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Course Description 
This qualification reflects the role of individuals who work in a senior operational or team 
leading role in the health industry. 
 

Entry Requirements 

There are no entry requirements for this qualification. 

What you must do to complete the course 

To be awarded HLT47315 Certificate IV in Health Administration, competency must be achieved in 
14 units as noted on the contents page. 
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CHCDIV001 (Core) Work with diverse people 

Unit Descriptor 

This unit describes the skills and knowledge required to work respectfully with people from 
diverse social and cultural groups and situations, including Aboriginal and/or Torres Strait 
Islander people. 

The skills in this unit must be applied in accordance with Commonwealth and State/Territory 
legislation, Australian/New Zealand standards and industry codes of practice. 

Application of the Unit 

This unit applies to all workers. 

Evidence Guide 

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

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. 

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

 undertaken a structured process to reflect on own perspectives on diversity 

 recognised and respected the needs of people from diverse social and cultural 
backgrounds in at least 3 different situations: 

o selected and used appropriate verbal and non-verbal communication 

o recognised situations where misunderstandings may arise from diversity and 
formed appropriate responses 
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CHCLEG001 (Core) Work legally and ethically 

Unit Descriptor 

This unit describes the skills and knowledge required to identify and work within the legal 
and ethical frameworks that apply to an individual job role. 
 
The skills in this unit must be applied in accordance with Commonwealth and State/Territory 
legislation, Australian/New Zealand standards and industry codes of practice. 

Application of the Unit 

This unit applies to community services and health workers who play a proactive role in 
identifying and meeting their legal and ethical responsibilities. 

Evidence Guide 

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

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. 

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

 completed workplace activities in accordance with legal and ethical requirements in 
at least 3 different situations 

 developed appropriate responses to at least 3 different legal or ethical issues 
relevant to the work role 

 identified and communicated at least 2 potential work practice improvements 
designed to enhance workplace responsiveness to legal and ethical requirements 
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HLTWHS003 (Core) Maintain work healthy and safety 

Unit Descriptor  

This unit describes the skills and knowledge required to implement and monitor work health 
and safety (WHS) policies, procedures and work practices as part of a small work team. 
 
The skills in this unit must be applied in accordance with Commonwealth and State/Territory 
legislation, Australian/New Zealand standards and industry codes of practice. 

Application of the Unit 

This unit applies to workers who have a key role in maintaining WHS in an organisation, 
including duty of care for other workers. 

Evidence Guide 

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

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. 

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

 conducted a workplace risk assessment and recorded the results, including: 

o identification of hazards and potential hazards 

o risk assessment 

o strategies for minimising risk, and 

o analysis of residual risk 

 provided WHS information to at least two workers, including: 

o explanation of WHS policies and procedures 

o demonstration of safe housekeeping practices 

o correct use of personal protective equipment (PPE) 

 consistently monitored safety procedures in the day-to-day work activities required 
by the job role 

 completed a workplace incident report 

 followed workplace procedures for a simulated emergency situation 
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BSBLDR402 (Core) Lead effective workplace relationships 

Unit Descriptor 

This unit defines skills, knowledge and outcomes required to use leadership to promote 
team cohesion. It includes motivating, mentoring, coaching and developing the team and 
forming the bridge between the management of the organisation and team members. 

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

Application of the Unit 

This unit applies to team leaders, supervisors and new or emerging managers where 
leadership plays a role in developing and maintaining effective workplace relationships. It 
applies in any industry or community context. 

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

Evidence Guide 

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

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. 

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

 access and analyse information to achieve planned outcomes 

 apply techniques for resolving problems and conflicts and dealing with poor 
performance within organisational and legislative requirements 

 review and improve workplace outcomes in consultation with relevant personnel 

 adjust interpersonal style and communications to respond to cultural and social 
diversity 

 apply relationship management and communication skills with a range of people 
that: 

o demonstrate integrity, respect, empathy and cultural sensitivity and promote 
trust 

o forge effective relationships with internal and/or external people and help to 
maintain these networks 

o encourage participation and foster contribution of and respect for ideas and 
feedback 

o provide support to colleagues to resolve difficulties 
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BSBMED301 (Core) Interpret and apply medical terminology 
appropriately 

Unit Descriptor 

This unit describes the skills and knowledge required to understand and respond to instructions; to 

carry out routine tasks and communicate with a range of internal/external clients in a 
medical environment; as well as use appropriate medical terminology. 
 
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 apply a broad range of competencies in various medical 
administration contexts. They may exercise discretion and judgment using appropriate 
knowledge to provide technical advice and support to a team. 

Evidence Guide 

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

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. 

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

 interpret and follow written instructions containing medical terminology 

 produce documents containing correct medical terminology according to 
organisational requirements 

 use medical terminology correctly in oral communications 

 identify and use appropriate abbreviations for medical terms and associated 
processes 
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BSBMGT403 (Core) 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. 
 
No licensing, legislative or certification requirements apply to this unit at the time of 
publication. 

Application of the Unit 

This unit 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. 
 
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. 

Evidence Guide 

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

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. 

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

 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 

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

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

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

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

 document performance to identify further opportunities for improvement 

 manage records and reports within the organisation’s systems and procedures 
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BSBCUS401 (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 

This unit 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 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. 

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

 identify the needs and priorities of the organisation in delivering services to 
customers 

 diagnose problems in delivery of customer service 

 respond to and report on customer feedback and complaints 

 review client satisfaction using verifiable data 

 consult and communicate effectively with relevant people 

 develop and implement strategies and methods to improve customer service 
delivery including: 

o budgeting 

o promotion to staff 

o documentation and follow up 
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BSBCUS402 (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 

This unit 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 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. 

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

 explanation of signs and sources of stress 

 explanation of job role priorities and KPIs 

 ability or strategy to recover from stressful contact 

 work stamina and implementation of work/life management strategies 

 knowledge of OHS principles and requirements 
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BSBCUS403 (Elective) Implement Customer Service 
Standards 

Unit Descriptor 

This unit describes the skills and knowledge required to contribute to quality customer 
service standards within an organisation. 

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 frontline managers, team leaders or supervisors 
who have responsibility for ensuring that customer service systems and customer service 
standards are implemented. 

Evidence Guide 

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

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. 

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

 access, interpret, apply and monitor customer service standards 

 demonstrate compliance with customer service system and standards 

 make contributions to improving or adapting customer service standards to 
better meet the needs of the organisation and the customers 

 review and analyse customer feedback and make recommendations to address 
issues raised, including identifying the resources required 

 make adjustments to improve customer service procedures including: 

o identifying and responding to problems 

o communicating with and encouraging staff 

 coordinate and manage delivery of services and products to meet standards 
including: 

o planning and implementing team work activities 

o managing resources 
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BSBINN301 (Elective) Promote innovation in a team 
environment 

Unit Descriptor 

This unit describes the skills and knowledge required to be an effective and proactive 
member of an innovative team. 
 
No licensing, legislative, regulatory or certification requirements apply to this unit at the 
time of publication. 

Application of the Unit 

This unit applies to individuals who play a proactive role in demonstrating, encouraging or 
supporting innovation in a team environment. The individual may be a team participant or a 
team leader. Teams may be formal or informal and may comprise a range of personnel. 

Evidence Guide 

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

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. 

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

 apply practices that promote innovation within a team including: 

o modelling open and respectful communications 

o contributing to the make-up and rules of the team 

o planning and scheduling of activities 

o reflecting on activities, feedback and challenges to identity improvement 
options 

 encourage others to contribute to innovation in the team 

 implement improvements and communicate about them 
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CHCCOM005 (Elective) Communicate and work in health or 
community services 

Unit Descriptor 

This unit describes the skills and knowledge required to communicate effectively with 
clients, colleagues, management and other industry providers. 
 
The skills in this unit must be applied in accordance with Commonwealth and State/Territory 
legislation, Australian/New Zealand standards and industry codes of practice. 

Application of the Unit 

This unit applies to a range of health and community service contexts where workers may 
communicate face-to-face, in writing or using digital media and work with limited 
responsibility under direct or indirect supervision. 

Evidence Guide 

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

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. 

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

 demonstrated effective communication skills in 3 different work situations 

 clarified workplace instructions and negotiated timeframes with 2 colleagues 

 responded appropriately to 3 different situations where communication constraints 
were present 

 completed 2 written or electronic workplace documents to organisation standards 
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HLTWHS001 (Elective) Participate in workplace health and 
safety 

Unit Descriptor 

This unit describes the skills and knowledge required for workers to participate in safe work 
practices to ensure their own health and safety, and that of others. 
 
The skills in this unit must be applied in accordance with Commonwealth and State/Territory 
legislation, Australian/New Zealand standards and industry codes of practice. 

Application of the Unit 

The unit applies to all workers who require knowledge of workplace health and safety 
(WHS) to carry out their own work, either under direct supervision or with some individual 
responsibility. 

Evidence Guide 

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

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. 

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

 contributed to a WHS meeting or inspection in workplace 

 conducted a workplace risk assessment and recorded the results 

 consistently applied workplace safety procedures in the day-to-day work activities 
required by the job role 

 followed workplace procedures for reporting hazards 

 followed workplace procedures for a simulated emergency situation 
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BSBWOR301 (Elective) Organise personal work priorities 
and development  

Unit Descriptor 

This unit describes the skills and knowledge required for workers to participate in safe work 
practices to ensure their own health and safety, and that of others. 
 
The skills in this unit must be applied in accordance with Commonwealth and State/Territory 
legislation, Australian/New Zealand standards and industry codes of practice. 

Application of the Unit 

This unit applies to individuals who exercise discretion and judgement and apply a broad 
range of competencies in various work contexts. 

Evidence Guide 

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

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. 

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

 prepare a work plan according to organisational requirements and work objectives 

 use business technology to schedule, prioritise and monitor completion of tasks in a 
work plan 

 assess and prioritise own work load and deal with contingencies 

 monitor and assess personal performance against job role requirements by seeking 
feedback from colleagues and clients 

 identify personal development needs and access, complete and record skill 
development and learning 
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BSBFLM312 (Elective) Organise personal work priorities and 
development  

Unit Descriptor 

This unit describes the skills and knowledge required to contribute to the effectiveness of 
the work team. It involves planning with the team to meet expected outcomes, developing 
team cohesion, participating in and facilitating the work team, and communicating with the 
management of the organisation. 
 
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 play a prominent part in motivating, mentoring, 
coaching and developing team cohesion through team leadership and forming the link 
between the management of the organisation and the team members. At this level, work 
will normally be carried out within known routines, methods and procedures, and may also 
involve complex or non-routine activities that require some discretion and judgement. 

Evidence Guide 

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

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. 

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

 discuss and clarify goals and responsibilities with a team of people 

 apply management and communication skills with a range of people that: 

o provides direction and leadership 

o assists individuals to achieve goals 

o motivates and builds team cohesion 

o fosters contribution of and respect for ideas 

 apply techniques for resolving problems within organisational and legislative 
requirements 

 communicate effectively with management including escalating problems outside 
own area of responsibility 

 manage communication of information to, and between, the team 


