overall professionalism, telephone manner and efficiency is good (except for Accounts)

· there is a need for more B&Bs in wine growing areas

· the Account Managers serve their customers very well

· Using the email template, prepare an email to Peter Vargasi that recommends correct and confidential storage of data and alerts Peter to breaches of the Privacy Act.

For the purpose of this exercise, the requests in the project brief have obvious breaches of the 10 NPPs of the Privacy Act that the learner should discover.  These are under the sub heading Project Assumptions and include:

· Design the questionnaire, and where possible the interview, to avoid anonymity.  

· It is imperative that all survey results include the name and address of individual participants for follow-up and direct mail opportunities.

· The results of all surveys should be stored on the company Intranet to ensure all staff have unlimited access.

Relevant competency and study resources 
Evidence folder items

Gather, collate and record information (ICTCC472)

· Contact Centre News, Volume 3, Issue 2

· Establishing a goal for the survey

· Identifying a survey audience

· Designing survey layout and writing questionnaires

· Planning the interview

· Designing and developing an interview

· Testing the interview

· Using Excel to compile your data
Within their Evidence  folder on their personal drive, the learner will save:

· B&B for Busy Bodies Customer Survey

· B&B for Busy Bodies client interview

· Pre-test checklist and feedback

· Customer Service Survey Excel worksheet

· Email regarding privacy act breaches

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

Scenario 3 – Analyse information

In this scenario, the learner has been advised that B&B for Busy Bodies has not captured as much of the market as anticipated and the learner has been asked to determine why sales growth has been poor.  Information will be determined from an existing survey titled Market Capture Research.  This survey’s data has not been analysed and it is the learner’s task to do this.

This scenario contains 4 tasks

Task 1: Identifying information to analyse

Task 2: Determining necessary information

Task 3: Interpreting information

Task 4: Reporting analysis outcomes

Task 1 – Identifying information to analyse

The learner will be introduced to research terminology and research methods in this task.  To become familiar with the terminology the learner has been asked to do their own research using the suggested web site and by reading the study resource provided (Contact Centre News, Volume 3, Issue 3).

To test their knowledge, the learner must do the activity by dragging the phrase and dropping it underneath the correct term.

Task 2 – Determining necessary information

In this task the learner is asked to study the Market Capture Research document to see if there is any unnecessary information.

The Market Capture Research document has been prepared to include information that is not necessary to achieve  the objective of the survey.  

The learner must:

· Become familiar with the survey’s objective

· Study the market research capture document to see if it includes any information that is not necessary to reach the survey’s objective

· Visit the web site and study information regarding archiving of data

· Document in an email to Peter Vargasi 

· any unnecessary information that they have found 

· provide an explanation as to why they think this information is unnecessary or may sway the result

· why it will not add benefit to the findings of the analysis

· how the data should be archived for future reference.  

· The learner should use the email template provided and save the email in their evidence folder.

For the purpose of this exercise the following information in the market capture research document should be reduced by the learner and considered unnecessary:

· Point 6.
Where do you see your future requirements?

Corporate downsizing
Growth in female senior management
Increased use of e-commerce
Outsourcing 

· Point 7.
Some information about you

Annual Turnover
Number of employees
Category of Business

Task 3 – Analysing and interpreting information

In this task the learner has been asked to analyse the market capture research document to determine if any of the information it holds is based on predictions, estimates, inferences or fallacies.

To do this the learner must:

· Study the document and look for compatible, not contradictory presentation of information

· Determine whether the survey is clear in its intent and consistent with its questions.

· Make a list of any inferences, fallacies, generalisations, extremes, non sequiturs or red herrings found in the market capture research document.

· Make a list of any fallacies that relate to the learner’s own workplace.

· Document their findings as workplace assumptions.doc in their evidence folder.

Within the text describing the activities for this task, the learner has been given examples to help them find realistic answers.  For the purpose of this exercise the following information in the market capture research document may be regarded as being inconsistent, contradictory or a generalization, which could also lead to fallacies and inaccurate predictions:

· Point 6.
Where do you see your future requirements?
Corporate downsizing 
Growth in female senior management 
Increased use of  e-commerce
Outsourcing of corporate development requirements 

· Point 7.
Some information about you
Annual turnover
Number of employees
Category of Business


Task 4 – Reporting analysis outcomes

In this task, the learner has been asked to prepare an analysis report that addresses why B&B for Busy Bodies has had poor sales growth as indicated by the survey’s outcome.

The learner must:

· Use the Analysis Report template to prepare their report

· Make a recommendation for change

· Use graphics, charts and text to display and discuss their findings

· Show proficiency by using Excel to analyse the figures from the Market Capture Research document to prepare graphs and charts.

· Save the completed report in their Evidence folder.

For the purpose of this exercise, the learner should determine that the survey has revealed strong findings that:

· More B&Bs are needed in wine growing areas

· Less B&Bs required in and around central business district

· Better conferencing facilities needed

· After conference facilities, the standard of accommodation and meals are of next importance

· B&Bs are used the most for standard business accommodation and professional team building exercises.

Learners should also suggest change in areas that are being under-utilised.  For example, the facilities are rarely used as an employee reward.  This could create a marketing opportunity for encouraging use in this area.

Relevant competency and study resources 
Evidence folder items

Competency name (ICTCC473)
· Contact Centre News Volume 3, Issue 3


Within their Evidence  folder on their personal drive, the learner will save:

· Activity to define analysis terms

· Email to Peter Vargasi regarding reducing information and archiving data

· Survey Consistency

· Workplace assumptions

· Analysis report

The above may not be sufficient to determine competency and additional tasks/activities may be required by the RTO to asess the learner’s competency.

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

· Changing Tools

File Structure

The following image indicates the directory structure for the toolbox.
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The following table indicates the files contained in each subdirectory of the Toolbox.

Subdirectory
Material stored in folder

competencies
These are the ANTA competencies covered by this toolbox

documents
These are all the Word documents contained in the Toolbox

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

images
All global graphic images (images used only in specific scenarios or resources are stored in image subfolders within the relevant scenario or resource folder)

intranet
These files make up the content of the B&B online intranet.

Library
A Dreamweaver generated folder which contains images and phrasing which is used repeatedly throughout the site

orientation
All the files associated with the Orientation

resources
These are the files that make up the by competency resource menus.  Learners would use these to access resources by competency.

scenarios
All the files associated with each scenario including the Client Menu, Your Client, Your Task and the virtual environment screens.

style
All style sheets for the site (except “gee whizz scroller’ style sheet)

Templates
Various templates used by the developer to create the virtual environment screens

Credits.htm
This is the credits information accessed from the index page

Disclaimer.
This is the disclaimer information accessed from the index page

Home.htm
index.html
The home page for the hairdressing toolbox

install.txt
Start up requirements and installation information

Various files in root directory
Various files used to check that the user has the correct software for running 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 Tools

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

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

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 HTML files 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: image5.png]


 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 working and leadership in a Customer Contact Centre.  If you would like learners to focus their learning on one or a limited number of competencies, then it is best provide learners with implicit instructions for accessing the relevant scenarios, tasks and resources.  

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 are teaching, you can do this by deleting the relevant links and files.  Please note, however, that before deleting any links or files, you have a back-up version of the Toolbox available so you can replace any deleted files or links for future requirements.

Deleting Links

You can constrain the resources that learners can access by deleting links.  To do this you need to:

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

· cert_scenario.htm.  There are three of these files within the Toolbox, one for each competency.  They can be found in the scenarios folder under cert2, cert3 and cert4. 

· All the files within the resources folder.

· The index page for the intranet, index.html, which  can be found in the intranet folder.

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 documents 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 Customer Contact Centre 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, containing problems to solve or tasks to complete and various resources 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:

· 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 Development Projects, Tasks, “Try This” Activities and content resources provided in the Toolbox and change or customise them according to your needs.  

· Also decide which Tasks and “Try This” 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:

· Giving feedback in an online environment

· Facilitating online discussions within a Breakout Room

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 or via the Breakout Room.

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 within the Breakout Room

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.

· 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 groups within the Breakout Room

In this Toolbox the discussion groups are accessed through the Breakout Room.  The learner is introduced to the Breakout Room in the Before You Begin 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 Section 2: - The Key Result Areas / Development Projects) 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 (for example when learners are first posting responses in the Breakout Room), 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.

Regularly monitoring the Breakout Room to ensure that questions are answered within a reasonable time.

Guidelines for Facilitating Team Work in an Online Environment

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 Customer Contact Centre 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.

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

Appendices

Appendix 1: Scenarios, Tasks and Competency Elements

Certificate 2

Client
Scenario
Tasks
Competency Elements

Scenario One
Follow OH&S policy and procedures

The OHS Manager visits the learner’s team meeting and asks the team to make a special effort to follow procedures to identify hazards etc.
Identify hazards and control risks

Deal with accidents and participate in OH&S Management
1.1/1.2/1.3

2.1/2.2

Scenario Two
Receive and action customers fault reports

A client calls to report that the Reservations system is down.  To assist the client the learner will need to complete a fault report and forward it to a technician.  When the fault is rectified the records will need to be updated.
Receive and analyse the fault report

Resolve the client’s difficulties

Update fault records
1.1/1.2/1.3/1.4/1.5/1.6/1.7/1.8

2.1/2.2/2.3/2.4

3.1/3.2/3.3/3.4

Scenario Three
Process low risk credit applications

Sandra from Trendsetter Tiles calls, to apply for a line of credit with B&B for Busy Bodies.


Answer the call

Process application

Complete administrative arrangements
1.1/1.2/1.3/1.4

2.1/2.2/2.3/2.4/2.5/2.6/3.6

3.1/3.2/3.3

Scenario Four
Process basic customer enquiries

Sandra from Trendsetter Tiles believes they have been charged twice for Conference Centre usage.
Clarify the customer’s enquiry

Provide information to the customer

Escalate a call
1.1/1.2/1.3

2.1/2.2

2.3/2.4

Certificate 3

Client
Scenario
Tasks
Competency Elements

Scenario One
Deploy customer service staff

A field operative is deployed to inspect six new prospective B&Bs.  Later they need to redeploy to a more urgent task.
Deploy field staff to a job

Re-deploy field staff

Send a memo to field staff
1.1/1.2/1.3/1.4

2.1/2.2/2.3

3.1/3.2/3.3/3.4/3.5

Scenario Two
Manage a major fault

The Reservation system has failed which will affect all clients.  The learner is asked to manage this fault and the communication processes involved in advising clients and customers.
Respond to a major fault

Communicate with clients and customers
1.1/1.2/1.3

2.1/2.2/2.3/2.4

3.1/3.2/3.3/3.4/3.5/3.6

4.1/4.2/4.3/4.4

5.1/5.2/5.3/5.4



Scenario Three
Process high risk credit applications

Sherlock Software Solutions have forwarded an application for a $10,000 Line of Credit.


Assess a credit application

Decline a credit application

Handle application difficulties

Complete credit arrangements
1.1/1.2/1.3/1.4/1.5

2.1/2.2/2.3

3.1/3.2

4.1/4.2/4.3/4.4/4.5

Scenario Four
Manage payment defaults

Des from Conquest Consultants has called to make a booking, however it is found that they have a 60 day overdue bill that need to be followed up.
Identify and liaise with a customer in default

Negotiate payment

Complete the debt recovery process
1.1/1.2/1.3/1.4/1.5/1.6/1.7

2.1/2.2/2.3/4.3

3.1/3.2/3.3/3.4/4.1/4.2



Certificate 4


Scenario
Tasks
Competency Elements

Scenario One


Acquire Product or Service Knowledge

Using a product information table the learner identifies products, services, features, benefits, strengths and limitations for B&B for Busy Bodies and major competitors


Building Product knowledge

Developing user groups

Evaluating competitor products
1.1   1.2   1.3   1.4   

2.1    2.2    

3.1    3.2    3.3    3.4      

Scenario Two
Gather, collate and record information

Using details from a project brief, the learner prepares a survey questionnaire, prepares and conducts an interview and compiles research data to problem-solve, assess needs and customer satisfaction.
Preparing a survey questionnaire

Preparing and conducting an interview

Compiling research data
1.1    1.2    1.3

2.2

3.1    3.2    3.3

4.1    4.2    4.3    4.4

5.1    5.2    5.3   

6.1   6.2    6.3

Scenario Three
Analysing information

Using a recent survey, the learner analyses the data in this survey using standard research methodology and interpretation.
Identifying information to analyse

Determining necessary information

Interpreting information

Reporting analysis outcomes
1.1    1.2   1.3   1.4

2.1   2.2   2.3

3.1   3.2   3.3   3.4   3.5   3.6   3.7   3.8



















