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Introduction

Purpose

The Teacher's Guide is a resource that provides you, the teacher or trainer, with information and advice on how to get maximum value from this Financial Services Toolbox. Where the term ‘teacher’ is used, it refers to University and TAFE teachers and industry trainers.

The Teacher's Guide contains four main sections:

1. Toolbox overview

2. Organising structure and content

3. Customising the Toolbox

4. An Introduction to online learning.

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

Section 1: Toolbox overview

Introduction

Qualifications supported

“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)

This Toolbox provides learning materials supporting ten competencies. Two of these ten competencies have been specifically designed to meet the requirements for Tier II accreditation under the Financial Services Reform Act. 

Competencies covered by this Toolbox are listed below.

	Competency Codes
	Competency Units

	FNSASIC301A
	Establish client relationships and analyse needs

	FNSASIC302A
	Develop, present and negotiate client solutions

	FNSICACC302A
	Administer financial accounts

	FNSICPRO402A
	Match financial products to customer needs

	FNSICPRO401A
	Develop and maintain in-depth knowledge of products and services used by your organisation or industry sector

	FNSICSAM401A
	Sell financial products and services

	FNSICIND301A
	Work in the financial services industry

	FNSICGEN301A
	Communicate in the workplace

	FNSICGEN302A
	Use technology in the workplace

	FNSICGEN304A
	Apply health and safety practices in the workplace


Target Audience

The competencies covered in this Toolbox are aimed at a broad range of learners in the Financial Services sector such as: Tellers, Customer Service Officers and other frontline staff. The content aims to be generic across sectors, and suitable for learners prior to specialisation in, for example, credit management or superannuation.

The audience will range from students studying at a Registered Training Organisation (RTO) to those who have sought employment directly in the Financial Services sector and who have obtained varying degrees of industry experience. More experienced staff may also be part of the target group as they seek entry to recognised qualifications or need to formally upgrade their skill base in line with regulatory requirements. 

The content underlying the competencies tends to be operational and administrative and is not conceptually difficult. However, learners must be fluent in English, confident in using a PC or Mac and in accessing the Internet.

Navigating the Toolbox
The Toolbox is set in a fictitious company called Virtual Financial Services (VFS hereafter).The learner plays a number of roles within this company and through playing these roles, the learner develops evidence of competence in the units supported.
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Learning materials
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Your project

Your project tells the learner how to complete the workplace interaction and comprises three parts:

1. Overview – This section sets the scene for the project to be completed. 

2. Your tasks – This section details the specific tasks comprising the project and the resources needed from their work environment to complete those tasks. Each of these tasks is assessable.

3. The client – This section simulates stakeholder interactions and allows the learner to receive information from fictitious stakeholders involved in the project. Usually this is a client of VFS, but it can also be their manager or a colleague. This information is received through conversations with stakeholders, emails, financial statements and other similar resources.
Your work environment

The learner must complete their project using the resources available within their work environment. Your work environment comprises three parts:

1. VFS intranet – This section simulates the VFS company intranet and provides the information needed to complete each task. It includes resources such as company policies, procedures and product information.

2. Learning Opportunities – This section provides access to resources that assist learners to develop the underpinning skills and knowledge required to undertake the project. It includes:

· Short courses – These are brief online courses covering various skills and knowledge needed to undertake the tasks.

· Ask a colleague – These are brief pop-up advice items from fictitious colleagues and experts offering opinions on a specific aspect of work practice. 

· Website links – These are links to websites offering opportunities to gather additional information.

3. Communication – This section provides opportunities for learners to discuss issues relating to each task with their peers. It occasionally forms part of a task.

Learner support

There are a range of mechanisms provided to support learners and teachers.

Toolbox level

At the Toolbox level, the Toolbox is supported as follows:

· Teacher guide – this resource provides support to teachers wanting to integrate the Toolbox into their teaching. It can be used as a source of instruction, strategies and tips for using the Toolbox.

· Technical requirements – this resource details the hardware and software required to use the Toolbox. It can be used to guide teachers and learners in installing and customising the Toolbox.

Collection level

At the collection level, the following support resources are available:

· About the competency – this resource provides copies of the competency units covered by the collection. It can be used as a source of detailed information on the competencies underpinning the collection, to guide learners in compiling evidence of competence and guide teachers in assessing competence.

· First time users – this resource orients first time learners on how to use the Toolbox. It provides an introduction to Virtual Financial Services, guidance on navigating around the Toolbox and on developing an evidence folder. The importance of completing this orientation should be stressed to learners. 

· Learning plan – this resource details the sequence of tasks and the resources needed to complete each task. It can be printed by the learner and used to guide and schedule their learning or as a completion checklist. The importance of using this learning plan should be stressed to learners.

· Resources – this function lists and provides links to, the full list of learning resources from all the collections. It can be used to sort and access these resources by type, by name and by competency unit. It offers a means for teachers to specify discrete learning resources for learners to access.
· Glossary – this function provides definitions for terminology used in the Toolbox. It can be used to clarify the meaning of terms, acronyms and jargon that appears in the Toolbox.

· Help – this function provides access to the material presented in First time users. It can be used to provide just-in-time technical help for learners who are lost or stuck.

Workplace interaction level

At the workplace interaction level, the following support resources are available:

· Mentor – This resource provides questions a learner is likely to ask about the project and directions to resources that can answer those questions. It can be used to provide just-in-time content help.

· Resources, Glossary and Help, described above; are available from the global navigation bar in all screens at the workplace interaction level.

Underpinning ideas

A number of ideas about learning underpin this Toolbox. Each of these is detailed below.

Accessible learning

The learning materials are accessible with:

· materials meeting W3C priority 1 accessibility guidelines

· materials meeting SCORM 1.2 interoperability standards

· screen text (not text in graphics) correctly resizing if a learner’s browser is set to larger font sizes
· screens vertically resizing in response to different screen resolutions
· the Toolbox being fully accessible with a screen reader

· text alternatives being provided for all key content

· text alternatives being provided for all images

· keyboard equivalents being provided for all functions.
For more details, see Appendix 1 – Development standards.

Authentic learning

The learning approach is made authentic by:

· being based on a realistic fictitious company (VFS)

· requiring the learner to play a number of roles within this company including a new employee being inducted, a branch based teller and a service representative in a customer contact centre

· requiring the learner to undertake meaningful tasks simulating real life workplace activity

· simulating various aspects of VFS including a company intranet and interactions with key stakeholders such as conversations with clients, receiving emails and opportunities to ask experts.

Collaboration-enhanced learning

The learning approach is enhanced with:

· collaboration functionality designed to link into an asynchronous collaboration environment (such as a noticeboard) of your choice

· tasks incorporating collaboration activities requiring peer-to-peer collaboration

· extensive strategies and tips in this Teacher guide on how to encourage and manage collaboration based learning.

Discovery-based learning

The learning approach is discovery-based in that it:

· offers a wide range of resource types such as those in the VFS intranet including information about the company and its people

· encourages learners to develop their own frames of reference for the resources available by not telling them how they should use them or what to look for. Rather, learners are given the opportunity to actively explore resources for the purpose of solving problems

· expands the learning domain through website links enabling learners to broaden and deepen the scope of their learning.

Flexible learning

The learning approach is made flexible by:

· allowing learners to determine what and when learning activities and resources are accessed

· providing a learning plan based on an incremental learning sequence should learners desire a more structured approach

· providing a range of learning resources including short courses, website references, policies and procedures, which offer a range of experiences suitable to different learning styles

· providing a range of experiences incorporating text, audio, graphics and interactions and offering a range of experiences suitable to different learning styles

· offering a ‘sort by’ function for all learning resources enabling them to be viewed and accessed by type, competency unit and name.

Motivated learning

The learning approach motivates learners by:

· using real life workplace tasks in a simulated environment

· encouraging self-directed learning, by allowing learners to choose how, when and where they learn

· offering a visually attractive, engaging multi-media learning experience.

Problem-based learning

The learning approach is problem-based in that it:

· focuses on workplace tasks, each of which presents a situation or issue requiring a solution
· invites learners to develop the underpinning skills and knowledge needed to ‘solve’ each task

· requires learners to analyse the information gathered from client interactions, fictitious colleagues and resources and then to make judgements about this information in order to develop a solution.

Scaffolded learning

The learning approach is scaffolded with:

· learner-initiated support allowing learners to control when and how much scaffolding they require

· numerous resources supporting the learner at the Toolbox, collection and workplace interaction levels including orientation, help and glossary 
· a mentor function supporting each project with the answers to typical learner questions

· activities throughout the short courses offering learner feedback

· tasks incorporating collaboration activities that offer learners peer feedback and support opportunities.

Competency-based assessment

The assessment approach is based on:

· the completion of tasks which contribute to the learner’s evidence folder, demonstrating competence to the teacher or assessor
· indicating that a task is assessable with an Evidence Point icon displaying in the Your Task section
· providing opportunities for informal assessment of participation in online discussions 
· being flexible enough to provide opportunities for the development and integration of additional assessment tasks to enhance or replace those provided.

Getting Started 

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

	Task Description
	Completed

	Be familiar with the content

Familiarise yourself with the content of the collection selected:

· explore the way the workplace interactions operate

· familiarise yourself with the key resources & VFS intranet items

· read the tasks and the associated evidence items for each workplace interaction

· check all links, especially those to external websites.
	

	Set up an online bulletin board

Organise an area of your institution’s online Bulletin Board facility for online discussions. 

This area should include:

· the discussion topics for each workplace interaction

· discussion items added including all questions specified in the Toolbox

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

	Set up the discussion group

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.
	

	Set up a printer

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.
	

	Set up evidence folders on the network

If you require access to learners’ Evidence folders, set up an Assessment folder which all learners can access on the network. 
	

	Ground rules for Bulletin Board use

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.
	

	Organise online availability

Regularly schedule and distribute times that you will be available online. This will encourage learners to take online learning seriously.
	


Section 2: Organising structure and content
Overview of structure

This section breaks the Toolbox down by the tasks and resources within each of the collections; Induction, Establish client relationships, Financial accounts and Apply product knowledge.

The purpose of this breakdown is to give the teacher:

· an overall sense of the learning experience

· a high level understanding of the relationships between each task and its associated resources

· the means to make judgements about the suitability of tasks and resources to the target audience

· the means to make judgements about the different kinds of learning resources available in each collection

· an easy way to scan the available learning resources and select discrete resources for a custom approach.

Collection 1 – Induction

This collection provides workplace interactions supporting the following competency units:

· FNSICIND301A - Work in the financial services industry

· FNSICGEN301A - Apply health and safety practices in the workplace

· FNSICGEN302A - Use technology in the workplace

· FNSICGEN301A - Communicate in the workplace.
This collection includes the following workplace interactions:

1. Day one - Learn about the financial services industry

2. Day five - Work in a healthy and safe environment

3. Day ten - Use technology at work

4. Day fifteen - Communicate with colleagues and clients.

Day one: Learn about the financial services industry

	Description:
	You’re new to working in a financial services organisation and it is day one on the job. Tony, your manager, has given you a guided tour of the office and introduced you to the staff. 

Before you begin work at VFS, Tony wants you to learn about the financial services industry, codes of practice and legislation governing what you must do and must not do on the job. He wants you to use VFS resources to familiarise yourself with these.

	Tasks/Evidence
	What learners do

	Task 1: Write one to two paragraphs in response to each of the case studies in the task document.
	Visit VFS intranet and explore the information about VFS products and procedures.

	· 
	Go to Learning Opportunities and complete the short courses:

· FSRA overview

· learning about the economy

· financial markets

· code of banking practice

· insurance markets

· trade practices legislation

· insurance code of practice

· financial transaction reports act

· the privacy act & principles.

	· 
	Open Communication and discuss:

· how employees can ensure their actions are legal

· what to do if you’re not sure if an action is legal.

	· 
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Day five: Work in a healthy and safe environment

	Description:
	It is your fifth day at VFS and you have been told you need to receive Occupational Health and Safety Training (OHS). In the lunchroom you remark that this seems unnecessary for work in an office. 

Three colleagues disagree with you and respond with stories about incidents that happened at VFS and in previous jobs. 

You need to learn about OHS, the VFS OHS policy, and how they will affect your work at VFS.

	Tasks/Evidence
	What learners do

	Task 1: Answer some questions on first aid, accident reporting and hazard identification.
	Visit Your Colleagues and:

· Read Devon’s story.

	
	Visit VFS intranet and read the following procedures:

· obtaining first aid

· accident/incident reporting

· identifying hazards.

	
	Visit these websites to identify hazards:

· comcare

· national OHS commission

· unionsafe.

	
	Open Communication and discuss:

· hazards in a financial services organisation like VFS, or

· the hazards in your workplace.

	
	Open Your tasks and complete the task.

	Task 2: Answer some questions on chemical storage and manual handling.

Demonstrate the correct lifting technique and the correct customisation of a computer workstation.
	Visit Your Colleagues and:

· Read Annabel’s story.

	
	Visit VFS intranet and read the following procedures:

· electrical and chemical hazards

· manual handling and lifting

· computer workstations.

	
	Go to Learning Opportunities and complete the short courses:

· lifting technique

· workstation setup.

	
	Open Your tasks and complete the task.

	Task 3: Explore your workplace or learning facility and identify the answers to a series of questions about emergency procedures and roles.
	Read Sharna’s story in Your colleagues.

	· 
	Visit VFS intranet and read the following procedure:

· emergencies.

	· 
	Open Your tasks and complete the task.

	Requirements:
	The learner will need access to information about the local emergency procedures, an item to lift, a computer workstation with adjustable chair and a supervisor to observe lifting technique and workstation customisation. The learner will also need access to the Internet.


Day ten: Use technology at work
	Description:
	It’s your tenth day on the job and your manager suggests that it is time you became familiar with the equipment you will be using in your work at VFS. 

He asks you to seek assistance from your colleagues to use each piece of equipment in the office and also to ask their advice on the Internet sites they find most useful in their work.

	Tasks/Evidence
	What learners do

	Use several items of office equipment. Ask a supervisor to observe you completing each activity on the checklist and get their signature for each activity.
	Visit Your Colleagues and:

· read or listen to your manager.

	· 
	Open Communication and discuss:

· other equipment in your office.

	· 
	Open Your tasks and complete the task.

	Write a report on the four websites and answer a question relating to permissible Internet use at VFS.
	Read or listen to each of your colleagues’ advice about useful websites in Your colleagues.

	· 
	Visit these websites to complete the task activities:

· Australian Tax Office (ATO)

· Financial Planning Association (FPA)

· Australian Securities Investments Commission – FIDO (ASIC)

· Centrelink
· Google.

	· 
	Open Communication and discuss:

· useful financial services websites.

	· 
	Visit VFS intranet and read the following policy:

· internet usage.

	· 
	Open Your tasks and complete the task.

	Requirements:
	The learner will require the support of a colleague or supervisor to learn how to operate and maintain office equipment. The learner will also need access to the Internet.


Day fifteen: Communicate with colleagues and clients

	Description:
	It is your fifteenth day on the job at VFS and your manager asks you to sit with a senior Customer Service Officer (Helen) and learn from her today. 

Helen tells you about a recent communication breakdown that affected a client. She asks how you would react in similar circumstances.

You need to explore the issues around communicating effectively in the workplace.

	Tasks/Evidence
	What learners do

	Answer a series of questions about the communication breakdown and how it could have been avoided.
	Visit Your Colleagues and:

· read or listen to the three incidents that occurred in the branch.

	· 
	Visit VFS intranet and read the following policy:
· internal communication.

	· 
	Go to Learning Opportunities and complete the short course:

· communicating effectively.

	· 
	Go to Learning Opportunities and ask a colleague about:

· writing account notes.

	· 
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Collection 2 - Establish client relationships

This collection provides workplace interactions supporting the following competency unit:

· FNSASIC301A- Establish client relationships & analyse needs.

This collection includes the following workplace interactions:

1. Ian - Income protection insurance inquiry

2. Mary - Cheque clearance complaint

3. Tina - Savings inquiry.
Ian - Income protection insurance inquiry

	Description:
	You are a qualified Tier 2 teller working in a VFS branch.

Ian has approached your counter with an inquiry about income protection insurance. Does VFS sell income protection insurance? As a Tier 2 teller, how much are you able to tell Ian?

Assisting customers with product queries can be complicated because you need to understand the product category, product features and the rules affecting giving advice to customers.

	Tasks/Evidence
	What learners do

	Answer a series of questions about providing financial advice and about VFS Income protection insurance.


	Visit The client and:

· read the first part of the conversation.

	
	Go to Learning Opportunities and complete the short courses:

· Financial Products

· Financial Advising.

	
	Visit VFS intranet and read the following product description:

· VFS Income Protection Insurance.

	
	Open Communication and discuss:

· appropriate questions to determine Ian’s knowledge of financial products.

	
	Open Your tasks and complete the task.

	Identify whether Ian is requesting information or advice, determine what you can do to assist Ian and record what you will say to him.
	Visit The client and:

· read the second part of the conversation.

	
	Go to Learning Opportunities and complete the short course:

· relationships and needs.

	
	Visit VFS intranet and read the following procedure:

· advising and referring.

	
	Open Communication and discuss:

· products offered by VFS that may be of use to Ian, or

· limits on the risk products advice Tier two staff can give to Ian.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Mary - Cheque clearance complaint

	Description:
	You are a qualified Tier 2 Service Representative in the Customer Contact Centre at Virtual Financial Services. You have completed training on Non-cash payment facilities. Mary has called with a complaint about the late clearance of a cheque.

Handling complaints requires a range of skills and knowledge. You need the communication skills to establish rapport with the customer and make them feel they have been heard. You also need to know the VFS procedure for resolving disputes.

	Tasks/Evidence
	What learners do

	This task will require you to participate in a simulated conversation with Mary. At the end of the simulated conversation you will record the communication techniques you used in responding to her complaint.
	Visit The client and:

· read the first part of the conversation.

	
	Visit VFS intranet and read the following policy:

· client disputes.

	
	Open Communication and discuss:

· the best way to respond to this complaint.

	
	Open Your tasks and complete the task.

	Answer a series of questions about the VFS dispute resolution procedure and the requirements of the Code of Banking Practice in relation to disputes.
	Visit The client and:

· read the second part of the conversation.

	
	Go to Learning Opportunities and complete the short course:

· code of banking practice.

	
	Visit VFS intranet and read the following procedure:

· dispute resolution.

	
	Open Communication and discuss:

· if skilled frontline staff should refer complaints to their manager.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Tina - Savings inquiry

	Description:
	You are working as a qualified Tier 2 Customer Service officer in a branch when Tina approaches and asks you for assistance in saving for her daughter's wedding. You might already have a product in mind that would help Tina. However, in order to provide sound financial advice you will need to know more about Tina's:

· financial circumstances

· needs and goals 

· risk tolerance, and 

· expectations about accessing her money.

Only when you have gathered this information, are you able to generate a client profile that will guide your recommendation.

	Tasks/Evidence
	What learners do

	Analyse the transcript of the conversation with Tina and identify the types of questions used to gather information about her needs. You will also write some alternative questions that could have been used.
	Visit The client and:

· read the first part of the conversation

· read Tina’s Transaction Account statement.

	· 
	Go to Learning Opportunities and complete the short course:

· relationships and needs.

	· 
	Go to Learning Opportunities and ask a colleague about:

· rapport building.

	· 
	Open Communication and discuss:

· further questions to ascertain Tina’s needs, or 

· anything you would do differently when interviewing Tina, or 

· the communication skills used to build rapport with Tina.

	· 
	Open Your tasks and complete the task.

	Develop a client profile for Tina based on the conversation transcript in The client.
	Visit The client and:

· review the conversation.

	
	Visit VFS intranet and read the following procedure:

· developing a client profile.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Collection 3 - Financial accounts

This collection provides workplace interactions covering the following competency unit:

· FNSICACC302A- Administer financial accounts.

This collection includes the following workplace interactions:

1. Rob – A deposit and more

2. Jack – Querying an account fee

3. Emily – A withdrawal.
Rob – A deposit and more

	Description:
	You are a Tier 2 qualified teller at a VFS branch.

Regular client Rob Nissan comes in to deposit a cheque and some cash into his credit card account. While chatting, he tells you he has just shifted house. In order to assist Rob you will need to follow the procedure to deposit a cheque. You will also need to identify another opportunity to assist him.

	Tasks/Evidence
	What learners do

	Use a mock VFS system to accept a client deposit according to the VFS procedure.
	Visit The client and:

· read the first conversation with Rob

· view the deposit slip, credit card, cheque and cash Rob has presented.

	· 
	Visit VFS intranet and read the following procedure:

· accepting a customer deposit.

	· 
	Go to Learning Opportunities and complete the short course:

· client account basics.

	· 
	Open Your tasks and complete the task.

	Change a client address using a mock VFS system and following the VFS procedure.
	Visit The client and:

· read the second part of your conversation with Rob

· view the envelope Rob has presented.

	· 
	Visit VFS intranet and read the following procedure:

· change client address.

	· 
	Go to Learning Opportunities and complete the short course:

· client account basics.

	· 
	Open Communication and discuss:

· when to act on client information.

	· 
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Jack – Querying an account fee

	Description:
	You are a Tier 2 qualified VFS Customer Service Officer.

Jack, a 16 year-old boy, comes to your counter and nervously complains that he was charged a $30 fee for overdrawing his account. In order to assist Jack you will need to determine whether an account adjustment is justified and if necessary make the adjustment.

	Tasks/Evidence
	What learners do

	Determine whether an adjustment is warranted and to document the reasons for your decision.
	Visit The client and:

· read the first part of your conversation with Jack

· view Jack’s account statement.

	· 
	Visit VFS intranet and read the following policy:

· client disputes.

	· 
	Go to Learning Opportunities and complete the short course:

· client account basics.

	· 
	Go to Learning Opportunities and ask a colleague about:

· account adjustments.

	· 
	Open Your tasks and complete the task.

	Complete an account adjustment using a mock VFS system and following the VFS procedure.
	Visit The client and:

· refer to Jack’s account statement.

	· 
	Visit VFS intranet and read the following procedure:

· adjust client transaction record.

	· 
	Open Communication and discuss:

· who can waive fees, or

· how often and when you can waive fees

	· 
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Emily – A withdrawal

	Description:
	You are a Customer Service Officer in a VFS branch.

Emily has come in after looking at a car that was advertised in the newspaper. She wants to buy it. In order to assist Emily you will need to sell her a bank cheque which she will use to make the purchase.

	Tasks/Evidence
	What learners do

	Use a mock VFS system to provide a bank cheque in accordance with the VFS procedure.
	Visit The client and:

· read the client’s conversation with the car owner and you.

	
	Visit VFS intranet and read the following procedure:

· purchase a bank cheque.

	
	Go to Learning Opportunities and complete the short course:

· client account basics.

	
	Go to Learning Opportunities and complete the short course:

· non-cash payment facilities.

	
	Open Communication and discuss:

· other products offering ‘ready cash’ like bank cheques.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Collection 4 - Apply product knowledge

This collection provides workplace interactions covering the following competency units:

· FNSICPRO401A: Develop & maintain in-depth knowledge of products and services used by your organisation or industry sector 

· FNSICPRO402A: Match financial products to customer needs

· FNSASIC302A: Develop present and negotiate client solutions

· FNSICSAM401A: Sell financial products and services.

This collection includes the following workplace interactions:

· Teamwork - Research VFS and competitor products 

· Tina - Savings solution 

· Ahmed - International funds transfer request

· Stephanie - Travel insurance application.

Teamwork: Research VFS and competitor products 

	Description:
	You are working as a Tier 2 qualified Service Representative in the VFS Telephone Contact Centre. At your weekly team meeting your Supervisor stresses the importance of working together to build and maintain product knowledge. 

She asks you to help prepare a work tool for the team to use when selling VFS products. In order to produce this work tool you will need to know how to find your way around the VFS intranet, identify product features and benefits and compare VFS products with competitor products.

	Tasks/Evidence
	What learners do

	Identify the three categories of financial products, provide detail on two VFS products and on one competitor product and compare the VFS products with the competitor product.
	Visit The client and:

· read the first section of the team meeting transcript

· read your manager’s email.

	
	Go to Learning Opportunities and complete the short course:

· financial products

· client account basics.

	
	Visit VFS intranet and read the following product descriptions:

· transaction account

· savings account.

	
	Go to Learning Opportunities, visit a competitor website and:

· identify a product which is similar to the VFS products you have researched.

	
	Open Your tasks and complete the task.

	Select three ideas for ensuring product knowledge is maintained and write each of them up in the task document.
	Go to Learning Opportunities and ask a colleague about:

· maintaining product knowledge.

	
	Open Communication and discuss:

· three useful strategies for ensuring your product knowledge remains up to date, or

· three useful team strategies for helping a work team to keep its product knowledge up to date.

	
	Open Your tasks and complete the task.

	Requirements:
	Access to the Internet.


Tina: Savings solution 

	Description:
	You are working as a Tier 2 qualified Customer Service Officer (CSO) in a VFS branch. You are helping Tina who is saving for her daughter’s wedding. You have already interviewed Tina and produced a client profile that expresses her financial situation and her needs and goals. Now you will need to propose a suitable savings product.

In order to help Tina you will need to know about the VFS range of savings products, the rules governing the provision of financial product advice and the steps that must be taken when developing a financial solution and proposing it to the client.

	Tasks/Evidence
	What learners do

	Select a financial product to meet Tina’s needs and also to select another financial product which you would recommend if her needs were slightly different.
	Visit The client and:

· Read Tina’s client profile.

	
	Go to Learning Opportunities and complete the short course:

· Fixed term deposit products.

	
	Visit VFS intranet and read the product descriptions:

· That may meet Tina’s needs.

	
	Open Your tasks and complete the task.

	Identify the communication techniques used in the conversation with Tina and whether the appropriate disclosures were made in relation to terms and conditions and the documentation that would need to be provided to Tina.
	Visit The client and:

· Read the conversation with Tina.

	
	Go to Learning Opportunities and complete the short courses:

· client solutions and
· FSRA overview.

	
	Open Communication and discuss:

· if clients don’t ask questions you can assume they understand, or

· how developing and presenting client solutions is about sales skills, and customer service skills.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Ahmed: International funds transfer request

	Description:
	You are working as a Tier 2 qualified Customer Service Officer (CSO) in a VFS branch. Ahmed approaches your counter looking distressed. He wants to send $8000 urgently to his brother’s family in Jordan.

Helping Ahmed will involve selecting the most appropriate non-cash payment facility to meet his needs, explaining the proposal and overcoming his concerns and objections.

	Tasks/Evidence
	What learners do

	Select a product to meet the client’s needs, list the key features of this product and the reasons you selected it.
	Visit The client and:

· Read the transcript of the conversation with Ahmed.

	
	Go to Learning Opportunities and complete the short course:

· Non-cash payment facilities.

	
	Visit VFS intranet and read the product descriptions:

· For each of the non-cash payment facilities.

	
	Open Your tasks and complete the task.

	Participate in a simulated conversation with the client in which you propose a product to meet his needs and overcome an objection. You will then record two communication skills that you used in the conversation.
	Go to Learning Opportunities and complete the short courses:

· client solutions

· trade practices legislation

· FTRA overview.

	
	Go to Learning Opportunities and ask a colleague about:

· Overcoming objections.

	
	Open Communication and discuss:

· whether Ahmed’s transaction is significant or suspect

· how the CSO could accidentally breach the Trade Practices Act.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Stephanie: Travel insurance application

	Description:
	You are working as a Tier 2 qualified Customer Service Officer (CSO) in a VFS Branch. Stephanie approaches your counter with a Travel Insurance brochure and explains that she would like to proceed with the policy.

Helping Stephanie will involve explaining the policy to her, helping her with the application and considering other VFS products that may be of use to her.

	Tasks/Evidence
	What learners do

	Answer a series of questions about communication skills, insurance intermediaries, disclosure, Tier 2 insurance products and cross selling opportunities.
	Visit The client and access the conversation with Stephanie.

	
	Go to Learning Opportunities and complete the short courses on
· insurance markets

· Insurance Contracts Act and
· insurance products.

	
	Open Your tasks and complete the task.

	Complete an insurance application form based on the transcript of the conversation with Stephanie.
	Visit The client and:

· access the conversation with Stephanie

· view her partially completed application form.

	
	Open Your tasks and complete the task.

	List a number of VFS products you could offer to Stephanie and her partner and the questions you would ask Stephanie to uncover her needs.
	Visit The client and:

· Access the conversation with Stephanie.

	
	Go to Learning Opportunities and ask a colleague about:

· Cross selling.

	
	Open Communication and discuss:

· other VFS products may be of use to Stephanie and her partner

· questions could you ask to uncover these needs.

	
	Open Your tasks and complete the task.

	Requirements:
	No specific requirements.


Section 3: Customising the Toolbox

Intended uses

Before looking at how the Toolbox can be customised, it is important to understand its intended uses.

Delivery approaches

The Toolbox has been designed so that the teacher and/or learner can approach the content in three ways:

· Discovery based approach – complete the tasks using some or all of the associated learning resources as required in a just-in-time, just-enough, just-for-you approach.

· Traditional approach – complete some or all of the learning resources, before attempting the associated tasks.

· Customised approach – integrate some or all of the learning resources and tasks into a customised learning approach.

Delivery methods

The Toolbox has been designed so that the teacher and/or learner can deliver the content in two ways:

Blended delivery

· Blended refers to a teaching and learning strategy that incorporates a mix of delivery styles, for example face-to-face and online delivery. 

· This is a great way to use the Toolbox and one which is popular with learners as it offers the combination of traditional teaching and learning methods with the flexibility available through online study.

· Many RTO’s find that blended learning is an appropriate delivery strategy for both teaching staff and students.

· All of the learning resources provided in this Toolbox are disaggregated. Meaning they can be used as stand-alone learning components or combined with other learning resources in new ways.

Online delivery

· Online delivery means students can access the course from any net-enabled computer. These students may not have any face-to-face contact with their teachers and other students through the entire course.

· To be successful, this approach requires high level skills in implementing, resourcing and supporting online delivery.

· Should you be considering this approach, it is recommended you use the support provided by the Toolbox Champions in each state and various websites such as:

· LearnScope

http://www.learnscope.anta.gov.au/LearnScope/home.asp
· Flexible Learning
http://flexiblelearning.net.au
· Implementation help
http://www.tafe.sa.edu.au/lsrsc/oes/tbcs/index.htm
Customisation approaches

A number of customisation approaches are suggested below. Each approach is based on giving the Toolbox a specific emphasis and can be used to help integrate the Toolbox materials with your existing learning approaches.

For example, you may already have some fantastic classroom role plays and therefore may decide to focus on the authentic learning approach to customising the Toolbox. Alternatively, you may decide that you have ‘time poor’ learners and want to use the Toolbox as part of a flexible learning approach offering learners a choice of delivery modes.

Remember, it is up to you to decide how you want to use the resources in this Toolbox.

Authentic learning

The authentic learning approach can be emphasised by:

· using the workplace interactions in an ‘assessment centre’ context where the tasks are all completed in a fixed time frame (for example 4 hours) in a classroom. This is done to simulate not only the tasks, but the physical environment and time constraints of the real workplace, prior to entering the workplace. It can help verify learner readiness.

· using the workplace interactions as a ‘sandpit’ environment in preparation for classroom role plays.

Collaboration-enhanced learning

The collaboration learning approach can be emphasised by:

· enhancing the existing learning resources with team based activities conducted in the classroom
· enhancing the existing online discussion activities with further questions or additional activities
· assessing participation in the current online discussion activities.

Discovery-based learning

The discovery based learning approach can be emphasised by:

· creating action learning cohorts in which the tasks are presented to small groups of learners and they identify, source and complete the learning needed to complete those tasks
· enhancing the existing learning resources with additional website links and website research activities.

Flexible learning

The flexible learning approach can be emphasised by:

· reorganising the learning resources to map with a classroom curriculum and offering learners a choice of online or classroom delivery modes for each part of the course.

Motivated learning

The motivated learning approach can be emphasised by:

· using incentives such as prizes to drive the pace and/or quality of the learning
· incorporating games and other informal learning activities into the Toolbox.

Problem-based learning

The problem based learning approach can be emphasised by:

· developing additional problems or tasks as word documents to more closely reflect your workplace or learner setting
· add questions or activities to the existing tasks to extend the scope of the learning domain currently covered
· create individual or team-based classroom activities based on the tasks provided.

Scaffolded learning

Learner scaffolding can be emphasised by:

· creating additional learner-initiated scaffolding resources like more mentoring resources or an FAQ page.

· restructure the learning experience to gradually withdraw the existing scaffolding as learners progress through the tasks.

· create teacher-initiated scaffolding such as white papers and extra website links that can be provided to learners when they appear to be having difficulties. 

Competency-based assessment

The competency based assessment approach can be emphasised by:

· creating additional assessment tasks, testing each element, specific variables or specific evidence requirements from each competency unit.

· integrating additional workplace observation activities into the learning to provide more evidence of competence.

· assessing participation in online discussions.

· add questions or activities to the existing tasks to extend the scope of the learning domain currently covered.

Customisation techniques

To customise the Toolbox, the following is required:

· an understanding of the Toolbox file structure

· the ability to add, edit or delete word documents, html pages and txt files
Consider the following issues regarding customising this Toolbox:

· customisation should always be planned and implemented in accordance with that plan.

· customisation may be required to change the focus or approach of the Toolbox and also in response to changing legislation.

· where content refers to legislation, uses external links or relies on content outside your control, a maintenance plan should be implemented, that looks to maintain these links and content to ensure they are current and functional.

· all customisations should be recorded and original versions should be archived with customisations being applied only to a copy of the Toolbox. This allows for rolling back of customisations applied in error.

· only customise at a level commensurate with your skill level. Remember this Toolbox includes audio visual and animated elements, is developed in compliance with specific standards (W3C and SCORM). Consider using external providers should you have any doubts about how to customise this Toolbox.

File Structure
Folder:  toolbox_603

The files for each collection (or lms course) are stored in the following folders:

· cmp_0  - Induction  

· cmp_1  - Establish client relationships

· cmp_2  - Financial accounts

· cmp_3  - Apply product knowledge

Files for the main index page (inc. technical requirements, disclaimer and credits) are stored in the folder top_shared.

Folder:  toolbox_603/cmp_#
The files within a collection are divided into the following set of folders:

· audio - mp3 audio files for this collection

· documents  - Word documents for this collection (e.g. evidence point documents)

· images  - images for this collection

· javascript - javascript files used for lms connectivity 

· library  - Dreamweaver library items (inc. global navigation and mentor) 

· scn_1 to scn_4  - html files for each workplace/client interaction 

· shared  - any files that are shared with the other courses

· swf  - published flash files (that is, swf files)

The shared folder (within a collection folder) is identical in each collection. It has been duplicated across collections to meet SCORM standards, that is, that each course (or SCO) is a self-contained unit. Therefore, any change that is made in a shared folder must be duplicated in the shared folder of each collection. 

Please note that although the displayed content in the shared folder is identical in each collection, the metadata in each html page is not. Meta name DC.Identifier displays the folder path and file name from the root of the site, so is therefore unique. Meta name DC.Title begins with the name of the collection it is contained in, so it too is unique. Metadata is used for cataloguing and search purposes. Therefore, when duplicating changes to the shared folder across each collection, you must maintain the integrity of the metadata.

Folder:  toolbox_603/cmp_#/shared

The files in the shared folder are divided into the following folders:

· glossary – All html files and images used in the glossary. The glossary uses a frameset with a top navigation frame and content frame. Images are in the sub-folder images.

· help  - All html files and images used in help and first time users. Images are in the sub-folder images.

· images  - images used across all collections

· intranet  - all html and image files used in the VFS intranet (see detailed description below)

· resources  - all files used in the short courses (see detailed description below)

· style  - cascading style sheet files

Folder:  toolbox_603/cmp_#/shared/intranet

The intranet home page is in the root directory of the intranet folder. The other files are divided into the following folders:

· images  - All images used in the VFS intranet
· intr  - All html files used in the VFS intranet. Files are divided into sub-folders of the main VFS intranet sections (as per top menu). Each section uses a frameset with a top navigation frame, side navigation frame and main content frame.

· style  - cascading style sheet file

Folder:  toolbox_603/cmp_#/shared/resources

The resources folder contains all the files used in the short courses and ‘ask a colleague’ sections.

The files are divided into folders by short course with their home pages stored in the root directory of the resources folder. The short course folders are all folders with names beginning with fsr_ or lab_.
For example, index_ki00.htm (in the root directory of resources) is the splash page for the short course Learning About the Economy. The rest of the files for this short course are in the corresponding folder fsr_ki00.

Once past the home page, short courses use a frameset with a top navigation frame, side navigation frame and main content frame.

Other folders in the resources folder include:

· activities – all flash activity library items and their corresponding txt and alternative text html template files

· activity_images  - image and swf files used by the flash activity library items 

· ask_a_collegue  - all ‘ask a colleague’ html files

· before_byb  - all html and image files used in the help/before you begin section of the short courses

· images – all images used in the short courses
· javascript - javascript files  

· style  - cascading style sheet files

How do I add, edit or delete content?

Word Documents

Suggested software: Microsoft Word.

The word documents are all contained in a folder called documents within each collection. Simply use Microsoft Word or a compatible equivalent to open, edit and save changes. Always save back to the file’s original location.

HTML files

Suggested software: Macromedia Dreamweaver.

It is assumed any changes to the html files are made by somebody with some knowledge of html code or an html WYSIWYG program such as Dreamweaver.

Locate the html file to be changed (refer to the folder structure guide above if necessary). Open in an html editor, edit and save changes. Always save back to the file’s original location.

There are many hyperlinks between pages and to other content. It is imperative to keep all folders and files in their original locations so the links are not broken. Do not rely on html programs such as Dreamweaver or FrontPage to keep track of links. These programs are not infallible. For example, Dreamweaver will not track links that are within scripts such as JavaScript.

If the file you are changing is in the folder called shared, you must duplicate this change in the shared folders of all four collections. Please note that although the displayed content in the shared folder is identical in each collection, the metadata in each html page is not. Meta name DC.Identifier displays the folder path and file name from the root of the site. Meta name DC.Title begins with the name of the collection it is contained in. Therefore, beware of losing unique metadata by overwriting entire html pages.

For accessibility reasons, any page containing content that is inaccessible by a screen reader will have a text alternative html page. Therefore, when making changes to content, please remember to also change the text alternative, if one exists.
Flash activity content

Suggested software: Microsoft Notepad (standard with Windows).

Most of the Flash activities in the short courses import their text content from corresponding txt files. This makes them easy to edit, as the content can be updated in any text editor.

Locate the html file that displays the flash activity which needs editing. The html file will have a corresponding txt file sitting beside it that has the same name but with _act appended to the end. For example: the corresponding txt file to fsr_ki05_02_1.htm is fsr_ki05_02_1_act.txt.
Open this file and locate the text you want to change. Each section of text will have &variable_name= at the start and & at the end. It is important to leave that code in place. In the following example: &response3=Computer software&, it is only the words “Computer software” that displays in the activity. Flash uses the information surrounding it (for example, &response3= and &) to know where and how to display the text.

Often a good way to find the text you are after quickly and efficiently is to use a text editor’s Find… or Find and Replace… functions.

Edit and save changes. Always save back to the file’s original location. If the file you are changing is in the folder called shared, you must copy this into the same location in each shared folder in the other collections. 

For accessibility reasons, there is a text alternative html page for every flash activity. Therefore, if you are making changes to a flash activity, please remember to also change the text alternative.
Section 4: An Introduction to online learning

Delivering learning online

This section suggests strategies for helping online learners.

Facilitating problem-based learning online

· Be alert to different levels of ability and motivation, as these will influence task achievement and group cohesiveness. 

· Learner-learner interaction should be seen to be as important as teacher-learner interaction.

· Ensure that learners have adequate access to teachers. Setting clear agreements on communication processes and times and holding regular class discussions are both ways of providing teacher contact. 

· Build in motivating activities to keep the momentum going, as motivation is at risk when learners become isolated or frustrated.

· Encourage and manage learners to develop multiple perspectives on both the definition of the problem and its solution.

· To enable groups to arrive at a solution, ask regular focus questions to direct their research and explore the material that is necessary to both solve the problem and cover the curriculum.

· Encourage learners to seek multiple sources of information within and beyond the Toolbox to arrive at appropriate solutions. Learners are required to document some of the additional resources they discover in their Personal Folio. They could also be encouraged to post to the Bulletin Board any Internet Sites they find useful. Be careful to be highly selective of these information sources, as extended information searches can be unproductive and frustrating for learners.

· Encourage students to record their learning experiences in a journal. This could include how they manage accessing information, what learning processes they have used and how they experienced them, and their responses to and reflections on group participation. This also facilitates high order competencies like reflection and self-analysis.

· Introduce simulation activities to extend the contextualisation of the learning activity. For example, client meetings could be held, with debriefings and group reflection after each meeting. Information gained from these meetings could be used to further refine or add to the problem brief. This helps learners integrate their knowledge.

Facilitating discovery-based learning online

· The shift away from teacher tells to learner discovers can be very challenging for the learner. You should gauge the comfort level of each learner and reassure them that although some uncertainty and confusion is to be expected, support exists if it is required.

· For the benefit of your own practice, reflect on how to manage the challenge of not having control over how content is delivered.

· You will need to give the learner support to prepare them to take control of their own learning process.

· Because you cannot predict the direction learners will take, you need to ensure that the learning agenda remains flexible. 

· Carefully choose learning resources that will guide learners in their discovery.

· Recognise the split between learning and assessment. Whilst you may feel you have less control over the learning process, you still have full responsibility for assessment.

· Minimise unnecessary uncertainty by providing clear descriptions of problems and expected deliverables.

Facilitating discussion online

If online discussions and email are the primary means for communicating with your learners, it is important that they are used effectively.

The learner needs to be thoroughly introduced to the concept of online discussions in the Orientation component of the Toolbox, and your induction. 
Online discussion allows:

· 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, and bringing together various discussion threads and course components

· the teacher to maintain group harmony.

You must also be ready to deal with the following limitations of online discussion technology:

· limitations/problems with computer hardware

· reliability of internet of access

· lagging momentum as responses go through several rounds

· variable quality in group collaboration, especially with larger groups

· variability of opinion and familiarity with content creating frustration.

The learning potential of the discussion group is maximised by:

· ensuring all learners have access to your organisation’s online discussion facilities, that is, they will need to have a username and password (discuss with your IT department as required)

· ensuring pages are established for the various Bulleting Board topics (see the various scenario descriptions within Section 2) 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 with a final solution being collated by larger teams.

· acknowledging ‘lurkers’ (people who ‘listen’ but don’t contribute) and encouraging them to participate in the discussion. If after a few sessions they do not participate, set them a task and ask them to get back to you directly. It is important to establish whether learning is taking place even if no overt contributions are being made. 

· scheduling either classroom activities or teacher access in the early stages of fully online learning to deal with difficulties that might arise or 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.

· online monitoring and feedback has particular characteristics. It is hard to infer intent and tone from text-based communication, particularly in a class that has diverse membership. Consequently the fear of public ridicule can stifle participation, as feedback is visible to all and relatively permanent. The task of observing and monitoring both individual and group behaviour is a challenge, as is tracking the number and quality of communications for each person. In addition, the existence of ‘lurkers’ – people who ‘listen’ but don’t contribute - may need to be addressed.

Facilitating team work online

Key motivators associated with teamwork include:

· a participative learning process

· the opportunity for task-related interaction

· team building

· exchange of ideas

· negotiating solutions.

Guidelines for facilitating teams in an online environment include:

· assign teams carefully, considering individual learning styles, personalities and group dynamics.

· actively scheduling group meetings to ensure group participation takes place.

· develop ground rules, or a code of conduct (a 'netiquette' statement) with the class, so that behaviour that impacts on effective teamwork is highlighted. Clarify expectations about the type of interactions that are required.

· acknowledge and reinforce behaviour that contributes to good group work. 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.

· encouraging 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.

· begin the process of developing teams by backgrounding yourself. Write an email describing your interests and background and send this to all of your students. You may wish to include a picture of yourself. In this email ask learners to write their own personalised email and send it to you. This email should describe their interests, social pursuits, and background. They should also detail their age, education history and geographic situation.

· use the personalised responses to assign each learner a partner. Assign partners carefully, taking into account the learning styles of individuals, personalities and likely group dynamics.

· have fellow learners send each other their personalised email (preferably the same one they sent to you). Explain to them that they will work with their fellow learner throughout the course with each reviewing the other's work.

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

· break up groups when necessary and join single learners with fellow learners to create a group of three.

· explain to learners that they will need to promptly respond to any submissions they receive from their fellow learner.

· 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.

· reinforce the strengths of effective teamwork, including the group process that is engaged in to solve the problem, to ensure attention is paid to this as well as to the task.

· create a friendly social environment that promotes group cohesiveness, helps people work together and deals respectfully with inappropriate group behaviour.

· the following website may be valuable if you would like more information about online facilitation. Full Circle Associates http://www.fullcirc.com/resources.htm.

Giving feedback online

In order to provide an encouraging environment for the learner, it is important to ensure that you give meaningful feedback. This may be in the form of guiding the learner through the environment or 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 them 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. No need to overdo this though – use your judgment and weave multiple contributions together and respond 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. If you have an overactive participant, suggest they wait a few responses before contributing again. 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.

Managing assessment online

If the tasks contained in the Toolbox are going to form all or part of your assessment, learners should complete and save a copy (electronic or paper) in order to compile an evidence folder. These then form the base of an individual learner’s assessment.

If you want to view a learner’s evidence folder at any time, you can ask them to save their tasks to a shared folder on the network. Alternatively learners could:

· save their task/s to disk as they progress and give / email them to you on a nominated date (or upon completion)

· email their task/s and send them to you progressively. 

Accommodating individual learning styles online

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

Individual learning will be impacted depending on whether the learner:

· is working in industry

· is working alone or with a group

· is working in a face-to-face class-based environment

· has access to resources and technology

· is comfortable with the online learning environment.

· See following website for more information. http://www2.ncsu.edu/unity/lockers/users/f/felder/public/ILSdir/styles.htm.

Industry trainees and classroom based learner needs 

· Industry trainees and classroom based learners have different needs, arising from the environment within which they undertake their learning and from the experiences to which they are exposed. 

· Industry trainees are likely to be more isolated, and may experience difficulty connecting with their fellow learners. They may also experience clashes between the approach taken by their organisations and the approach taken in the Toolbox. 
· This could also be manifested in differences between the problems experienced in their work environment and those used in the Toolbox. 
· You may need to carefully select the problems they could work on, and encourage them to use the resources, standards and processes of their own company rather than those defined within the Toolbox. 
· You may also need to work with the learner to modify the problems, tasks and activities in order to make them better reflect the work environment.

· Classroom based learners may frequently feel they lack exposure to real world problems, a perception which can be corrected by a problem-based learning environment. You should emphasise that the problems they work on are real world problems, to which they should apply real world standards.

Access issues

· Your learners are likely to have different degrees of access to the online environment as well as practical access issues such as physical disability and language. 
· Keep in mind that dependence on technology can exacerbate feelings of isolation for these learners. 
· It is your responsibility to check that all learners have adequate access and to ensure that any technical problems are addressed quickly. 
· Establishing team mates for those people who may experience disadvantages in this environment is also a good idea.

Novice online learners may need extra support including:

· providing time and support for people to learn new software features and become comfortable with the technology, preferably before the module begins.

· developing a study guide or workbook, to address any common technical concerns and identify appropriate procedures.

· developing standards for online feedback to learners' work, such as how feedback can be delivered online.

· encouraging novice online learners to work with more experienced peers.

Section 5: Appendices

Appendix 1 – Development standards

SCORM 1.2 Interoperability standards

· This Toolbox has been built using SCORM (Sharable Content Object Reference Model) standards. 

· SCORM standards allow course completion and grading to be tracked by a Learning Management System (LMS). 
· This means it can be deployed via a CD, Local Area Network (LAN) or on a Learning Management System (LMS). 
W3C Priority 1 accessibility guidelines

This Toolbox has been designed with accessibility in mind. The aim has been to make the experience of impaired and non-impaired users equivalent. 

· All text and navigation items can be read directly by a screen reader.

· Where scripting requirements have meant that exactly the same content cannot be delivered, a close equivalent has been provided. 

· All core navigation is non-scripted (or has non-scripted alternatives) and relies on HTML elements. 

· All core navigation links have access keys (indicated also by an underscore style on the letter in the link that matches with the access key) and are assigned a tab index. Access keys can be triggered by pressing the key while holding down the alt key, then pressing enter.
· The HTML and graphics in the site have been carefully designed to allow the user to set fonts to large and have the graphics re-size around them. Graphics used as links are a decent size, allowing for ease of use. The site is also set up to allow the user to re-size windows and scroll where necessary – for instance, where they have set their font sizes to large, the content therefore falls outside the boundaries of the normal window.

· Where an activity or other item is inaccessible due to scripting, a text alternative has been provided. For example, the Mentor has a text alternative because it is scripted in layers. Text alternatives have been carefully structured - utilizing HTML table structures to try to create equivalent alternatives to the scripted activities. 

· First time learners, the multi-path role-play, in the second collection and all the activities in the short courses have text alternatives. 

· As pointed out in the accessibility section of First time users, if a learner is navigating the site using Netscape with large font settings set, they will need to use the activity’s text alternatives as Netscape does not cater for proportional font and keeps fonts at fixed size.

·  “Skip to” links have been used to allow the vision-impaired user to skip global and interaction level navigation if desired, as these are repeated on each page.

· All links have title tags.

· All images have alt tags.

· Where information is conveyed in a layer that only appears when a hotspot is rolled over or clicked, it is also available in a non-scripted format or an text alternative. An invisible link appears before the layer (read by a screen reader), linking to a page with the content of the scripted layer. 
· Scripted links opening new windows have <noscript> alternatives so the Toolbox is completely accessible without javascript.

· Frame sets have title tags.

· Where possible the HTML has been ordered in the page so that the content is roughly in the same order in the HTML code as it appears on the page visually. For example, on the page the global navigation is before the interaction level navigation. So in the HTML, the layer holding the global navigation is before the layer holding the interaction level navigation.




Learning materials


Upon selecting a workplace interaction, the learner is presented with the learning materials comprising two parts:


Your project.


Your work environment.


Each of these is detailed on the next page.





Workplace interactions level


Upon selecting a collection, the learner is presented with a choice of between three and four workplace interactions. For example upon selecting the collection called ‘Establish client relationships’, the learner is presented with three workplace interactions:


Ian – Income protection insurance inquiry.


Mary – Cheque clearance complaint.


Tina – Savings inquiry.























Collections level


Upon launching the Toolbox, the learner is presented with a choice of four collections:


Induction.


Establish client relationships.


Financial accounts.


Apply product knowledge.


Each collection supports between one and four competency units. For example, ‘Establish client relationships’ supports only one competency unit, FNSASIC301A - Establish client relationships and analyse needs.


























































































