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Course Description

This qualification reflects the role of individuals who use well-developed business sales skills and a
broad knowledge base in a wide variety of business sales contexts. They apply solutions to a defined
range of unpredictable problems, and analyse and evaluate information from a variety of sources.
They may provide leadership and guidance to others and have limited responsibility for the output
of others, however they typically report to a more senior business sales practitioner.

Job roles

Job roles and titles vary across different industry sectors. Possible job titles relevant to this
qualification include:

e sales account assistant
e sales agent

e sales representative.

Pathways Information

Pathways into the qualification

Preferred pathways for candidates considering this qualification include:
e BSB30112 - Certificate Ill in Business or other relevant qualification
OR
e with vocational experience in assisting sales team leaders, supervisors or managers to

conduct sales activities but without a formal sales qualification.

Pathways from the qualification

e BSB51215 - Diploma of Marketing or a range of other Diploma qualifications.

Entry Requirements

There are no entry requirements for this qualification.

What you must do to complete the course

To be awarded BSB40615 - Certificate IV in Business Sales, competency must be achieved in 10 units
as noted on the contents page.
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BSBPRO401 - (Core) Develop product knowledge

Unit Descriptor

This unit describes the skills and knowledge required to develop product knowledge in preparation
for the sales process.

No licensing, legislative, regulatory or certification requirements apply to this unit at the time of
publication.

Application of the Unit

It applies to individuals who need to solve a defined range of unpredictable problems, analyse and
evaluate information from a variety of sources and who may provide leadership and guidance to
others with some limited responsibility for the output of others.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:

e use valid and reliable sources to gather information about the organisation’s products and
competitors’ products

o determine buyer needs and present key features and benefits of product to match needs, in
accordance with organisational and legislative obligations

e compare competitors’ products with own organisation’s products and communicate
differences to buyer.

e list sources of information for own organisation’s products and competitors’ products

e explain why it is important to discuss features, benefits, strengths and weaknesses when
describing products

e summarise industry competitors, including products offered and potential buyer markets

e outline organisational policies and procedures, relevant to the sales process

e outline the key provisions of relevant legislation, regulations, standards and codes of

practice that are relevant to the sales process.
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BSBREL402 - (Core) Build client relationships and business networks

Unit Descriptor

This unit describes the skills and knowledge required to establish, maintain and improve client
relationships and to actively participate in networks to support attainment of key business outcomes.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

It applies to individuals such as marketing and sales professionals who depend on excellent
interpersonal relationships and communication skills to achieve outcomes but may also apply to
other individuals working in any industry.

Evidence Guide

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

The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:

e identify clients’ preferred communication styles and methods and potential barriers to
communications and use appropriate communication styles and strategies

e apply communication techniques to establish rapport and promote two-way communication

o develop and implement client loyalty strategies and service standards based on business
objectives and client information

e develop and implement strategies to elicit feedback from clients and use it to improve
relationships and customer satisfaction

e maintain contacts and participate in formal and informal networks that support the business
and enhance personal knowledge of the market.

e give examples of strategies that can build client loyalty including those that focus on:

o financial incentives and special offers

o premium services and private/dedicated facilities
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o loyalty programs, rewards and recognition
e outline issues that are commonly addressed in client care/service standards in the industry
e outline typical barriers to communicating with clients and possible strategies to address
them
e give examples of strategies for feedback
e describe the principles and techniques for effective communication and networking
e outline networking opportunities relevant to the business with reference to:
o government, industry and professional associations
o trade shows, conferences, briefings and other professional development activities
o existing groups or networks
o businesses and individuals
e outline aspects of organisational policies, procedures and processes that are relevant to

communicating with clients and participating in networks.
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BSBSLS407 - (Core) Identify and plan sales prospects

Unit Descriptor

This unit describes the skills and knowledge required to identify potential sales prospects by applying
prospecting methods, and manage own sales performance by establishing a sales plan, while
managing stress, time and sales-related paperwork.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

It applies to individuals working in a sales-related position in a small, medium or large enterprise in a
wide variety of industries, who identify, collate and follow up sales prospect information to generate
leads. Individuals undertaking this unit may be at entry level, or have experience in sales sufficient to
provide advice and support about aspects of sales solutions as part of a sales team.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e evaluate and select the use and management of different sales prospecting methods

e develop, monitor and refine a system for recording prospecting methods

e plan, document and monitor individualised sales plan

e establish data collection system

e use appropriate technology

e organise, analyse and delegate workloads to maximise productivity

e identify and monitor symptoms of stress

e describe information management strategies used to manage prospect and sales data

e identify key principles associated with self-management

e outline key provisions of relevant legislation, codes of practice and national standards
related to the sales environment

e describe prospecting methods used in sales process

e identify principles of buyer motives

e describe strategies and techniques used to prevent and manage stress.
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BSBSLS408 - (Core) Present, secure and support sales solutions

Unit Descriptor

This unit describes the skills and knowledge required to present sales solutions that respond to
specific buying needs of a client, and to use sales processes associated with securing prospect
commitment to proceed with a sale.

It also includes attending to post-sales activities that build and strengthen the partnership between
a salesperson and client, and enhance the likelihood of future sales.

No licensing, legislative or certification requirements apply to this unit at the time of publication

Application of the Unit

It applies to individuals working in sales-related positions in a small, medium or large enterprise, in a
wide variety of industries, who may provide sales solutions individually, or provide advice and
support on aspects of sales solutions to support a sales team.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
« identify principles of effective sales presentation
« identify buyer needs and present sales solution
e manage buyer resistance
o finalise a sale
« implement support for post-sale activities
o demonstrate detailed product knowledge, including product:
o advantages and disadvantages
» features
o service benefits
o identify materials and aids that support presentations
« identify principles for achieving an effective sales presentation mix
o describe statistical methods used to demonstrate sales performance
o describe strategies used to:
« manage client accounts
e build client goodwill
o develop client loyalty.
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BSBCUSA401 - (Elective) Coordinate implementation of customer service
strategies

Unit Descriptor

This unit describes the skills and knowledge required to advise, carry out and evaluate customer
service strategies.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

It applies to individuals who have well developed skills and a broad knowledge of customer service
strategies for addressing customer needs and problems, and who may provide guidance or delegate
work related tasks to others.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e identify the needs and priorities of the organisation in delivering services to customers

e diagnose problems in delivery of customer service
e respond to and report on customer feedback and complaints
e review client satisfaction using verifiable data
e consult and communicate effectively with relevant people
o develop and implement strategies and methods to improve customer service
delivery including:
o budgeting
o promotion to staff
o documentation and follow up.
e outline the principles of customer service
e explain sources of information and techniques for identifying customer needs and
reviewing customer satisfaction
e explain the organisational business structure, products and services related
to customer service
e describe product and service standards and best practice models
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BSBCUSA402 - (Elective) Address customer needs

Unit Descriptor

This unit describes the skills and knowledge required to manage an ongoing relationship with a
customer over a period of time. This includes helping customers articulate their needs and managing
networks to ensure customer needs are addressed.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

It applies to individuals who are expected to have detailed product knowledge in order to
recommend customised solutions. In this role, individuals would be expected to apply organisational
procedures and be aware of, and apply as appropriate, broader factors involving ethics, industry
practice and relevant government policies and regulations.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e communicate effectively with customers including

o helping customers to articulate their needs and evaluate options
o explaining products/services and how they match customer needs
o establishing regular communication
o explaining customer rights and responsibilities
e address customer’s needs
e use organisational procedures to document customer satisfaction
e develop and maintain networks to support meeting customer needs
e identify potential difficulties in meeting customer needs and taking appropriate action.
e explain organisational procedures and standards for establishing and maintaining customer
service relationships
e describe informed consent
e explain consumer rights and responsibilities
e describe ways to establish effective regular communication with customers
e outline details of products or services including with reference to:
o possible alternative products and services
o variations within a limited product and service range.
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BSBCMMA40L1 - (Elective) Make a presentation

Unit Descriptor

This unit covers the skills and knowledge required to prepare, deliver and review a presentation to a
target audience.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

This unit applies to individuals who may be expected to make presentations for a range of purposes,
such as marketing, training and promotions. They contribute well developed communication skills in
presenting a range of concepts and ideas.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e prepare and deliver presentations related to occupation or area of interest which
demonstrate the use of:
o effective presentation strategies and communication principles
o aids and materials to support the presentation
e select and implement methods to review the effectiveness of own presentation and
document any changes which would improve future presentations.
e identify information collection methods that will support review and feedback of
presentations
e identify regulatory and organisational obligations and requirements relevant to
presentations
e describe the principles of effective communication

e describe the range of presentation aids and materials available to support presentations.
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BSBMKG413 - (Elective) Promote products and services

Unit Descriptor

This unit describes the skills and knowledge required to coordinate and review the promotion of an
organisation’s products and services.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

It applies to individuals with a broad knowledge of the promotion of products and services specific
to an organisation. They may have responsibility to provide guidance or to delegate aspects of these
tasks to others.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e identify the context for the promotional activities including:
o relevant legislation/regulations
o organisation’s goals, objectives, systems, policies and procedures
o budget and timelines
o marketing needs and, if defined, marketing plans
o objectives of the promotional activities
e consult with relevant stakeholders to plan promotional activities to meet objectives, budget
and timelines
e coordinate promotional activities including:
o allocation of personnel, roles and responsibilities
o sourcing other resources and promotional products as appropriate
o use of networks and relationships
e analyse feedback and data to evaluate the effectiveness of planning processes and
promotional activities and make recommendations on future directions of promotional
activities.
e outline the legislative and regulatory context of the organisation as relevant to the
marketing plan
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e outline the planning processes for organising promotional activities
e explain the organisation’s marketing objectives and how they support the overall business
objectives
e explain how common promotional activities could be used to support the marketing
objectives with reference to
o advertising
o client functions
o employee functions
o media announcements
o product launches

o web pages.
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BSBMGT403 - (Elective) Implement continuous improvement

Unit Descriptor

This unit describes the skills and knowledge required to implement the organisation’s continuous
improvement systems and processes. It covers using systems and strategies to actively encourage
the team to participate in the process, monitoring and reviewing performance, and identifying
opportunities for further improvements.

At this level, work will normally be carried out within routine and non-routine methods and
procedures, which require planning, evaluation, leadership and guidance of others.

No licensing, legislative or certification requirements apply to this unit at the time of publication.

Application of the Unit

It applies to managers who have an active role in implementing the continuous improvement
process to achieve the organisation's objectives. Their position is closely associated with the creation
and delivery of products and services which means that they have an important role in influencing
the ongoing development of the organisation.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e implement continuous improvement systems and provide mentoring and coaching support

to enable individuals and teams to participate in decisions, take responsibility, show
initiative and implement improvement processes

e implement processes to inform team members about savings and productivity/service
improvements achievements

e communicate effectively to support the continuous improvement system and
implementation of improvements

e apply continuous improvement to customer services including internal and external
customers

e implement, monitor and adjust improvement plans, processes and procedures to improve
performance

e document performance to identify further opportunities for improvement

e manage records and reports within the organisation’s systems and procedures.

e give examples of continuous improvement processes

e list typical areas of need for coaching and mentoring to support continuous improvement

e explain how change management techniques can support continuous improvement and
initiative

e identify the organisation’s systems and data that can be used for benchmarking and
monitoring performance for continuous improvement.
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BSBSLS501 - (Elective) Develop a sales plan

Unit Descriptor

This unit describes the skills and knowledge required to develop a sales plan for a product or service
for a team covering a specified sales territory based on strategic objectives and in accordance with
established performance targets.

No licensing, legislative or certification requirements apply to this unit at the time of publication

Application of the Unit

It applies to individuals working in a supervisory or managerial sales role who develop a sales plan
for a product or service.

Evidence Guide

Critical aspects for assessment and evidence required to demonstrate competency in this unit
The evidence required to demonstrate competency in this unit must be relevant to workplace
operations and satisfy holistically all of the requirements of the performance criteria and required
skills and knowledge.

Evidence of the following is essential for a participant to demonstrate competency in this unit:
e analyse information from a range of sources to develop a sales plan for a product and sales
territory that meets organisational strategic direction including:
resource requirements and budget
achievable sales targets
performance measures
approaches to be used to meet objectives
risk management

O O O O O

advertising and promotional strategy
o product distribution channels

e acquire staff, develop selling approach and provide training support on product knowledge
and sales approach

e monitor and evaluate performance and adjust the plan as appropriate.

e outline principles and techniques for selling

e outline methods for monitoring sales outcomes

e explain the statistical techniques for analysing sales and market trends

e outline internal and external sources of information that are relevant to identifying
organisational strategic direction and developing a product sales plan.
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