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QUALIFICATION DETAILS
CPP40611 Certificate IV in Property Services

Summary
Rel Status Rel date
2 (this release) Current 17/Jan/2014

Usage recommendation  Current

Training packages that include this unit

Code Title Release
CPPO7 Property Services Training Package 7.0-14.1
Units of competency [Refer Links tab]

Classifications

Scheme Code Classification value
ANZSCO Identifier 612112 Property Manager
ASCO (occupation type) 3293-13 Property Manager
Identifier

ASCED Qualification/Course 0805 Sales and Marketing
Field of Education Identifier

Qualification/Course Level of 511 Certificate IV
Education Identifier

Content

Download:

Qualification in Word format (173.15 KB)
Qualification in PDF format (128.42 KB)
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Modification history

Revised qualification deemed equivalent.

Update of revised Group A Common and Group B Specialist elective units:
BSBHRM405A Support the recruitment, selection and induction of
staff
BSBITS401B Maintain business technology
CPPCMN4013B Operate a sustainable business

Addition of two imported units to Group B Specialist elective units:
CPCSUS4002A Use building science principles to construct energy
efficient buildings
CPCSUS4003A Maximise energy efficiency through applied trade
skills

Pathways information

Not applicable

Licensing/regulatory information

This is a licensed occupation. Check with relevant state and territory
licensing and regulatory authorities. State and territory jurisdictions may
have different regulatory requirements.

Entry requirements
Not applicable

Employability skills qualification summary

Employability Industry/enterprise requirements for this qualification

skill include:

Communication apply communication skills to negotiate client
and tenant requirements and access
arrangements

apply literacy skills to interpret written and oral
information, complete documentation and
report findings

apply numeracy skills to analyse customer

QUAL




service data, interpret customer requirements
and meet their needs

apply technical skills to prepare contract
documentation

assess and clarify customer needs using
appropriate communication techniques
establish and agree on communication channels
and processes with relevant people according
to organisational requirements

develop and maintain documentation to
support implementation of OHS policies and
procedures

discuss and confirm procurement
arrangements, interpret written and oral
information, liaise with suppliers and obtain
feedback

prepare contract according to contract
specifications and in consultation with relevant
people using appropriate communication
techniques

use communication to monitor effectively the
implementation of the procurement process
against budget parameters

use effective communication techniques to
introduce and monitor change, while providing
support to and maintaining relationships with
clients and colleagues throughout the change
process

use effective observation and active listening
skills to elicit and interpret verbal and non-
verbal information

Teamwork

adhere as a team to control risks and hazards in
work area according to organisational
requirements



apply interpersonal skills to negotiate repair or
maintenance process, relate to people from a
range of social, cultural and ethnic backgrounds
and varying physical and mental abilities, and
resolve conflict

determine space lease requirements in
consultation with relevant people according to
organisational requirements

develop a rapport with customers and relate to
people from a range of social, cultural and
ethnic backgrounds and varying physical and
mental abilities

distribute contract to relevant people to check
accuracy of information and that contract
specifications and requirements are clearly
addressed

encourage, value and reward individual and
team efforts and contributions according to
organisational requirements

implement and monitor consultative processes
to ensure all team members have an
opportunity to contribute to management of
OHS in the workplace

refer health and safety issues to relevant people
for resolution according to organisational
requirements

seek feedback on suitability of contract from
relevant people and recommend improvements
to be incorporated into contract where
appropriate

Problem solving apply problem solving skills to manage repair or
maintenance problems

identify and negotiate variations to leasing
requirements with relevant people and make
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amendments according to client, legislative and
organisational requirements

interpret and comply with financial, legislative
and procedural requirements

overcome problems in implementation of
change in consultation with relevant people

Initiative and
enterprise

apply analytical skills to interpret property plans
and lease documentation, analyse and assess
lease requirements and terms, and devise
retention strategies

research to source site and resource
requirements

recognise and report breaches of organisational
codes of ethics and practices according to
organisational and industry standards and
procedures

Planning and
organising

access and assess specialist resources and
sources of information according to client and
organisational requirements

apply organisational skills to maintain assets,
manage risk, plan and arrange repair or
maintenance work, and schedule and meet time
lines and client requirements

apply organisational skills to introduce and
monitor change, plan and maintain own
professional development, and plan and meet
work priorities

apply planning skills to determine short and
long-term goals

gather and analyse information to determine
market conditions according to organisational
requirements

securely store lease records and relevant
information according to legislative and



organisational requirements

use organisational skills to prepare advice and
recommendations

use organisational filing systems

Self-management apply reflection skills to differentiate between
professional and personal values

identify site access and specific site
requirements and make appropriate
arrangements according to client,
organisational and legislative requirements
identify limitations of work role, responsibility
and professional abilities

identify and confirm needs, priorities and
expectations of the organisation and owner in
delivering services to customers

prepare work order and plan contingencies to
ensure client and organisational requirements
are met in an efficient and effective manner
use self-evaluation skills to review and assess
own work practices systematically in order to
identify ways to improve performance or
understanding

Learning address identified OHS training needs in
consultation with relevant people according to
organisational policies and procedures

apply knowledge of organisational policy and
procedures for customer service, including
handling customer complaints

apply knowledge of organisation's practices,
ethical standards and legislative requirements
associated with providing advice to customers
and evaluating customer service

coach and mentor to be a positive influence on
others and provide support to colleagues

QUAL




understand organisation's practices, ethical
standards and legislative requirements
associated with planning and coordinating the
repair, maintenance and modification of
properties and facilities

Technology apply technology skills to use financial and
assessment software and spreadsheets
efficiently and to access market information
use computing skills to access the internet and
web pages, prepare and complete online forms,
lodge electronic documents and search online
databases

use business equipment and technology to
maintain relevant documentation according to
applicable OHS, legislative and organisational
requirements

use technology skills to organise customer
service data, prepare and present information
to customers, and prepare reports on
improvements to customer service strategies

Due to the high proportion of electives required by this qualification, the
industry/enterprise requirements described above for each Employability
Skill are representative of the property industry in general and may not
reflect specific job roles. Learning and assessment strategies for this
qualification should be based on the requirements of the units of
competency for this qualification.

This table is a summary of Employability Skills that are typical of this
qualification and should not be interpreted as definitive.
Packaging rules

To achieve recognition at the Certificate IV level, the candidate must
demonstrate competency in the eight core units, plus five common
electives plus a further five specialist electives (total eighteen units).

8



9

Up to two of the common electives may be chosen from:
either the Certificate Il in Property Services (Operations) or the
Diploma of Property Services (Asset and Facility Management)
any Certificate IV qualification in CPPO7 Property Services Training

Package
any Certificate IV qualification in any other endorsed Training
Package.
All units must contribute to a valid, industry-supported vocational
outcome.
CORE UNITS
Code Title
BSBREL401A Establish networks

CPPDSM4028A Identify and analyse risks and opportunities in the
property industry

CPPDSM4044A  |Coordinate maintenance and repair of properties and
facilities

CPPDSM4047A Implement and monitor procurement process

CPPDSM4048B Implement customer service strategies in the property
industry

CPPDSM4057A Monitor a safe workplace in the property industry

CPPDSM4063A Participate in developing and establishing property or
facilities contracts

CPPDSM4072A Provide leadership in the property industry

ELECTIVE UNITS
Group A Common
Code Title

BSBADMA409A Coordinate business resources
BSBCMM401A Make a presentation

QUAL
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BSBFIA402A Report on financial activity

BSBHRM405A Support the recruitment, selection and induction of
staff

BSBITS401B Maintain business technology

BSBLED401A Develop teams and individuals

BSBMGT402A Implement operational plan

BSBMKG413A Promote products and services

BSBRKG304B Maintain business records

BSBSMB402A Plan small business finances

BSBSMB404A Undertake small business planning

BSBSMB406A Manage small business finances

BSBSUS301A Implement and monitor environmentally sustainable
work practices

BSBWOR402A Promote team effectiveness

Group B Specialist

Code Title

CPCSUS4002A Use building science principles to construct energy
efficient buildings

CPCSUS4003A Maximise energy efficiency through applied trade skills

CPPCMIN4009A |Develop team understanding of and commitment to
sustainability

CPPCMIN4010A |Cost and quote sustainable product and service
provision

CPPCMIN4011A  |Communicate and market sustainable solutions

CPPCMN4012A  |Contribute to sustainable solutions throughout a
building's life cycle

CPPCMIN4013B  |Operate a sustainable business

10
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CPPDSM4006A Establish and manage agency trust accounts
CPPDSM4025A  |Advise on performance of asset
CPPDSM4026A  |Analyse property and facility information

CPPDSM4027A  |Analyse resource use in building operations
CPPDSM4031A  |Arrange lease of space
CPPDSM4032A  |Arrange valuation of facilities and assets

CPPDSM4034A Assess and implement strata/community management
agreement

CPPDSM4040A  |Contribute to life cycle maintenance strategy

CPPDSM4041A  |Contribute to development of a tenancy mix strategy
CPPDSM4042A Coordinate construction contract
CPPDSM4043A  |Coordinate fit-out of property and facilities

CPPDSM4045A Facilitate meetings in the property industry

CPPDSM4055A Maintain asset management system

CPPDSM4056A Manage conflict and disputes in the property industry

CPPDSM4058A Monitor service requirements in the property industry

CPPDSM4059A Monitor space use in the property industry
CPPDSM4062A Occupy space
CPPDSM4064A Participate in research of property investment

CPPDSM4066A  |Plan and coordinate property and facility inspection

CPPDSM4071A Promote process improvement in the property
industry

CPPDSM4074A  |Select and appoint contractors in the property industry

QUAL




PROGRAM

LEARNING PROGRAM
New South Wales

Training requirements for a strata managing agent’s licence with the

New South Wales Office of Fair Trading are 21 units as shown here.

This includes the qualification CPP40611 Certificate IV in Property Services
(Operations) (18 units) plus a further three units as shown below.

These 21 units are shown under the Units tab:

8 core units

Code Title

BSBREL401A Establish networks

CPPDSM4028A Identify and analyse risks and opportunities in the
property industry

CPPDSM4044A  |Coordinate maintenance and repair of properties and
facilities

CPPDSM4047A Implement and monitor procurement process

CPPDSM4048B Implement customer service strategies in the property
industry

CPPDSM4057A Monitor a safe workplace in the property industry

CPPDSM4063A Participate in developing and establishing property or
facilities contracts

CPPDSM4072A Provide leadership in the property industry

10 elective units

Elective Group A Common

Code Title

BSBFIA402A Report on financial activity
BSBLED401A Develop teams and individuals
BSBRKG3048 Maintain business records

12
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BSBSMB402A Plan small business finances

BSBSMB406A Manage small business finances

Elective Group B Specialist
Code Title

CPPDSM4006A Establish and manage agency trust accounts

CPPDSM4034A Assess and implement strata/community management
agreement

CPPDSM4045A Facilitate meetings in the property industry

CPPDSM4056A Manage conflict and disputes in the property industry

CPPDSM4074A  |Select and appoint contractors in the property industry

3 further units

As well, successful completion of the following three units of competency
from CPP30311 Certificate Ill in Property Services (Operations) is required.
Note that these units are not a part of CPP40611 but are included in this
guide as a service to NSW clients.

CPPDSM3019B Communicate with clients as part of agency

operations

CPPDSM3016A Work in the property industry

CPPDSM3017A Work in the strata/community management sector.
http://www.legislation.nsw.gov.au/maintop/view/inforce/subordleg+247+
2009+pt.6+0+N

Learning program

NSW Certificate of Registration
Registered mana,

In New South Wales, the above three units are required for registration as
a registered strata manager or registered community manager.
http://www.legislation.nsw.gov.au/maintop/view/inforce/subordleg+247
+2009+pt.9+0+N

PROGRAM
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BSBREL401A Establish networks

Core unit
Summary
Rel | Status \ Rel date
1 (this release) ’ Current ‘ 18/Apr/2008

Usage recommendation  Current

Training packages and qualifications that include this unit
[Refer to training.gov.au]

Classifications
Scheme \ Code \ Classification value

ASCED Module/Unit of Competency 080509 Public Relations
Field of Education Identifier

Content

Download:
Unit of competency in Word format 440.52 KB)
Unit of competency in PDF format (175.55 KB)

Modification history
Not applicable.

Unit descriptor

This unit describes the performance outcomes, skills and knowledge
required to develop and maintain effective work relationships and
networks. It covers the relationship building and negotiation skills required
by workers within an organisation as well as freelance or contract workers.
No licensing, legislative, regulatory or certification requirements apply to
this unit at the time of endorsement.

Application of the unit

This unit applies to individuals with a broad knowledge of networking and
negotiation who contribute well developed skills in creating solutions to

14 BSBREL401A Establish networks



15 BSBREL401A Establish networks

unpredictable problems through analysis and evaluation of information

from a variety of sources. They may have responsibility to provide

guidance or to delegate aspects of tasks to others.
Licensing/regulatory information

Not applicable.

Pre-requisites

Employability skills information
This unit contains employability skills.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.
Performance criteria describe the performance needed to demonstrate
achievement of the element. Where bold italicised text is used, further
information is detailed in the required skills and knowledge section and the
range statement. Assessment of performance is to be consistent with the
evidence guide.

ELEMENT PERFORMANCE CRITERIA

1 Develop and | 1.1. Use appropriate network strategies to establish
maintain and maintain relationships that promote the
business development of business opportunities
networks 1.2. Identify and pursue network opportunities to

maximise a range of contacts

1.3. Communicate information regarding new
networks to inform individuals, colleagues and
clients of potential benefits

1.4. Participate in professional networks and
associations to obtain and maintain personal
knowledge and skills

2. Establish and| 2.1. Develop and maintain relationships to promote
maintain benefits consistent with organisational/client
business requirements

UNITS




UNITS

relationships | 2.2. Gain and maintain trust and confidence of
contacts through demonstration of high
standards of business practices

2.3. Use a high level of negotiation skills to
encourage positive outcomes

2.4. I|dentify difficult situations and negotiate
solutions using collaborative problem-solving
techniques

2.5. Seek specialist advice in the development of
contacts where appropriate

3. Promote the | 3.1. Develop strategies to represent and promote the

relationship interests and requirements of the relationship

3.2. Use appropriate presentation skills to
communicate the goals and objectives of the
relationship

3.3. Effectively communicate issues, policies and
practices of the relationship to a range of
audiences, in writing and verbally

3.4. Obtain feedback to identify and develop ways to
improve promotional activities within available
opportunities

Required skills and knowledge
This section describes the skills and knowledge required for this unit.

Required skills
communication skills to receive and report on feedback, to maintain
effective relationships and to manage conflict
culturally appropriate communication skills to relate to people from
diverse backgrounds and people with diverse abilities
leadership skills to gain trust and confidence of clients and
colleagues
negotiation skills to achieve mutually acceptable outcomes
technology skills to support effective communication and
presentation.

16 BSBREL401A Establish networks



17 BSBREL401A Establish networks
Required knowledge

client or organisational policies, plans and procedures

related organisations, agencies and networks

trends and forecasts for relevant industries, services and products.

Evidence guide

The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the Assessment Guidelines for the Training Package.

Overview of

assessment

Critical aspects Evidence of the following is essential:

for assessment establishing contacts and participating in
and evidence networks

required to identifying opportunities for networking
demonstrate knowledge of related organisations, agencies
competency in and networks

this unit maintaining records of relevant contacts.
Context of and Assessment must ensure:

specific access to an actual workplace or simulated
resources for environment

assessment access to office equipment and resources

access to examples of networking strategies and
documentation.
Method of A range of assessment methods should be used to
assessment assess practical skills and knowledge. The following
examples are appropriate for this unit:
direct questioning combined with review of port-
folios of evidence and third party workplace re-
ports of on-the-job performance by the candidate
review of documentation communicating issues,
policies and practices of the relationship to a
range of audiences
evaluation of promotional strategies

UNITS




UNITS

observation of negotiation of solutions between
groups and individuals
observation of promotional presentations.

Guidance Holistic assessment with other units relevant to the
information for | industry sector, workplace and job role is
assessment recommended, for example:

interpersonal communication units
other relationship management units.

Range statement
The range statement relates to the unit of competency as a whole.
It allows for different work environments and situations that may affect
performance. Bold italicised wording, if used in the performance criteria,
is detailed below. Essential operating conditions that may be present with
training and assessment (depending on the work situation, needs of the
candidate, accessibility of the item, and local industry and regional
contexts) may also be included.

Network association memberships
strategies may conference participation
include: distributing materials

individual marketing
maintaining regular contact
seminar attendance

Professional advisory committees

networks and colleagues

associations may committees

include: government agencies
internal/external customers
lobby groups

local inter-agency groups

other organisations
professional/occupational associations
project specific ad hoc consultative/reference
groups

specific interest or support groups

18 BSBREL401A Establish networks



19 BSBREL401A Establish networks

suppliers
work team
Organisational / access and equity principles and practices
client defined resource parameters
requirements may ethical standards
be included in: goals, objectives, plans, systems and processes

legal and organisational policies, guidelines and
requirements

marketing plan

occupational health and safety policies,
procedures and programs

quality and continuous improvement processes
and standards

quality assurance and/or procedures manuals
Negotiation skills assertiveness

may include: bargaining

collaboration

confidence building

conflict reduction

empathising

offers and counter offers

solution designing

stress management

Feedback may accuracy and sufficiency of information
include: appropriateness of audience

benefits to organisation

impact of message

liaison with networks

participation of competitors

use of media

Unit sector(s)

Competency field

Stakeholder Relations - Relationship Management
Co-requisite units

UNITS




UNIT

CPPDSM4028A Identify and analyse risks and
opportunities in the property industry

Core unit
Summary
Release Status Release date
1 (this release) Current 25/Mar/2011

Usage recommendation  Current

Training packages that include this unit

Code Title Release

CPPO7 Property Services Training Package 7.0-14.1

CHCO08 Community Services Training 3.0-4.2
Package

Qualifications that include this unit

Code Title Release

CPP40611 Certificate IV in Property Services 1-2
(Operations)

CHC50812 Diploma of Social Housing 1

CHC50808 Diploma of Social Housing 1

CHC40912 Certificate IV in Social Housing 1

CHC40908 Certificate IV in Social Housing 1

Classifications

Scheme \ Code \ Classification value

ASCED Module/Unit of Competency 080503 Real Estate
Field of Education Identifier

Content

Download:

Unit of competency in Word format (453 KB)
Unit of competency in PDF format (380.21 KB)

20 CPPDSM4028A Identify and analyse risks and opportunities
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21 CPPDSM4028A Identify and analyse risks and opportunities
in the property industry
Modification history
Not applicable

Unit descriptor
This unit of competency specifies the outcomes required to identify and
analyse potential threats and opportunities to ensure safe and effective
property operations. It requires the ability to assess property systems and
assets to determine the level of risk exposure and identify areas of
opportunity.
The unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those involved in identifying
and analysing potential threats and opportunities to ensure safe and
effective property operations.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Prerequisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

UNITS
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Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.

Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.

ELEMENT PERFORMANCE CRITERIA

1 Identify risks 1.1 Information on actual and potential risks and
and opportunities is collected and assessed for
opportunities currency, accuracy and relevance according to

organisational requirements.

1.2 Terms of reference are determined in consultatior
with relevant people and information is updated,
modified and maintained according to
organisational requirements.

1.3 Structured plan for identifying and assessing
likelihood of risk and opportunity is developed
according to terms of reference and agreed
timeframes.

1.4 Limitations in identifying and assessing risks and
opportunities are recognised and assistance is
sought as required.

2 Analyserisks | 2.1 Identified risks and opportunities are analysed for
and validity and reliability according to organisational
opportunities requirements.

2.2 Assessment criteria for measuring level of
potential or existing risk or opportunity, together
with an assessment of consequences, are develope(
according to terms of reference.

2.3 Gaps in assessment methodology are identified and

22 CPPDSM4028A Identify and analyse risks and opportunities
in the property industry



23 CPPDSM4028A Identify and analyse risks and opportunities
in the property industry
appropriate actions implemented according to
organisational procedures.
2.4 Valid and relevant data is analysed against
assessment criteria to determine level of potential
risk or opportunity according to organisational

procedures.
3 Document 3.1 Risk and opportunity assessment findings are
findings documented and distributed to relevant people

according to organisational requirements.

3.2 Feedback on findings is actively sought to ensure
accuracy and relevance of information.

3.3 Findings are updated as required and
incorporated into risk and opportunity
assessment plan for future management decision
making.

3.4 Information is securely maintained with due
regard to confidentiality, and organisational and
legislative requirements.

Required skills and knowledge
This section describes the essential skills and knowledge and their level,
required for this unit.

Required skills
communication skills to source feedback and use interviewing and
questioning techniques to obtain information
computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases
interpersonal skills to relate to people from a range of social,
cultural and ethnic backgrounds and varying physical and mental
abilities
organisational skills to plan time lines and reporting mechanisms,
and record and file information

UNITS
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observation skills to identify existing or potential risks and
opportunities

problem solving skills to apply reasoning and logical analysis to
measure risk consequence and to recommend countermeasures or
contingency plans

research skills to collate feedback, analyse and interpret
information and to form recommendations

technical skills to complete risk assessment plans.

Required knowledge and understanding

24

client and organisational confidentiality requirements
concept of litigation

insurance policies, codes and operations

mechanisms to obtain and analyse feedback

organisational goals and objectives, activities and systems
principles and techniques for identifying and measuring risks and
opportunities

property operations history and precedents regarding risk to
operations and areas of opportunity

relevant federal and state or territory legislation and local
government regulations related to:

® anti-discrimination

consumer protection

environmental issues

equal employment opportunity (EEO)

financial probity

franchise and business structures

industrial relations

OHS

® property sales, leasing and management

relevant industry codes of practice and standards

risk and opportunity assessment techniques and processes.

CPPDSM4028A Identify and analyse risks and opportunities
in the property industry



25 CPPDSM4028A Identify and analyse risks and opportunities

in the property industry
Evidence guide

The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the assessment guidelines for this Training Package.

Overview of
assessment

This unit of competency could be assessed through
practical demonstration of identifying and analysing
potential threats and opportunities to ensure safe
and effective property operations. Targeted written
(including alternative formats where necessary) or
verbal questioning to assess the candidate's
underpinning knowledge would provide additional
supporting evidence of competence. The
demonstration and questioning would include
collecting evidence of the candidate's knowledge
and application of ethical standards and relevant
federal, and state or territory legislation and
regulations. This assessment may be carried out in a
simulated or workplace environment.

Critical aspects
for assessment
and evidence
required to
demonstrate
competency in
this unit

A person who demonstrates competency in this unit

must be able to provide evidence of:
assessing level of risk or opportunity potential
against agreed assessment criteria
establishing terms of reference and
developing effective action plan and structure
for analysis and assessment
knowledge of organisation's practices, ethical
standards and legislative requirements
associated with identifying and analysing
potential threats and opportunities to ensure
safe and effective property operations
obtaining information from a range of sources
and consultative processes to ensure accurate
understanding of operating environment
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reviewing and preparing findings relating to
risks and opportunities in a format suitable for
presentation.

Context of and
specific
resources for
assessment

Resource implications for assessment include:
access to suitable simulated or real
opportunities and resources to demonstrate
competence
assessment instruments that may include
personal planner and assessment record book
access to a registered provider of assessment
services.

Where applicable, physical resources should include

equipment modified for people with disabilities.

Access must be provided to appropriate learning

and/or assessment support when required.

Assessment processes and techniques must be
culturally appropriate, and appropriate to the
language and literacy capacity of the candidate and
the work being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated
over a period of time reflecting the scope of
the role and the practical requirements of the
workplace
where the assessment is part of a structured
learning experience the evidence collected
must relate to a number of performances
assessed at different points in time and
separated by further learning and practice
with a decision of competence only taken at
the point when the assessor has complete
confidence in the person's competence
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all assessment that is part of a structured
learning experience must include a
combination of direct, indirect and
supplementary evidence
where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided
will need to be current and show that it
represents competency demonstrated over a
period of time
assessment can be through simulated project-
based activity and must include evidence
relating to each of the elements in this unit.

In all cases where practical assessment is used it will
be combined with targeted questioning to assess
the underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to
the language and literacy levels of the candidate and
any cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.

Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and
regional contexts.

Information may agency listing records
relate to: historical data
insurance

key personnel
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lines of responsibility

operating environment of organisation,
including financial markets, competitors, core
business activities, functions and
stakeholders

owner surveys

property management reports

reports and relevant documentation.

Risks may relate
to:

deliberate, natural, accidental or perceived
industry special risks

loss of goodwill, reputation or credibility
loss of profits

loss, disclosure, destruction or compromise
of asset

machinery malfunction

OHS

public liability

trade practices issues.

Opportunities
may relate to:

adding value

aggregation of assets

altering existing property or facility
change in use, ownership, appearance and
perception of property or facility
changing style of investment

creating something new

use of bankers and financiers.

Organisational
requirements may
be outlined and
reflected in:

business and performance plans

complaint and dispute resolution procedures
goals, objectives, plans, systems and
processes

legal and ethical requirements and codes of
practice

OHS policies, procedures and programs
policies and procedures in relation to client
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service
quality and continuous improvement
processes and standards
quality assurance and procedure manuals.

Terms of
reference may
relate to:

agreed timeframes

client expectations

costs

limitations and exclusions

operational environment

roles and responsibilities

scale of the task or assessment (whether a
full-scale operation or limited to a particular
section or operation of the company)
security and other clearances.

Relevant people
may include:

clients

colleagues

internal and external auditors
legal representatives

members of industry associations
supervisors.

Structured plan
may be
constructed by
using:

checklists

interview question sheets

spreadsheets, word-processing and other
software

structured planning software

structured questionnaires

structured tables.

Limitations may
relate to:

industry requirements

job role and responsibilities

legal responsibilities

own competency level

own understanding of risk identification
processes
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Analysis: may be:
[ ) explorative, descriptive, causative or
predictive
®  quantitative and qualitative
may include:
L] basic statistical analysis
®  critical analysis
[ mathematical calculations
[ problem solving.
Assessment Australian and New Zealand risk
criteria may be management standards
based on: organisational or client requirements
qualitative and quantitative factors
semi-quantitative factors.
Risk and graphical representations of data
opportunity suggestions
assessment summary of assessment outcomes
findings may tables and information from approved data
include: collection tools.
Feedback may be supervisors and colleagues

sought from:

documentation and reports
quality assurance data
questionnaires

regular meetings.

Legislative
requirements may
be outlined and
reflected in:

Australian standards

codes of practice covering the market sector
and industry, financial transactions, taxation,
environment, construction, land use, native
title, zoning, utilities use (water, gas and
electricity), and contract or common law
home building requirements

privacy requirements
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quality assurance and certification

requirements

relevant federal, and state or territory

legislation that affects organisational

operation, including:

anti-discrimination and diversity

environmental issues

EEO

industrial relations

OHS

strata, community and company titles

tenancy agreements

trade practices laws and guidelines.

Unit sector(s)
Property development, sales and management
Competency field

Property operations and development
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UNIT

CPPDSM4044A Coordinate maintenance and repair of
properties and facilities

Core unit
Summary
Rel Status Rel date
1 (this release) Current 7/Apr/2011

Usage recommendation  Current

Training packages that include this unit

Code Title Release

CPPO7 Property Services Training Package 7.0-14.1

Qualifications that include this unit

Code Title Rel

CPP40611 Certificate IV in Property Services 1-2
(Operations)

Classifications

Scheme ‘ Code ‘ Classification value

ASCED Module/Unit of Competency 080503 Real Estate
Field of Education Identifier

Content

Download:
Unit of competency in Word format (454.11 KB)
Unit of competency in PDF format (383.53 KB)

Modification history
Not applicable
Unit descriptor
This unit of competency specifies the outcomes required to plan and
coordinate the repair, maintenance and modification of properties and
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facilities. It requires the ability to plan and document work activities
effectively, coordinate and monitor subcontractors, and check and report
the results of work performed.
The unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those involved in planning
and coordinating the repair, maintenance and modification of properties
and facilities.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Pre-requisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.
Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.
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ELEMENT

PERFORMANCE CRITERIA

1 Plan repair or
maintenance
operation

1.1 Repair or maintenance requirements are
reviewed and confirmed with relevant people
according to organisational requirements.

1.2 Repair or maintenance resource requirements
are determined and arranged according to work
order and budgetary requirements.

1.3 Site access and specific site requirements are
identified and appropriate arrangements made
according to client, organisational and
legislative requirements.

1.4 Work order is prepared and contingencies are
planned to ensure client and organisational
requirements are met in an efficient and
effective manner.

1.5 Client and tenant safety and security
requirements are recognised and satisfied in
provision of services.

1.6 Communication channels and processes are
established and agreed with relevant people
according to organisational requirements.

N

Coordinate
repair or
maintenance
operation
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2.1 Repair or maintenance operation is monitored
against work schedules to ensure completion
occurs within designated timeframes.

2.2 Factors affecting achievement of scheduled
work are identified and required variations to
schedules are negotiated and agreed with
relevant people.

2.3 Established communication channels and
processes are used to ensure accurate exchange
of information throughout operation.
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2.4 Situations requiring specialist advice are
identified and assistance is sought as required
according to organisational requirements.

3 Check and 3.1 Notification of completed repair or maintenance
record is received and checked against client and
completed organisational requirements.
operation 3.2 Inspection is arranged to confirm repair or

maintenance is fully operational and meets
performance specifications and industry
standards.

3.3 Faults, errors or omissions are verified and
prompt remedial action is determined and
arranged with relevant people according to
organisational requirements.

3.4 Business equipment and technology are used to
maintain relevant documentation according to
applicable OHS, legislative and organisational
requirements.

Required skills and knowledge
This section describes the essential skills and knowledge and their level,
required for this unit.
Required skills
communication skills to negotiate client and tenant requirements
and access arrangements
computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases
interpersonal skills to negotiate repair or maintenance process,
relate to people from a range of social, cultural and ethnic
backgrounds and varying physical and mental abilities, and resolve
conflict
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literacy skills to interpret written and oral information, complete
documentation and report findings

organisational skills to maintain assets, manage risk, plan and
arrange repair or maintenance work, and schedule and meet time
lines and client requirements

problem solving skills to manage repair or maintenance problems
research skills to source site and resource requirements

technical skills to schedule tasks and report outcomes.

Required knowledge and understanding:

36

basic knowledge of property contracts and administrative
requirements

building codes and relevant Australian standards

building construction practice

building control legislation

common hazards to personal and public safety associated with
particular types of maintenance work in buildings

limitations of work role, responsibility and professional abilities
occupancy rates and special conditions to be considered with
particular services provided to clients and tenants

OHS issues and requirements

organisational and professional procedures, ethical practices and
business standards

points of contact with emergency service agencies

relevant federal and state or territory legislation and local
government regulations related to:

® anti-discrimination

consumer protection

environmental issues

equal employment opportunity (EEO)

financial probity

franchise and business structures

industrial relations

OHS

property sales, leasing and management
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sources of information and assistance for property assets.

Evidence guide

The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the assessment guidelines for this Training Package.

Overview of This unit of competency could be assessed through
assessment practical demonstration of planning and coordinating
the repair, maintenance and modification of properties
and facilities. Targeted written (including alternative
formats where necessary) or verbal questioning to
assess the candidate's underpinning knowledge would
provide additional supporting evidence of competence.
The demonstration and questioning would include
collecting evidence of the candidate's knowledge and
application of ethical standards and relevant federal,
and state or territory legislation and regulations. This
assessment may be carried out in a simulated or
workplace environment.

Critical aspects A person who demonstrates competency in this unit
for assessment must be able to provide evidence of:

and evidence inspecting completed work against work order
required to and ensuring remedial action for faults, errors or
demonstrate omissions

competency in monitoring maintenance and repair work

this unit ensuring effective communication exchange and

identification of factors requiring variations to
work schedules

knowledge of organisation's practices, ethical
standards and legislative requirements
associated with planning and coordinating the
repair, maintenance and modification of
properties and facilities
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planning maintenance and repair work ensuring
client and tenant safety and security, and
resource requirements are according to
budgetary parameters

responding appropriately to requests for
maintenance and repair work and maintaining
adequate records and reports.

Context of and Resource implications for assessment include:

specific access to suitable simulated or real opportunities
resources for and resources to demonstrate competence
assessment assessment instruments that may include

personal planner and assessment record book
access to a registered provider of assessment
services.

Where applicable, physical resources should include
equipment modified for people with disabilities.

Access must be provided to appropriate learning
and/or assessment support when required.

Assessment processes and techniques must be
culturally appropriate, and appropriate to the language
and literacy capacity of the candidate and the work
being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated over a
period of time reflecting the scope of the role
and the practical requirements of the workplace
where the assessment is part of a structured
learning experience the evidence collected must
relate to a number of performances assessed at
different points in time and separated by further
learning and practice with a decision of
competence only taken at the point when the
assessor has complete confidence in the person's
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competence
all assessment that is part of a structured
learning experience must include a combination
of direct, indirect and supplementary evidence
where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided will
need to be current and show that it represents
competency demonstrated over a period of time
assessment can be through simulated project-
based activity and must include evidence relating
to each of the elements in this unit.

In all cases where practical assessment is used it will be
combined with targeted questioning to assess the
underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to the
language and literacy levels of the candidate and any
cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.

Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and
regional contexts.

Repair or backups
maintenance may changing user codes
relate to: confirmation of operational effectiveness

identification and replacement of worn parts
inspection, lubrication, cleaning and
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adjustment
routine repairs.

Relevant people
may include:

agents

clients

colleagues

engineers and technicians
government personnel
installers

legal representatives
members of industry associations
property owners

site personnel
subcontractors
supervisors

technical experts

tenants.

Organisational
requirements may
be outlined and
reflected in:

access and equity principles and practice
guidelines

business and performance plans

complaint and dispute resolution procedures
goals, objectives, plans, systems and
processes

legal and ethical requirements and codes of
practice

mission statements and strategic plans
OHS policies, procedures and programs
policies and procedures in relation to client
service

quality and continuous improvement
processes and standards

quality assurance and procedure manuals.

Resources may
include:
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materials
personnel
tools and equipment
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training
transport.

Work order completion dates

information may job requirements and tasks

relate to: warranties and service information
work schedules.

Site access and access and egress points

specific site access codes

requirements may
include:

building codes and regulations
heritage listings

keys, passes and security clearance
noise control

OHS requirements

time of access

union requirements.

Clients may
include:

agents

building supervisors

government and legal instruments or
agencies

project managers

property agents

property owners

tenants.

Legislative
requirements may
be outlined and
reflected in:

Australian standards, and quality assurance
and certification requirements

award and enterprise agreements

codes of practice covering the market sector
and industry, financial transactions, taxation,
environment, construction, land use, native
title, zoning, utilities use (water, gas and
electricity), and contract or common law
environmental and zoning laws affecting
access security, access and property use
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general duty of care to clients

home building requirements

local regulations and by-laws

privacy laws applying to owners, contractors
and tenants

relevant federal, and state or territory
legislation that affects organisational
operation, including:
anti-discrimination and diversity
environmental issues

EEO

industrial relations

OHS

strata, community and company titles
tenancy agreements

trade practices laws and guidelines.

Contingencies budget constraints

may include: building delays

competing work demands of contractor
environmental factors, such as time and
weather

industrial disputes

non-availability of resources and materials
public holidays and shut-down periods
equipment and technology breakdown
unforeseen incidents

workplace hazards, risks and controls.

Safety and adherence to OHS policies and procedures
security for the containment of:

requirements may ° emergency situations, including fire,

be satisfied flood, bomb threats, suicide attempts or
through: other actions likely to lead to property

or bodily threat
[ potential health and safety hazards,
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such as physical, mechanical or chemical
agents already in work environment, or
brought to the environment, or created
as a by-product of work done on the
site.

Communication
channels may
include:

direct line supervision paths

lateral supervision paths

organisational communication protocols and
procedures

organisational networks.

Variations may
include:

alternative suppliers

changes to work schedules

work outside, or producing results outside,
the terms and conditions of contract.

Specialist advice
may be sought
from:

builders

colleagues

emergency personnel

government officials

lawyers

members of industry associations

OHS representatives

property specialists, including architects,
surveyors, valuers, planners, engineers,
property managers and real estate agents
subcontractors

supervisors.

Business
equipment and
technology may
include:

data storage devices

email

facsimile machines

internet, extranet and intranet

photocopiers

printers and scanners

software applications, such as databases and
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work computers.

Documentation
may include:

costings, receipts and invoices

logs of equipment and system problems or
faults

operational checks and maintenance
conducted

materials used and parts and components
replaced

recommendations for repairs

service and maintenance records

testing and commissioning results
warranty conditions and allowances

work log.

Unit sector(s)

Property development, sales and management

Competency field

Property operations and development
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UNIT
CPPDSM4047A
Implement and monitor procurement process
Core unit
Summary
Rel Status Rel date
1 (this release) Current 7/Apr/2011
Usage recommendation  Current
Training packages that include this unit
Code Title Release
CPPO7 Property Services Training Package 7.0-14.1
Qualifications that include this unit
Code Title Release
CPP40611 Certificate IV in Property Services 1-2
(Operations)
BSB41513 Certificate IV in Project Management | 1
Practice
Classifications
Scheme | Code | Classification value

ASCED Module/Unit of Competency
Field of Education Identifier
Content
Download:
Unit of competency (442.85 KB)
Unit of competency (192.89 KB)

089901 Purchasing, Warehousing
And Distribution

Modification history
Not applicable
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Unit descriptor
This unit of competency specifies the outcomes required to implement
and monitor purchasing processes for goods and services. It requires the
ability to follow procurement procedures, determine and arrange
appropriate suppliers, and check that final procurement meets client
objectives.
The unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those involved in
implementing and monitoring purchasing processes for goods and
services.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Pre-requisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.

Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.
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PERFORMANCE CRITERIA

1 Determine
procurement

requirements.

11

1.2

13

1.4

Procurement requirements and objectives are
identified and confirmed according to
organisational and legislative requirements.
Relevant information is gathered and reviewed
to determine appropriate procurement process
and time lines according to legislative
requirements.

Factors likely to affect procurement objectives
are identified and agreed with relevant people
according to organisational procedures.
Personal limitations of authority are identified
and appropriate approvals gained as required
according to organisational and legislative
requirements.

N

Implement
and monitor
procurement
process.

2.1

2.2

23

2.4

Procurement process is systematically
monitored and variations to supply are agreed
with relevant people according to organisational
requirements.

Effective communication channels are used to
ensure an effective and accurate
communication flow with suppliers.
Expenditure and resource usage are monitored
to ensure procurement objectives are achieved
within budget parameters.

Reliable methods of monitoring procurement
are used according to organisational
requirements, making efficient use of time and
resources.

3 Finalise
procurement
process.

31

Procurement process is finalised within agreed
timeframes according to organisational
requirements.
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3.2 Inspection is arranged to confirm procurement
meets required quality standards and
procurement objectives.

3.3 Defects or variances to procurement objectives
are identified and prompt remedial action is
taken according to organisational requirements.

3.4 Business equipment and technology are used to
maintain systems, records and reports according
to applicable OHS, organisational and legislative
requirements.

Required skills and knowledge

This section describes the essential skills and knowledge and their level,
required for this unit.

Required skills
communication skills to discuss and confirm procurement
arrangements, interpret written and oral information, liaise with
suppliers and obtain feedback
computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases
interpersonal skills to relate to people from a range of social,
cultural and ethnic backgrounds and varying physical and mental
abilities
literacy skills to interpret written and oral information, including
procurement policies and procedures; and access and understand
a variety of information
organisational skills to coordinate work schedules and time lines
technology skills to complete documentation and maintain
records, reports and a database of information about suppliers.

Required knowledge and understanding:
benefits and risks of a range of procurement options, such as lease,

purchase, sale and leaseback, and term contract
best practice procurement principles
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implications of warranties, guarantees and exclusions
key principles of procurement, including:

accountability and recording

ethics and fair dealing

open and effective competition

planning and professionalism

® value for money

limitations of work role, responsibility and professional abilities

organisation's policies and procedures for employment and

tendering of services and procurement

relevant Australian standards

relevant federal and state or territory legislation and local

government regulations related to:

®  anti-discrimination

consumer protection

environmental issues

equal employment opportunity (EEO)

financial probity

franchise and business structures

industrial relations

OHS

® property sales, leasing and management

tendering and contracting processes, including a range of

contractual arrangements

user needs and requirements for facilities

whole of life costing and price-quality relationship issues.

Evidence guide

The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the assessment guidelines for this Training Package.

Overview of This unit of competency could be assessed through

assessment practical demonstration of implementing and
monitoring purchasing processes for goods and
services. Targeted written (including alternative
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formats where necessary) or verbal questioning to
assess the candidate's underpinning knowledge would
provide additional supporting evidence of
competence. The demonstration and questioning
would include collecting evidence of the candidate's
knowledge and application of ethical standards and
relevant federal, and state or territory legislation and
regulations. This assessment may be carried out in a
simulated or workplace environment.

Critical aspects
for assessment
and evidence
required to
demonstrate
competency in
this unit

A person who demonstrates competency in this unit

must be able to provide evidence of:
accurately reviewing procurement objectives
and relevant information to determine
procurement processes, and sourcing
appropriate authority or delegations for
procurement
finalising procurement process within agreed
timeframes and using business equipment and
technology to maintain records and reports
knowledge of organisation's practices, ethical
standards and legislative requirements
associated with implementing and monitoring
purchasing processes for goods and services
using communication to monitor effectively the
implementation of the procurement process
against budget parameters.

Context of and
specific
resources for
assessment

Resource implications for assessment include:
access to suitable simulated or real
opportunities and resources to demonstrate
competence
assessment instruments that may include
personal planner and assessment record book
access to a registered provider of assessment
services.
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Where applicable, physical resources should include
equipment modified for people with disabilities.
Access must be provided to appropriate learning
and/or assessment support when required.

Assessment processes and techniques must be

culturally appropriate, and appropriate to the

language and literacy capacity of the candidate and

the work being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated over
a period of time reflecting the scope of the role
and the practical requirements of the
workplace
where the assessment is part of a structured
learning experience the evidence collected
must relate to a number of performances
assessed at different points in time and
separated by further learning and practice with
a decision of competence only taken at the
point when the assessor has complete
confidence in the person's competence
all assessment that is part of a structured
learning experience must include a
combination of direct, indirect and
supplementary evidence
where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided
will need to be current and show that it
represents competency demonstrated over a
period of time
assessment can be through simulated project-
based activity and must include evidence
relating to each of the elements in this unit.
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In all cases where practical assessment is used it will
be combined with targeted questioning to assess the
underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to the
language and literacy levels of the candidate and any
cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.

Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and
regional contexts.

Procurement common use contracts
may include: facilities management
franchising

gainsharing and open book

incentive contracting

leasing and buying

maintenance and support arrangements
pre-qualification of suppliers

prime contractors and subcontractors
research and development

short-term or long-term arrangements
sole or multiple suppliers

standard form agreements

standing orders.

Organisational access and equity principles and practice
requirements guidelines
may be outlined business and performance plans
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and reflected in:

complaint and dispute resolution procedures
goals, objectives, plans, systems and
processes

legal and ethical requirements and codes of
practice

mission statements and strategic plans

OHS policies, procedures and programs
policies and procedures in relation to client
service quality and continuous improvement
processes and standards

quality assurance and procedure manuals.

Legislative
requirements
may be outlined
and reflected in:

Australian standards

general duty of care to clients

home building requirements

privacy requirements

relevant federal, and state or territory
legislation that affects organisational
operation, including:

(] anti-discrimination and diversity
[} environmental issues

[ ] EEO

[ industrial relations

® OHS

relevant industry codes of practice covering
the market sector and industry, financial
transactions, taxation, environment,
construction, land use, native title, zoning,
utilities use (water, gas and electricity), and
contract or common law

strata, community and company titles
tenancy agreements

trade practices laws and guidelines.

Information may
relate to:

budgets and operating costs
contracts and tender documentation
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facility and asset management plans
goods and services

legal documentation

maintenance plans and strategies
management policy and procedures
organisational and business strategic plans
procurement guidelines, practices and
policies

property drawings

quotations and invoices

register of suppliers

tenancy and other contracts.

Procurement advertisement
process may complying and non-complying tendering
include: direct appointments
open quotations
register of suppliers.
Factors likely to budgetary constraints
affect collaborative arrangements
procurement environmental issues
objectives may factors and conditions that may affect supply
relate to: industry involvement requirements
leasing instead of up-front capital investment
level of risk, complexity and sensitivity of
information related to procurement
political imperatives and strategies
potential impact of intended contracting
activity
strategic and tactical issues
supply market capacity, structure, maturity
and strength.
Relevant people agents
may include: clients
colleagues

government personnel
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legal representatives

members of industry associations
property and facility owners or managers
supervisors

technical experts

tenants.
Appropriate agents
approvals may authorised delegations
be sought from: clients

solicitors

supervisors.

Communication
channels may
include:

direct line supervision paths

lateral supervision paths

organisational communication protocols and
procedures

organisational networks.

Resources may contractors
include: facilities
information technology
materials
personnel
professional service providers
services
tools and equipment
transport.
Business computers
equipment and data storage devices
technology may email
include: facsimile machines

internet, extranet and intranet

photocopiers

printers

scanners

software applications, such as databases and
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word applications.

Records and
reports may
include:

contracts and tenders
electronic or paper-based information
invoices

logs and journals
organisational forms
procurement forms and reports
quotations

radio and telephone records
records of conversation
running sheets

statements

task allocation sheets.

Unit sector(s)

Property development, sales and management

Competency field

Property operations and development
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in the property industry
UNIT
CPPDSM4048B Implement customer service strategies
in the property industry
Core unit
Summary
Rel Status Rel date
1 (this release) Current 7/Apr/2011

Usage recommendation  Current

Training packages that include this unit

Code Title Release

CPPO7 Property Services Training Package 7.0-14.1

Qualifications that include this unit

Code Title Release

CPP40611 Certificate IV in Property Services 1-2
(Operations)

Classifications

Scheme \ Code \ Classification value

ASCED Module/Unit of Competency 090501 | Sales
Field of Education Identifier ‘ ‘
Content
Download:
Unit of competency in Word format (452.72 KB)
Unit of competency in PDF format (378.73 KB)

Modification history
Not applicable
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Unit descriptor
This unit of competency specifies the outcomes required to provide
advice to customers and evaluate customer service in the property
industry. It requires the ability to obtain and analyse client feedback and
design strategies for future improvement to customer service strategies.
The unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those in the property
industry involved in providing advice to customers and evaluating
customer service.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Pre-requisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.

Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.

58 CPPDSM4048A Implement customer service strategies
in the property industry



59 CPPDSM4048A Implement customer service strategies

ELEMENT

in the property industry
PERFORMANCE CRITERIA

1 Advise on
customer
needs

1.1 Customer needs are accurately assessed and
clarified using appropriate communication
techniques.

1.2 Problems matching service delivery to
customer needs are diagnosed and options for
improved service are developed within
organisational requirements.

1.3 Relevant and constructive advice is provided
that promotes the improvement of customer
service delivery.

1.4 Business equipment and technology are used
to structure and present information on
customer service needs according to
applicable OHS and organisational
requirements.

N

Support
implementat-
ion of customer|
service
strategies

2.1 Customer service strategies and opportunities
are promoted to relevant people according to
organisational and legislative requirements.

2.2 Available resources are identified and
allocated to fulfil customer service objectives
according to organisational requirements.

2.3 Procedures to resolve customer difficulties
and complaints are actioned according to
organisational procedures.

2.4 Coaching and mentoring assistance is
provided to colleagues to overcome
difficulties in meeting customer service
standards.

3 Evaluate and
report on
customer

3.1 Client satisfaction with service delivery is
reviewed using verifiable data according to
organisational requirements.
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service 3.2 Changes necessary to maintain service

standards are identified and actions
implemented according to organisational
procedures.

3.3 Conclusions and recommendations are
prepared from verifiable data and constructive
advice is provided on future directions of
customer service strategies.

3.4 Systems, records and reporting procedures are
maintained to compare changes in customer
satisfaction.

Required skills and knowledge

This section describes the essential skills and knowledge and their level,
required for this unit.

Required skills
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application skills to apply relevant agreements, codes of practice or
other legislative requirements to work processes

computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases

evaluation skills to assess effectiveness of customer service
strategies

interpersonal skills to develop a rapport with customers and relate
to people from a range of social, cultural and ethnic backgrounds
and varying physical and mental abilities

language skills to allow for adequate communication with
customers

literacy skills to interpret customer feedback and respond to
customer complaints

numeracy skills to analyse customer service data, interpret
customer requirements and meet their needs
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problem solving skills to identify alternative services that better
match customer needs
technology skills to organise customer service data, prepare and
present information to customers, and prepare reports on
improvements to customer service strategies.

Required knowledge and understanding
common problems relating to customer service
consultation methods, techniques and protocols
organisational business structure, products and services
organisational policy and procedures for customer service,
including handling customer complaints
principles of customer services
product and service standards and best practice models
relevant federal and state or territory legislation and local
government regulations related to:
® anti-discrimination

consumer protection

environmental issues

equal employment opportunity (EEO)

financial probity

franchise and business structures

industrial relations

OHS

® property sales, leasing and management

techniques for dealing with customers with special needs.

Evidence guide
The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the assessment guidelines for this Training Package.
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Overview of
assessment

This unit of competency could be assessed through
practical demonstration of providing advice to
customers and evaluating customer service. Targeted
written (including alternative formats where
necessary) or verbal questioning to assess the
candidate's underpinning knowledge would provide
additional supporting evidence of competence. The
demonstration and questioning would include
collecting evidence of the candidate's knowledge and
application of ethical standards and relevant federal,
and state or territory legislation and regulations. This
assessment may be carried out in a simulated or
workplace environment.

Critical aspects
for assessment
and evidence
required to
demonstrate
competency in
this unit
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A person who demonstrates competency in this unit
must be able to provide evidence of:
demonstrating appropriate customer relations
behaviour and designing strategies to improve
delivery of services
distinguishing between different levels of
customer satisfaction
identifying and confirming needs, priorities
and expectations of the organisation and
owner in delivering services to customers
knowledge of organisation's practices, ethical
standards and legislative requirements
associated with providing advice to customers
and evaluating customer service
providing constructive advice on customer
service practices
responding to and reporting on customer
complaints and feedback.
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Context of and Resource implications for assessment include:

specific access to suitable simulated or real
resources for opportunities and resources to demonstrate
assessment competence

assessment instruments that may include
personal planner and assessment record book
access to a registered provider of assessment
services.

Where applicable, physical resources should include
equipment modified for people with disabilities.

Access must be provided to appropriate learning
and/or assessment support when required.

Assessment processes and techniques must be
culturally appropriate, and appropriate to the
language and literacy capacity of the candidate and
the work being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated
over a period of time reflecting the scope of
the role and the practical requirements of the
workplace
where the assessment is part of a structured
learning experience the evidence collected
must relate to a number of performances
assessed at different points in time and
separated by further learning and practice
with a decision of competence only taken at
the point when the assessor has complete
confidence in the person's competence
all assessment that is part of a structured
learning experience must include a
combination of direct, indirect and
supplementary evidence
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where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided
will need to be current and show that it
represents competency demonstrated over a
period of time

assessment can be through simulated project-
based activity and must include evidence
relating to each of the elements in this unit.

In all cases where practical assessment is used it will
be combined with targeted questioning to assess the
underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to the
language and literacy levels of the candidate and any
cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.

Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and
regional contexts.

Customers may corporate customers

include: customers with routine or special requests
individual members of the organisation
internal or external customers

members of the public

other agencies

people from a range of social, cultural or
ethnic backgrounds

regular or new customers.
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Customer needs advice or general information

may relate to: company information on services

contract administration

current and planned property development

making an appointment

management policy and procedures

property characteristics, including:

® availability of alternative energy sources

accessibility for people with disabilities

energy efficiency

energy ratings

water saving devices

property operations

sales and marketing services

specific information.

Communication active listening
techniques may clear, legible writing
include: maintaining eye contact

non-verbal communication, such as body
language and personal presentation
speaking clearly and concisely

using appropriate language and tone of voice
using open and closed questions.

Organisational business and performance plans
requirements complaint and dispute resolution procedures
may be outlined legal and ethical requirements and codes of
and reflected in: practice

marketing guidelines

OHS policies, procedures and programs
policies and procedures in relation to client
service

quality and continuous improvement
processes and standards.
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Business computers
equipment and data storage devices
technology may email
include: facsimile machines
internet, extranet and intranet
photocopiers
printers
scanners
software applications, such as databases and
word applications.
Relevant people colleagues
may include: committees
customers
external organisations
supervisors.
Legislative Australian standards
requirements codes of practice covering the market sector

may be outlined
and reflected in:
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and industry, financial transactions, taxation,
environment, construction, land use, native
title, zoning, utilities use (water, gas and
electricity), and contract or common law
home building requirements

privacy requirements

quality assurance and certification
requirements

relevant federal, and state or territory
legislation that affects organisational
operation, including:

® anti-discrimination and diversity
® environmental issues

® EEO

® industrial relations

® OHS
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strata, community and company titles

tenancy agreements

trade practices laws and guidelines.

Procedures to external agencies, such as the Ombudsman
resolve customer providing replacement products or services
difficulties may referrals to supervisor

include: refund of monies

review of products or services
using conflict management techniques.

Coaching and fair and ethical practice

mentoring non-discriminatory processes and activities
assistance may presenting and promoting a positive image of
include: the collective group

problem solving

providing encouragement

providing feedback to another team member
respecting the contribution of all participants
and giving credit for achievements.

Unit sector(s)
Property development, sales and management

Competency field
Property operations and development
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CPPDSM4057A
Monitor a safe workplace in the property industry
Core unit
Summary
Rel Status Rel date
1 (this release) Current 7/Apr/2011

Usage recommendation  Current

Training packages that include this unit

Code Title Release
CPPO7 Property Services Training Package 7.0-14.1
Qualifications that include this unit
Code Title Release
CPP40611 Certificate IV in Property Services 1-2
(Operations)
CPP40407 Certificate IV in Property Services 1
(Stock and Station Agency)
CPP40307 Certificate IV in Property Services 1
(Real Estate)
Classifications
Scheme \ Code \ Classification value

ASCED Module/Unit of Competency 061301 | Occupational Health
Field of Education Identifier And Safety
Content

Download:

Unit of competency in Word format (443.05 KB)
Unit of competency in PDF format (192 KB)

Modification history
Not applicable
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Unit descriptor
This unit of competency specifies the outcomes required to follow and
promote OHS policies and procedures to ensure own safety and that of
others in the workplace. It requires the ability to identify and control
workplace risks and hazards and communicate workplace safety
requirements.
The unit has been contextualised and is based on Generic Competency 'B'
in the National Guidelines for Integrating OHS Competencies into National
Industry Competency Standards.
This unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those involved in following
and promoting OHS policies and procedures to ensure own safety and
that of others in the workplace.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Pre-requisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.
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Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.

ELEMENT PERFORMANCE CRITERIA

1 Provide 1.1 Relevant provisions of OHS legislation and
information codes of practice are accurately and clearly
on safety explained to team members.
policy and 1.2 Documentation is developed and maintained to
procedures in support implementation of OHS policies and
the workplace procedures.

1.3 Recommendations are made to improve
effectiveness of OHS and workplace policies and
procedures.

2 Implement 2.1 Consultative processes are implemented and
and monitor monitored to ensure all team members have an
participative opportunity to contribute to management of
arrangements OHS in the workplace.

2.2 Health and safety issues raised through
consultation are resolved or referred to relevant
people for resolution according to
organisational requirements.

2.3 Outcomes of consultation over OHS issues are
reported to team members according to
organisational procedures.

3 Implement 3.1 Existing and potential risks and hazards in work
and monitor area are identified and appropriate actions are
hazard and implemented according to OHS policies and
risk control procedures.
procedures 3.2 Individual and team adherence to control risks

and hazards in work area is maintained and
monitored according to organisational
requirements.
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3.3 Inadequacies in existing procedures to control
risks are identified and appropriate actions are
implemented according to organisational
requirements.

3.4 Cause of hazardous events is investigated
according to legislative requirements and
organisational policies and procedures.

3.5 Measures to minimise risk and prevent
recurrence of hazardous events are
implemented based on hierarchy of control and

own role.
4 Support OHS | 4.1 OHS training needs of individuals and teams are
training identified and discussed with relevant people
according to organisational policies and
procedures.

4.2 Arrangements are made for addressing
identified OHS training needs in consultation
with relevant people according to organisational
policies and procedures.

4.3 Coaching and mentoring assistance is provided
to team members to support the effective
development of personal OHS competencies.

Required skills and knowledge

This section describes the essential skills and knowledge and their level,
required for this unit.

Required skills
analytical skills to assess resources required to apply risk control
measures, determine OHS training requirements of the work team,
and identify potential or existing risks and hazards in the workplace
application skills to comply with ergonomic and environmental
protection requirements and follow safe operating practices and
procedures when using tools and equipment
coaching and mentoring skills to provide support to colleagues
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communication skills to follow and give written and verbal
instructions accurately, explain information on OHS issues clearly,
and report details of incidents in the work area

computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases

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

problem solving skills to determine when intervention to control
risks is necessary and identify inadequacies in risk control
measures.

Required knowledge and understanding:
consultative processes for improving workplace OHS culture
legal responsibilities of employers, supervisors and employees in
the workplace
organisational communication channels and procedures
organisational policies and procedures relating to hazard
management, fire, emergency, evacuation, and incident or
accident investigating and reporting
range of hazards and associated risks that exist in the workplace
and their control measures
relevant federal and state or territory legislation and local
government regulations related to:
® anti-discrimination

consumer protection

environmental issues

equal employment opportunity (EEO)

financial probity

franchise and business structures

industrial relations

OHS

® property sales, leasing and management

techniques to control risks, such as the hierarchy of control.
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Evidence guide

The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the assessment guidelines for this Training Package.

Overview of
assessment

This unit of competency could be assessed through
practical demonstration of following and promoting
OHS policies and procedures to ensure own safety and
that of others in the workplace. Targeted written
(including alternative formats where necessary) or
verbal questioning to assess the candidate's
underpinning knowledge would provide additional
supporting evidence of competence. The
demonstration and questioning would include
collecting evidence of the candidate's knowledge and
application of ethical standards and relevant federal,
and state or territory legislation and regulations. This
assessment may be carried out in a simulated or
workplace environment.

Critical aspects
for assessment
and evidence
required to
demonstrate
competency in
this unit

A person who demonstrates competency in this unit
must be able to provide evidence of:
assessing and controlling risks according to the
hierarchy of control
complying with a range of health and safety
legislative and organisational procedures
identifying and addressing OHS training needs
of team members
providing clear and accurate information and
advice to team members on workplace hazards
and risks.

Context of and
specific
resources for
assessment

Resource implications for assessment include:
access to suitable simulated or real
opportunities and resources to demonstrate
competence
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assessment instruments that may include
personal planner and assessment record book
access to a registered provider of assessment
services.

Where applicable, physical resources should include
equipment modified for people with disabilities.

Access must be provided to appropriate learning
and/or assessment support when required.

Assessment processes and techniques must be

culturally appropriate, and appropriate to the

language and literacy capacity of the candidate and

the work being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated over
a period of time reflecting the scope of the role
and the practical requirements of the
workplace
where the assessment is part of a structured
learning experience the evidence collected
must relate to a number of performances
assessed at different points in time and
separated by further learning and practice with
a decision of competence only taken at the
point when the assessor has complete
confidence in the person's competence
all assessment that is part of a structured
learning experience must include a
combination of direct, indirect and
supplementary evidence
where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided
will need to be current and show that it
represents competency demonstrated over a
period of time
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assessment can be through simulated project-

based activity and must include evidence

relating to each of the elements in this unit.
In all cases where practical assessment is used it will
be combined with targeted questioning to assess the
underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to the
language and literacy levels of the candidate and any
cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.

Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and

regional contexts.

OHS legislation
may include:

Australian standards, and quality assurance

and certification requirements

maintenance and confidentiality of records of

occupational injury and disease

relevant federal, and state or territory

legislation with regard to:

common law

o general duty of care

[ ] issue resolution

° provisions relating to roles and
responsibilities of OHS representatives
and committees

relevant industry codes of practice
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requirements of provision of OHS
information and training.

OHS policies and
procedures may
relate to:

consultative arrangements for employees
emergency and evacuation procedures
equipment maintenance and use

first aid

hazard and risk identification and reporting
hazard, incident and accident investigation
OHS audits and safety inspections

on-site contractors, visitors and members of
the public

risk assessment and control measures

safe operating procedures and instructions
transport, use and storage of dangerous
goods and hazardous substances

use and maintenance of personal protective
clothing and equipment.

Consultative
processes may
include:

formal and informal meetings

health and safety representatives

OHS committees

other committees, such as consultative,
planning and purchasing

suggestions, requests and concerns put
forward by employees to management.

Relevant people clients
may include: colleagues
designated OHS representatives
emergency personnel
supervisors.
Organisational access and equity principles and practice
requirements guidelines

may be outlined
and reflected in:

business and performance plans
complaint and dispute resolution procedures
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emergency and evacuation procedures
employer and employee rights and
responsibilities

goals, objectives, plans, systems and
processes

legal and ethical requirements and codes of
practice

mission statements and strategic plans
OHS policies, procedures and programs
policies and procedures in relation to client
service

policies and procedures relating to own role
and responsibility

quality and continuous improvement
processes and standards

quality assurance and procedure manuals
records and information systems and
processes.

Risks and
hazards:

may be:

[ ] environmental

[} ergonomic

[ mechanical

[} electrical

may relate to:

[ ] hazardous materials

[ loose objects and fixtures

[ obstructions

may be identified through:

[ J audits and review of audit reports

L] checking work area and equipment
before and during work

[} ongoing training

[ regular housekeeping activities

[ J regular formal and informal consultation
and meetings with colleagues
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[ ] review of OHS records, including
registers of hazardous substances and
dangerous goods
workplace inspections in area of
responsibility.

Procedures to
control risks may
include:

compliance with environmental requirements
compliance with ergonomic requirements,
including safe lifting and manual handling
procedures

correct selection, use, storage and
maintenance procedures for personal
protective clothing and equipment
emergency, fire and accident procedures

safe operating procedures

hazard, accident and incident reporting

procedures
regular OHS consultations.
Hazardous accidents
events may bomb scares
include: emergencies, such as chemical spills
fires and explosions
violent incidents.
Measures to application of the hierarchy of control:
minimise risk elimination of the risk
may include: substitution

engineering controls

administrative controls

personal protective equipment
consultation with workers and their
representatives

measures to remove the cause of a risk at its
source.

Training needs
may include:

coaching, mentoring and supervision
formal and informal learning programs
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internal and external training provision
personal study
quality assurance assessments and
recommendations
recognition of prior learning
seminars and conferences
work experience and exchange opportunities.

Unit sector(s)
Property development, sales and management

Competency field

Property operations and development
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CPPDSM4063A Participate in developing and
establishing property or facilities contracts

Core unit
Summary
Release Status Release date
1 (this release) Current 7/Apr/2011

Usage recommendation  Current

Training packages that include this unit

Code Title Release

CPPO7 Property Services Training Package 7.0-14.1

Qualifications that include this unit

Code Title Release

CPP40611 Certificate IV in Property Services 1-2
(Operations)

Classifications

Scheme \ Code \ Classification value

ASCED Module/Unit of Competency 061301 | Occupational
Field of Education Identifier ‘ ‘ Health And Safety
Content
Download:

Unit of competency in Word format (452.5 KB)

Unit of competency in PDF format (378.96 KB)

Modification history
Not applicable
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Unit descriptor
This unit of competency specifies the outcomes required to participate in
the development of contracts for property or facility management and
maintenance operations. It requires the ability to determine accurately
and comply with contract specifications and guidelines, and to prepare
and finalise contract documentation.
The unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those involved in the
development and establishment of contracts for property or facility
management and maintenance operations.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Prerequisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.

Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
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and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.

ELEMENT

PERFORMANCE CRITERIA

1 Determine
contract
requirements

11

1.2

13

14

15

Contract requirements are reviewed and agreed
according to client, organisational and
legislative requirements.

Consultative processes are used to negotiate
and confirm contract specifications with
relevant people.

Information is sourced and assessed for
currency, accuracy and relevance according to
organisational requirements.

Reliable methods for gathering information are
used according to organisational requirements,
making efficient use of time and resources.
Personal limitations in assessing contract
requirements are identified and assistance is
sought as required from relevant people.

2 Prepare
contract

2.2

2.3

24

Contract is prepared according to contract
specifications and in consultation with relevant
people using appropriate communication
techniques.

Business equipment and technology are used to
prepare contract in the required format, style
and structure according to applicable OHS
requirements.

Advice is sought to confirm that contract
captures and addresses identified risks and
protection of contracted parties, and provides
basis for due performance.

Contract is distributed to relevant people to
check accuracy of information and that contract
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specifications and requirements are clearly
addressed.

2.5 Situations requiring specialist advice are
identified and assistance is sought as required
according to organisational requirements.

3 Finalise 3.1 Feedback on suitability of contract is sought

contract from relevant people and recommended
improvements are incorporated into contract
where appropriate.

3.2 Gaps or deficiencies are identified and
appropriate actions implemented according to
client, organisational and legislative
requirements.

3.3 Contract is finalised within agreed timeframes
and according to client, organisational and
legislative requirements.

3.4 Information is securely maintained with due
regard to client confidentiality according to
legislative and organisational requirements.

Required skills and knowledge

This section describes the essential skills and knowledge and their level,
required for this unit.

Required skills
analytical skills to evaluate sufficiency of contract and interpret
contract requirements
communication skills to discuss and confirm contract
specifications, obtain feedback and interpret written and oral
information
computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases
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interpersonal skills to relate to people from a range of social,
cultural and ethnic backgrounds and varying physical and mental
abilities

orga

nisational skills to organise work schedules and time lines

technical skills to prepare contract documentation.

Required

knowledge and understanding

contract layout, format and presentation methods

contract law with regard to property use

limitations of work role, responsibility and professional abilities
relevant federal and state or territory legislation and local

gove
°

rnment regulations related to:
anti-discrimination

consumer protection

contracts

environmental issues

equal employment opportunity (EEO)
financial probity

franchise and business structures
industrial relations

OHS

property sales, leasing and management.

Evidence guide

The evidence guide provides advice on assessment and must be read in

conjunction

with the performance criteria, required skills and knowledge,

range statement and the assessment guidelines for this Training Package.

Overview of This unit of competency could be assessed through

assessment

84

practical demonstration of participating in the
development of contracts for property or facility
management and maintenance operations. Targeted
written (including alternative formats where
necessary) or verbal questioning to assess the
candidate's underpinning knowledge would provide
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property or facilities contracts
additional supporting evidence of competence. The
demonstration and questioning would include
collecting evidence of the candidate's knowledge and
application of ethical standards and relevant federal,
and state or territory legislation and regulations. This
assessment may be carried out in a simulated or
workplace environment.

Critical aspects | A person who demonstrates competency in this unit
for assessment must be able to provide evidence of:

and evidence finalising contract within agreed timeframes
required to using obtained feedback to rectify gaps or
demonstrate deficiencies

competency in knowledge of organisation's practices, ethical
this unit standards and legislative requirements

associated with developing contracts for
property or facility management and
maintenance operations

seeking advice as required to confirm contract
specifications have been addressed

using business equipment and technology to
prepare contract documentation

using consultative processes to review and
confirm contract requirements and
specifications.

Context of and Resource implications for assessment include:

specific access to suitable simulated or real
resources for opportunities and resources to demonstrate
assessment competence

assessment instruments that may include
personal planner and assessment record book
access to a registered provider of assessment
services.
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Where applicable, physical resources should include

equipment modified for people with disabilities.

Access must be provided to appropriate learning

and/or assessment support when required.

Assessment processes and techniques must be

culturally appropriate, and appropriate to the

language and literacy capacity of the candidate and
the work being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated
over a period of time reflecting the scope of
the role and the practical requirements of the
workplace
where the assessment is part of a structured
learning experience the evidence collected
must relate to a number of performances
assessed at different points in time and
separated by further learning and practice
with a decision of competence only taken at
the point when the assessor has complete
confidence in the person's competence
all assessment that is part of a structured
learning experience must include a
combination of direct, indirect and
supplementary evidence
where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided
will need to be current and show that it
represents competency demonstrated over a
period of time
assessment can be through simulated project-
based activity and must include evidence
relating to each of the elements in this unit.
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In all cases where practical assessment is used it will
be combined with targeted questioning to assess the
underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to the
language and literacy levels of the candidate and any
cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.

Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and
regional contexts.

Clients may building supervisors

include: company management

fund managers

government and legal instruments or agencies
institutions

internal and external property groups
owner-occupiers

private investors

project managers

property agents
property owners
tenants.
Organisational access and equity principles and practice
requirements guidelines
may be outlined business and performance plans
and reflected in: complaint and dispute resolution procedures
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goals, objectives, plans, systems and
processes

legal and ethical requirements and codes of
practice

mission statements and strategic plans
OHS policies, procedures and programs
policies and procedures in relation to client
service

quality and continuous improvement
processes and standards

quality assurance and procedure manuals.

Legislative
requirements
may be outlined
and reflected:

Australian standards

codes of practice covering the market sector
and industry, financial transactions, taxation,
environment, construction, land use, native
title, zoning, utilities use (water, gas and
electricity), and contract or common law
environmental and zoning laws affecting
access security, access and property use
general duty of care to clients

home building requirements

local regulations and by-laws

privacy laws applying to owners, contractors
and tenants

quality assurance and certification
requirements

relevant federal, and state or territory
legislation that affects organisational
operation, including:

®  anti-discrimination and diversity
® environmental issues
® EEO
® industrial relations
® OHS
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property or facilities contracts
strata, community and company titles
tenancy agreements
trade practices laws and guidelines.

Consultative
processes may
include:

face-to-face meetings
telephone, facsimile and written
communication.

Relevant people
may include:

clients

colleagues

government agencies

industry regulators and associations
legal representatives

parties to contract

supervisors.

Information may
relate to:

agreements

building codes
company services
contracts

depreciation schedules
licences

operating costs
permits and plans
specifications.

Resources may
include:

materials

personnel

tools and equipment
training

transport

Communication
techniques may
include:

active listening

clear presentation of options

consultation methods

culturally inclusive and sensitive engagement
techniques

questioning to clarify and confirm
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understanding

seeking feedback

two-way interaction

using language and concepts appropriate to
cultural differences

verbal or non-verbal language.

Business
equipment and
technology may
include:

computers

data storage devices

email

facsimile machines

internet, extranet and intranet

photocopiers

printers and scanners

software applications, such as databases and
word applications.

Risks may relate
to:

changes to regulations and legislation
client and staff satisfaction
competition

emergencies and disasters

failure of a contracted party to comply with
contract terms and conditions

fire and security

health and safety

loopholes in contracts

market influences

physical, financial or human resources
project control and cash flow
suppliers and contractors

time constraints.

Specialist advice
may be sought
from:

government officials

members of industry associations
solicitors and legal representatives
supervisors and colleagues
technical experts.
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Feedback may be clients and their legal representatives
sought from: supervisors and colleagues
formal and informal performance appraisals
workplace assessment.

Unit sector(s)
Property development, sales and management

Competency field

Property operations and development
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Unit descriptor
This unit of competency specifies the outcomes required to provide
effective leadership in the property industry. It requires the ability to
model high standards of performance and behaviour, and positively
influence individuals and work teams. It requires knowledge of applicable
financial, legal and procedural requirements relevant to the property
industry.
The unit may form part of the licensing requirements for persons working
in the property industry, including in the real estate, business broking,
stock and station agency and property operations and development
sectors, in those States and Territories where these are regulated
activities.

Application of the unit
This unit of competency supports the work of those involved in leadership
roles within the property industry.
Licensing/regulatory information
Refer to unit descriptor
Pre-requisites
Prerequisite units: Nil
Employability skills information

The required outcomes described in this unit of competency contain
applicable facets of employability skills. The Employability Skills Summary
of the qualification in which this unit of competency is packaged, will
assist in identifying employability skills requirements.

Elements and performance criteria
Elements describe the essential outcomes of a unit of competency.

Performance criteria describe the required performance needed to
demonstrate achievement of the element. Where bold italicised text is
used, further information is detailed in the required skills and knowledge
and/or the range statement. Assessment of performance is to be
consistent with the evidence guide.
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ELEMENT

PERFORMANCE CRITERIA

1 Model high
standards of
performance

1.1 Own work practices model high standards of
performance and ethics in providing property
services according to organisational, legislative,
financial and procedural requirements.

1.2 Property services and work practices are planned
and implemented according to client and
organisational values and requirements.

1.3 Work practices reflect an understanding of and
respect for individual differences, and are
adapted as appropriate to meet specific needs of
relevant people.

1.4 Individual and team efforts and contributions are
encouraged, valued and rewarded according to
organisational requirements.

1.5 Breaches of organisational codes of ethics and
practices are recognised and reported according
to organisational and industry standards and
procedures.

2 Interpret and
comply with
financial,
legislative and
procedural
requirements

2.1 Financial, legislative and procedural requirements
relevant to property services are identified and
accessed according to organisational
requirements.

2.2 Key financial, legislative and procedural principles
relating to organisational values and
requirements are identified and interpreted.

2.3 Information relevant to property services is
identified and assessed according to
organisational requirements.

2.4 Own interpretation and application of financial,
legislative and procedural requirements are
confirmed with relevant people to ensure
consistency.
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2.5

Situations requiring specialist advice are
identified and assistance is sought as required
according to organisational procedures.

3 Facilitate
commitment
to workplace
change

3.2

3.3

3.4

3.5

3.6

Opinions and suggestions on improving work
practices are encouraged to facilitate
participation in change processes.

Goals and objectives of change are
communicated clearly and promptly to
individuals and teams.

Business equipment and technology are used to
manage and provide access to information on
progress towards objectives of change.
Mentoring and coaching are provided to support
individuals and groups through introduction of
change.

Decisions to overcome problems in
implementation of change are made in
consultation with relevant people.

Effective relations and communications are
maintained with clients and colleagues during
process of change.

4 Develop and
maintain
professional
competence

4.1

4.2

4.3

Own professional development is maintained in
consultation with relevant people according to
organisational requirements.

Feedback from clients and colleagues is used to
determine professional competency and quality
of performance, and to identify key areas for
improvement in providing property services.
Personal knowledge and skills in providing
property services are assessed against
competency standards and other relevant
benchmarks to determine professional
development needs and priorities.
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4.4 Strategies to maintain currency of professional
competency in providing effective property
services are identified, planned and
implemented.

4.5 Professional networks are participated in to
identify and build relationships with relevant
individuals and organisations in the property
industry to obtain and maintain personal
knowledge.

Required skills and knowledge

This section describes the essential skills and knowledge and their level,
required for this unit.
Required skills

926

coaching and mentoring skills to be a positive influence on others
and provide support to colleagues

communication skills to consult effectively with clients and
colleagues

computing skills to access the internet and web pages, prepare and
complete online forms, lodge electronic documents and search
online databases

interpersonal skills to relate to people from a range of social,
cultural and ethnic backgrounds and varying physical and mental
abilities and to respect individual differences

literacy skills to interpret and apply legislative, financial and
procedural requirements and to access and understand a variety of
information

organisational skills to introduce and monitor change, plan and
maintain own professional development, and plan and meet work
priorities

reflection skills to differentiate between professional and personal
values

self-evaluation skills to review and assess own work practices
systematically in order to identify ways to improve performance or
understanding.
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Required knowledge and understanding
characteristics of a positive role model
common effects of change in the workplace
industrial and organisational context of change
limitations of work role, responsibility and professional abilities
mechanisms to obtain and analyse feedback
methods to identify and prioritise personal learning needs
OHS issues and requirements
organisational and professional procedures, ethical practices and
business standards, including:
® acting in principal's best interests
® adequate disclosure of relevant information, including
management fees
declaration of beneficial interests
ethical representation of organisation and clients
fair and honest provision of property services
identification and disclosure of conflicts of interest
maintenance of confidentiality
non-discriminatory practices
inciples and techniques associated with:
establishing effective consultative processes
establishing key performance indicators
influencing others
leading people
making decisions
preparing performance plans
relevant federal and state or territory legislation and local
government regulations related to:
® anti-discrimination
consumer protection
environmental issues
equal employment opportunity (EEO)
financial probity
franchise and business structures
industrial relations

0 0000T 000000
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® OHS
® property sales, leasing and management.

Evidence guide

The evidence guide provides advice on assessment and must be read in
conjunction with the performance criteria, required skills and knowledge,
range statement and the assessment guidelines for this Training Package.

Overview of
assessment

This unit of competency could be assessed through
practical demonstration of providing effective
leadership in the property industry. Targeted written
(including alternative formats where necessary) or
verbal questioning to assess the candidate's
underpinning knowledge would provide additional
supporting evidence of competence. The
demonstration and questioning would include
collecting evidence of the candidate's knowledge and
application of ethical standards and relevant federal,
and state or territory legislation and regulations. This
assessment may be carried out in a simulated or
workplace environment.

Critical aspects
for assessment
and evidence
required to
demonstrate
competency in
this unit

A person who demonstrates competency in this unit

must be able to provide evidence of:
knowing and accurately interpreting and
complying with relevant legislative, financial
and procedural requirements and prescribed
codes of conduct, and checking own
understanding and application with relevant
people
demonstrating high standards of work practices
and ethics in providing property services,
including accurate determination and
clarification of expectations of owner
corporations; acting in principal's best
interests; adequate disclosure of relevant
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information, including management fees;
declaration of beneficial interests; ethical
representation of organisation and clients; fair
and honest provision of property services;
identification and disclosure of conflicts of
interest; maintenance of confidentiality; non-
discriminatory practices; over-servicing; and
fixed charges rather than fee for service

using constructive feedback and industry
competency standards and benchmarks to
identify and implement opportunities for
developing and maintaining own professional
development

using effective communication techniques to
introduce and monitor change, while providing
support to, and maintaining relationships with,
clients and colleagues throughout the change

process.
Context of and Resource implications for assessment include:
specific access to suitable simulated or real
resources for opportunities and resources to demonstrate
assessment competence

assessment instruments that may include
personal planner and assessment record book
access to a registered provider of assessment
services.

Where applicable, physical resources should include
equipment modified for people with disabilities.

Access must be provided to appropriate learning
and/or assessment support when required.

Assessment processes and techniques must be
culturally appropriate, and appropriate to the
language and literacy capacity of the candidate and
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the work being performed.

Validity and sufficiency of evidence require that:
competency will need to be demonstrated over
a period of time reflecting the scope of the role
and the practical requirements of the
workplace
where the assessment is part of a structured
learning experience the evidence collected
must relate to a number of performances
assessed at different points in time and
separated by further learning and practice with
a decision of competence only taken at the
point when the assessor has complete
confidence in the person's competence
all assessment that is part of a structured
learning experience must include a
combination of direct, indirect and
supplementary evidence
where assessment is for the purpose of
recognition (RCC/RPL), the evidence provided
will need to be current and show that it
represents competency demonstrated over a
period of time
assessment can be through simulated project-
based activity and must include evidence
relating to each of the elements in this unit.

In all cases where practical assessment is used it will
be combined with targeted questioning to assess the
underpinning knowledge. Questioning will be
undertaken in such a manner as is appropriate to the
language and literacy levels of the candidate and any
cultural issues that may affect responses to the
questions, and will reflect the requirements of the
competency and the work being performed.
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Range statement

The range statement relates to the unit of competency as a whole.

It allows for different work environments and situations that may affect
performance. Bold italicised wording in the performance criteria is
detailed below. Add any essential operating conditions that may be
present with training and assessment depending on the work situation,
needs of the candidate, accessibility of the item, and local industry and
regional contexts.

Property business broking

services may buyer advocacy or agent

relate to: facilities management for a range of property
types
marketing, sale and leasing a range of
property types

on-site residential property management
property management for a range of property
types

residential, commercial and industrial
property and facilities

rural agency practice

strata and community title management
urban agency practice.

Organisational access and equity principles and practice
requirements guidelines

may be outlined agency policies and guidelines

and reflected in: business and performance plans

complaint and dispute resolution procedures

ethical standards and codes of practice, such as:

® actingin principal's best interests

®  clear communication of services offered and
fee for services

® clear negotiation of fees

declaration of beneficial interest

® misrepresentation
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® over-servicing

® fixed charges rather than fee for service
goals, objectives, plans, systems and processes
legal policies and guidelines

mission statements and strategic plans

OHS policies, procedures and programs
policies and procedures in relation to client
service

quality and continuous improvement processes
and standards

quality assurance and procedure manuals
sales, marketing and leasing management
procedure manuals.

Legislative,
financial and
procedural
requirements
may be outlined

and reflected in:

Australian Securities and Investments
Commission, Australian Competition and
Consumer Commission, Foreign Investment
Review Board requirements

Australian standards

federal and state taxation requirements
consumer protection laws and guidelines

court and tribunal precedents

environmental and zoning laws affecting access
security, access and property use

freedom of information

home building requirements

licensing requirements

privacy and confidentiality requirements and
laws applying to owners, contractors and
tenants

public health

quality assurance and certification requirements
relevant common law

relevant federal, and state or territory legislation
and regulations affecting organisational
operation, including:
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® anti-discrimination and diversity

® environmental issues

® equal employment opportunity (EEO)
® industrial relations

® OHS

relevant industry codes of practice covering the
market sector and industry, financial
transactions, taxation, environment,
construction, land use, native title, zoning,
utilities use (water, gas and electricity), and
contract or common law

relevant local government policies and
regulations

strata, community and company titles
tenancy agreements

trade practices laws and guidelines.

Clients may
include:

agents or third parties for purchasers and
vendors

in-house staff and office contractors
other agency staff

owner corporations and community title groups
potential vendors

prospective and existing landlords
prospective and existing tenants
prospective purchasers

purchasers

vendors.

Specific needs
may relate to:

beliefs and values

conventions of gender and sexuality
cultural stereotypes

dress