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[bookmark: _Toc415143422][bookmark: _Toc415154318]Unit of Competency
Application
This unit describes the skills and knowledge required to undertake a range of online transactions, including banking, and buying and selling products and services.

It applies to individuals who are skilled operators and apply a broad range of competencies in various work contexts. They may exercise discretion and judgement using appropriate theoretical knowledge of conducting online transactions to provide technical advice and support to a team.

No licensing, legislative or certification requirements apply to this unit at the time of publication.
Unit Sector
Information and Communications Technology – IT Use

[bookmark: _Toc329018037]

[bookmark: _Toc329018038]Performance Criteria
	Element
Elements describe the essential outcomes.
	Performance Criteria
Performance criteria describe the performance needed to demonstrate achievement of the element.


	1. Identify and investigate online service provider
	1.1 Undertake online research to identify suppliers of required products/services
1.2 Assess service provider confidentiality, security and privacy facilities in accordance with individual and organisational requirements
1.3 Assess potential products/services for authenticity


	2. Perform online transactions
	2.1 Confirm organisational requirements for products/services to be obtained
2.2 Ensure authentication information is secured in accordance with organisational requirements 
2.3 Use appropriate online functions to obtain required products/services
2.4 Report any difficulties in accessing or using online facilities to the service provider
2.5 Complete transaction and ensure products/services are received in accordance with terms of online transaction


	3. Maintain records of online transactions
	3.1 Maintain records of transactions in accordance with organisational policy, procedures and level of authority
3.2 Compare organisational records with online records and deal with irregularities according to organisational policy and procedures


	4. Review online transactions
	4.1 Review obtained products/services rendered to determine quality, timeliness and level of customer service in relation to advertised profile
4.2 Make recommendations regarding continued or future use of online service provider, as supported by transaction history





[bookmark: _Toc415143424][bookmark: _Toc415154320]Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.

	[bookmark: _Toc329018040]Skill
	Performance
Criteria

	Description

	Learning
	1.1
	· Accesses a range of online information and contextualises to transaction requirements 


	Reading
	1.1-1.3, 2.2, 2.5, 3.1, 3.2, 4.1
	· Recognises and interprets numerical information within online content and organisational requirements to establish and complete required tasks and determine quality of content


	Writing
	2.4, 3.1, 4.1, 4.2
	· Ensures specific and relevant language is used to communicate required information, and information is accurately maintained


	Oral communication
	2.1, 2.4, 4.2
	· Articulates requirements clearly using listening and questioning techniques to clarify and confirm understanding and delivers specific and factual information appropriate to audience and environment


	Navigate the world of work
	1.2, 2.1, 2.2, 2.5, 3.1, 3.2, 
	· Recognises and follows explicit and implicit protocols and meets expectations associated with own role


	Interact with others
	2.4
	· Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role


	Get the work done
	1.1-1.3, 2.3-2.5, 3.1, 3.2, 4.1, 4.2
	· Develops plans to manage relatively complex, non-routine tasks with an awareness of how they may contribute to longer-term operational and strategic goals
· Recognises a range of familiar problems and seeks assistance from appropriate parties 
· Uses a range of online applications to access, filter and extract information and process transactions





[bookmark: _Toc415143425][bookmark: _Toc415154321]Assessment Requirements
Performance Evidence

Evidence of the ability to:

Adhere to organisational requirements when assessing an online service provider
Adhere to organisational requirements when performing online transactions including:
· reporting faults to service provider
· checking accuracy of products/services delivered
Maintain records according to organisational policy and procedures
Review effectiveness of online transactions

Note: If a specific volume or frequency is not stated, then evidence must be provided at least once.

Knowledge Evidence

To complete the unit requirements safely and effectively, the individual must:

Outline key provisions of relevant legislation that affect aspects of business operations
Explain policies and procedures relating to use of internet and online purchasing
Describe service provider requirements
Identify legal and ethical requirements relating to a range of online transactions

Assessment Conditions

Assessment must be conducted in a safe environment where evidence gathered demonstrates consistent performance of typical activities experienced in the information and communications technology – IT use field of work and include access to:

Office equipment and resources
Relevant software applications
Organisational policies and procedures

Assessors must satisfy NVR/AQTF assessor requirements.

Links

Companion volumes available from the IBSA website: http://www.ibsa.org.au/companion_volumes 
[bookmark: _Toc419918025]
Housekeeping Items
Your trainer will inform you of the following:
Where the toilets and fire exits are located, what the emergency procedures are and where the breakout and refreshment areas are.
Any rules, for example asking that all mobile phones are set to silent and of any security issues they need to be aware of. 
What times the breaks will be held and what the smoking policy is.
That this is an interactive course and you should ask questions.
That to get the most out of this workshop, we must all work together, listen to each other, explore new ideas, and make mistakes. After all, that’s how we learn.
Ground rules for participation:
Smile
Support and encourage other participants
When someone is contributing everyone else is quiet
Be patient with others who may not be grasping the ideas
Be on time
Focus discussion on the topic
Speak to the trainer if you have any concerns
[bookmark: _Toc326743762][bookmark: _Toc330309008][bookmark: _Toc338605960][bookmark: _Toc338792077][bookmark: _Toc339105830][bookmark: _Toc339791776][bookmark: _Toc339829504][bookmark: _Toc339895804][bookmark: _Toc340152905][bookmark: _Toc340337499][bookmark: _Toc419918026]Objectives
Know how to identify and investigate online service provider 
Understand how to perform online transactions 
Learn how to maintain records of online transactions 
Discover how to review online transactions
Gain skills and knowledge required for this unit 


[bookmark: _Toc419918027]1. Identify and investigate online service provider

1.1 	Undertake online research to identify suppliers of required products/services
1.2 	Assess service provider confidentiality, security and privacy facilities in accordance with 	individual and organisational requirements
1.3 	Assess potential products/services for authenticity
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[bookmark: _Toc419918028]1.1 – Undertake online research to identify suppliers of required products/services 

	Suppliers may include:
	Products/services may include:

	· Banks or other financial institutions
· E-auction
· E-brokerage service
· E-mail
· E-procurement service
· E-shop
· Third party marketplace
	· Financial services
· Goods
· Insurance
· Loans
· Shares



[bookmark: _Toc419918029]Identify and investigate online service provider
Know your strategies and rules?
Purchasing strategies may include:
What are your organisations criteria for making purchasing decisions?
Are there legal requirements and policies and procedures in place that underpin strategies and relevant to the purchasing methods, e.g., ONLINE?
Know the policies, procedures, guidelines and documentation formats for purchasing from suppliers including entities owned by the organisation, partners, alliance members and local and distant suppliers, e.g., ONLINE.
[image: ]

[bookmark: _Toc419918005]Activities
[bookmark: _Toc419918006]Activity 1A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to undertake online research to identify suppliers of required products/services.

	Case Study
	
Read, understand and clarify organisation's purchasing strategies 

	Workplace Activity

	1. Have you a copy of your organisation's purchasing strategies?







2. If so, read, understand and clarify this document















[bookmark: _Toc419918031]Undertake online research... for online purchases!
What are your required products/services?
What aspects of the purchase are most important?
Are you ‘governed’ by the policies mentioned earlier?

[image: ]



[bookmark: _Toc419918033]1.2 – Assess service provider confidentiality, security and privacy facilities in accordance with individual and organisational requirements

Confidentiality, security and privacy may include:
Access to independent reviews of financial services such as:
Australian competition and consumer commission (ACCC)
Financial planning association of Australia (FPA)
Authentication services
Disclaimers
Firewall protection
Jurisdiction
Level of encryption
Limit of liability
Personal identification number (pin)
Physical site security of web server
Receipting
Terms and conditions of website use
Use of 'cookies' – small files automatically downloaded from a web server to the computer of someone browsing a website – information stored in cookies can be accessed any time computer returns to the site 
User name and password
Warranties
[image: ]

Besides the list above of provided examples, which you may investigate further as an activity, there are a few general principles when purchasing goods or services online.
	Confidentiality
	“our firewall uses both hardware and software to prevent any access to your personal information.”
“our firewall system was designed specifically to protect our internet servers and your information from unauthorized access. “
“our secure socket layer (ssl) security protocol protects financial transactions, consumer identity, and passwords sent to our servers via the internet.”
Are you protected?

	Your comments on this action:








	Security
	“A possible security measure is to look on the suppliers website when you are about to provide your credit card details. A small padlock or key symbol is usually displayed at the bottom of the screen (sometimes the top). If you see this, it means your details are being encoded and travelling safely. If you don't see it, give added consideration about providing your credit card details.”
ARE YOU PROTECTED?

	Your comments on this action:







	Privacy facilities
	· Read the providers online privacy policy
· Reputable companies will be open about their privacy policies and facilities for collecting data from you and what they do with it
· Ensure that you know the identity, location and contact details of the online retailer or provider
· Find out first about invoicing, guarantees and delivery options before you buy
· Record purchase details. After purchasing your item, always record the details of the time, date, receipt number and order confirmation.
· Are you protected?

	Your comments on this action:








	Privacy in Australia
The office of the Australian information commissioner (oaic) is an Australian government agency, established under the Australian information commissioner act 2010.
The oaic has been established as part of major changes to federal freedom of information law made during 2010.
These reforms bring together, for the first time, functions relating to freedom of information and privacy, as well as new functions relating to information policy. The office of the privacy commissioner, which was the national privacy regulator, was integrated into the oaic on 1 November 2010.
The oaic is an independent statutory agency within the attorney general's portfolio and liaises with the business and information law branch, part of the civil law division within the civil justice & legal services group of the attorney general's department.
Our ABN is 85 249 230 937







[bookmark: _Toc419918035]1.3 – Assess potential products/services for authenticity
[bookmark: _Toc419918036]Authenticity
Authenticity of products/services refers to the truthfulness of origins, attributions, commitments made by the provider, sincerity and intentions.
As a business, the difference between purchasing your potential products/services online as opposed to in store is the ‘buying’ process. 
You should already know the specifications, degree of quality or authenticity you require in products/services and if you have dealt with a provider before, you may have knowledge of their professionalism.
It would be a totally different situation for consumer purchases using such things as eBay or other ‘unqualified’ websites!
Essentially, you would be following your purchasing strategy if you are currently dealing with online providers for the purchase of goods and services you will hopefully have established the legitimacy of your purchases!
If you are ‘looking for alternatives, as part of the purchasing strategy use the normal checks and balances which would apply and have already been mentioned.
[bookmark: _Toc419918037]Global Sourcing
Large multinational companies see the world as one large market and source from many vendors, regardless of their country of origin.
Global sourcing sometimes is cause for concern over authenticity as opposed to locally produced items which you are confident about.
[image: ]An economic view would place caution on global purchasing while at the same time imports are a life line to many industries.
In the context of a purchasing strategy, the balance or focus of global sourcing of products and services will be dictated by the industry type of which the organisation works within.
Authenticity would form part of the purchasing strategy.


[bookmark: _Toc419918038]Developing a relationship with suppliers
As part of the same purchasing strategy, many organisations develop a relationship with their suppliers that foster the areas of trust, communication and long term views, which address issues like product authenticity.
This strategy requires spending time in developing processes that will require suppliers to guarantee authenticity and product performance outcomes.
[image: ]Such relationships are important when an organisation relies on a single supplier for specialist goods or services and if the standards drop the organisation may use this relationship strategy to assist the supplier with product modifications or system changes to improving areas of concern.

[bookmark: _Toc419918009]Activities
Activity 1C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to assess potential products/services for authenticity.

	Case Study
	
	Look for signs that the business is legitimate if you haven’t already used them

	· Find out what other purchasers say about the goods or services you are investigating
· Ask lots of questions!
· Look for a third-party seals of approval
· Check the online business with online references for any complaints 
· Use a filter that warns you of suspicious websites
· OTHER...

	Your comments on these actions or other methods you have used to establish authenticity:




















[bookmark: _Toc419918040]2. Perform online transactions

2.1 	Confirm organisational requirements for products/services to be obtained
2.2 	Ensure authentication information is secured in accordance with organisational 	requirements
2.3 	Use appropriate online functions to obtain required products/services
2.4 	Report any difficulties in accessing or using online facilities to the service provider
2.5 	Complete transaction and ensure products/services are received in accordance with terms of online transaction
[image: ]

[bookmark: _Toc419918041]2.1 – Confirm organisational requirements for products/services to be obtained
[bookmark: _Toc419918042]2.2 – Ensure authentication information is secured in accordance with organisational requirements
[bookmark: _Toc419918043]Organisational requirements
It will be necessary to confirm the exact requirements for your organisation. From your research into online providers, compile a report of your recommended choices for suppliers.
Your report should include:
Information on the supplier/organisation
Details of the products/services required
[image: C:\Users\Sophie2\Desktop\ArtWork\Animations\choose_opportunity.gif]Costs involved
How to make the required transaction
Delivery options. 
Your report should clearly state the sum of your research, so an informed assessment on which supplier, or suppliers may be used. The positives and negatives will allow you/your organisation to choose the best option(s) for business needs.
[bookmark: _Toc419918044]Authentication for online use
Authentication is the process of creating a secure identity online for communications and any purchasing needs. It enables the user to establish a secure connection that belongs to them/their organisation and is authenticated each time it is used. This belongs to the nominated user(s) and is for their use only.
You may require the following for identification/authentication:
A user name
Password
Email address.
Your login details (user name, password, email) may be used solely by the individual, or if used for organisational business, may be used by more than one appointed person. As an individual, your details can be personalised to ensure privacy and security, as an organisation, the details will be organisational-specific and made secure for use by the organisation.
When any online transaction/purchase is made, the details will be verified by another party to ensure that this is a recognised transaction made by the intended user. This verification process authenticates the identity of the user from the authentication details – this verification does not reveal the details to the other party, it is hidden for protection.
These details should be kept secure from others so that they remain confidential and misuse is prevented. If another employee asks for these details, always check with the appropriate supervisor/manager before disclosing.
Check that you have the correct authentication
For the supplier(s) that you are intending to use, make sure that you have followed your organisation’s procedures in setting up secure online user/authentication details.
Keep these details safe and ensure that they are working. If you need to contact the supplier to create, check or verify your details, you should do so. Keep the information secure and store any details to your organisational requirements.
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_24059298_S.jpg]

[bookmark: _Toc419918045]2.3 – Use appropriate online functions to obtain required products/services
[bookmark: _Toc419918046]2.4 – Report any difficulties in accessing or using online facilities to the service provider
When you come to make your intended online transaction, have all the details to hand so you are able to continue through the online process. If you need to obtain a company credit card, or payment information, make sure you organise this first as you may find that your login expires if left inactive.
[bookmark: _Toc419918047]Going online to make your purchase/transaction
Login to the supplier’s site; you may find that products/services are priced differently for trade and for the general public. Some suppliers may offer discounts to trade buyers, especially if bulk ordering. 
Online functions include:
Website address
Secure login details
Product/service ordering, including codes or references
[image: C:\Users\Sophie2\Desktop\ArtWork\internet_money_australian_800_wht.png]Payment/authorisation process for products or services. 
You may need to request information from the supplier before making your order. If you need to check on product/service details or obtain a quotation, you can send a message/email to the supplier from their site. This message should be received straight away to the supplier; business performed online is automated to ensure speed of service and to allow for greater flexibility to organisations. Your supplier may receive a notification when your message is sent and can conduct business when out of the office.
[bookmark: _Toc419918048]Address issues to the service provider
A service provider is usually an external company that is contracted to provide certain services for the organisation’s technology needs. The organisation’s IT department will work with the service providers to ensure that the correct services are provided for the needs of the business.
Service providers include:
Internet service provider – for internet capabilities and connection
Application service provider – for specialised/bespoke software needs
Storage service provider – for storing data (can be stored on networks/remotely).
If you work for a large organisation, your IT department may work with the service provider in the event of a problem occurring, when accessing the supplier’s site and services. This should be your first point of contact in the event of a problem. They will also be able to check the organisation’s own system for any issues. If none are found, you may need to contact the supplier to check if they are experiencing difficulties with their own online facilities.
If you need to check directly with the service provider, make sure that you have checked the functionality of your system first and then locate the probable area of concern. Contact the correct service provider and report the problem.
Depending on contractual arrangements with the service provider, they will respond accordingly to investigate and rectify the problem.
A service provider should:
Ensure online connection is working
Maintain service and equipment supplied.
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_23781448_S.jpg]

[bookmark: _Toc419918049]2.5 – Complete transaction and ensure products/services are received in accordance with terms of online transaction
[bookmark: _Toc419918050]Making your transaction
If you need to obtain approval from your organisation for your online purchase/transaction, make sure you have this first. Any documentation, including signed confirmation, should be gathered and records kept to your organisation’s procedures.
When ready select the supplier(s), place the order and complete the transaction.
[image: C:\Users\Sophie2\Desktop\ArtWork\sales_transaction_colored.png]Terms of online transaction may include: 
Payment terms
Delivery method
Delivery details including time requirements
Rectifying issues for products/services not received as expected
Return/exchange of damaged products
Late or non-receipt of goods.
[bookmark: _Toc419918051]Receipt of products/services
The products or services should be delivered as expected and to the agreed terms of the transaction. The Australian Consumer Law and the Competition and Consumer Act 2010, provides guidelines and protection for providing goods and services to both consumer and to businesses. For more information visit the Australian Competition and Consumer Commission website: http://www.accc.gov.au/ (access date: 20.05.2015)
[bookmark: _Toc411796096][bookmark: _Toc411801760]Australian E-commerce Best Practice Model
This best practice model provides a benchmark that e-businesses should endeavour to achieve, in terms of serving their customers’ best interests.
The treasury.gov.au website provides this overview of the Australian E-Commerce Best Practice Model:
“The Australian E-commerce Best Practice Model sets standards for consumer protection in e-commerce. It provides industry groups and individual businesses with a voluntary model code of conduct for dealing with consumers online, which is underpinned in several areas by legislative requirements.”
Australian E-commerce Best Practice Model: http://archive.treasury.gov.au/contentitem.asp?NavId=014&ContentID=531 (access date: 20.05.205)
Checking products/services are received
Make sure that products and services are delivered to time, as expected and to the agreed cost. They should be checked for quantity, quality and condition and delivery should be confirmed and documented to your organisational requirements.
[image: C:\Users\Sophie2\Desktop\ArtWork\brown_cardboard_box_light_800_wht_4510.png]

Activities
Activity 2A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to perform online transactions.

	Case Study
	
Perform online transactions
· Discuss or detail, or as directed by the instructor, the following suggested requirements of performing online transactions
· Use practical examples of online transactions if you have the computer and internet facilities available in class
	1. Selecting the online purchasing methods that are appropriate, for example: Purchase order):


Confirm your organisational requirements:
· Who?
· How?
EXAMPLE:
	Purchase order number
Date
Your company name
Your company address
Your contact details

	Providers details
Name
Address
Contact details

	Purchase details....goods services etc


	Quantity / price


	Delivery details



	Special terms / instructions






	
2. Obtaining approvals for online purchases, for example: Online Providers purchase order):


Confirm your organisational requirements:
· Who?
· How?
EXAMPLE
	The Online Provider


	Order Number: your order number


	Date you ordered the goods or services

	Thank You.
· Once we have finished processing your order we will advise you that it has been shipped
· You will receive an email with an updated delivery date estimate 
· For delivery date information, click here

	To: your company
Credit or terms purchasing details:


	Order Details
Description of goods or services:

$000.00	QTY	TOTAL: $000.00
		
Subtotal			$000.00
GST				$000.00
Order Total			$000.00
(any discounts)

	SHIPPING INSTRUCTIONS / DETAILS:

	SPECIAL TERMS / INSTRUCTIONS





























[bookmark: _Toc419918053]3. Maintain records of online transactions

3.1 	Maintain records of transactions in accordance with organisational policy, procedures and 	level of authority
3.2 	Compare organisational records with online records and deal with irregularities according to 	organisational policy and procedures
[image: ]


[bookmark: _Toc419918054]3.1 – Maintain records of transactions in accordance with organisational policy, procedures and level of authority
[bookmark: _Toc419918055]3.2 – Compare organisational records with online records and deal with irregularities according to organisational policy and procedures

[bookmark: _Toc419918056]Working in accordance with organisational policy, procedures and level of authority
What are your organisational policies?
	Maintain records of transactions 
Comment here:







[bookmark: _Toc419918057]Maintain records of transactions some guidelines
Documents may include:
Adjustment notes 
Cheque butts
Credit notes 
Invoices issued
Invoices received
Receipts
Tax invoices issued
Tax invoices received.


There are many types of common source documentation which will also vary in description from organisation to organisation.
Cheque
Invoice
Cash register receipt
Computer generated receipt
Credit for a customer refund
Employee time record
Deposit details
Purchase order.
The source document is essential to the accurate accounting process of the organisation.
It is the evidence that a financial transaction actually occurred
A record for company audits
[image: ]Essential for documents back up
Used in other links to accounting journals and the general ledger
Keeping a source document for a business is applicable to every financial transaction.
A source document will provide a description of all the facts surrounding the financial transaction including any on-going details during a particular point in time, including:
The date
The company details
The item details
The purpose of the transaction
The amount.
[bookmark: _Toc419918058]Deal with irregularities
If your role is to check the organisations accounts and look for irregularities the job is even more demanding than discovering an error by accident!
You would likely review the daily transactions, debit and credit entries, accounts and depending on your system of accounting, extract a report for the software program which may highlight errors of balance, depending on the input of checks that the system can discover.
Obviously, if there are any errors or discrepancies discovered ANYWHERE in a transaction document or the process of following the document source, it would be logical to refer this to the person or department for correction.
How you report this will depend on your organisation policy and procedure for this action.
Organisation policy and procedure may include amongst other things:
Policies and procedures for various tasks
Ethical standards
Goals, objectives, plans, systems and processes
Legal and organisational policies, guidelines and requirements
Management and accountability channels
Quality assurance and/or procedures manuals
Security and confidentiality requirements.
Discrepancies in transactions may relate to:
[image: ]Bank charges
Dishonoured cheques
Errors in transposing between source documents and journals
Interest.
Errors in documentation may include:
Purchase credit notes
Purchase invoices
Sales credit notes
Sales invoices.
Referring these errors and discrepancies may include:
Bank
Line management
Organisation's authorisations department
Statutory body
Supervisor.
There could be different times and circumstances when you discover errors and discrepancies.
During a reconciliation processes
This could result in a possible imbalance in the debits and credits recorded
It could be an entry in the general ledger 
It may be an incorrect payment to a creditor
It could be an error in your liabilities.
[image: ]

[bookmark: _Toc419918011]Activities
Activity 3A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to maintain records of online transactions.

	Case Study
	1. Select a series of examples from your WORKPLACE of irregularities with online records 
1. Detail how your organisation deals with the process to report these errors or discrepancies in transactions documents
	Workplace activity 

	Common or likely error /discrepancies
	How it is addressed and resolved?

	1
	




	2
	




	3
	




	4
	















[bookmark: _Toc419918060]4. Review online transactions

4.1 	Review obtained products/services rendered to determine quality, timeliness and level of 	customer service in relation to advertised profile
4.2	Make recommendations regarding continued or future use of online service provider, as 	supported by transaction history
[image: ]

[bookmark: _Toc419918061]4.1 – Review obtained products/services rendered to determine quality, timeliness and level of customer service in relation to advertised profile
[bookmark: _Toc419918062]4.2 – Make recommendations regarding continued or future use of online service provider, as supported by transaction history
[bookmark: _GoBack]
Refer to your purchasing strategy or policy as detailed at activity 1a read, understand and clarify organisation's purchasing strategies 
What is your purchasing strategy? 
Does it contain references such as these two elements?
[bookmark: _Toc419918063]Why have a purchasing policy or strategy?
Organisations implement purchasing strategies in order to make cost effective purchasing decisions from a group of efficient suppliers who will deliver quality goods on time and at mutually agreeable terms.
Building up a ‘supplier base’ based on a purchasing strategy rather than an ad hoc purchasing arrangement is like any other ‘best practice’ activity in that it will help an organisation to reach their objectives in a more formalised manner:
(TQM) total quality management
Risk management as it applies to the standards of goods and services
Keeping informed of best practice technology
If relevant, focus on a global sourcing with first class providers
Organisational cost control.
[image: ]Review obtained products/services rendered to determine quality, timeliness and level of customer service in relation to advertised profile.
Examples of what you could look for:
Quality
Follow-up service check
Customer service
Installation ability if that is required
Maintenance ability
Warranties and performance of those
Samples of the products being considered 
Shipment
Payment
Contract terms
Installation
Training
Disposal.
[bookmark: _Toc419918064]Checks
Goods receipts
This check and approval process will eliminate the risk of paying for goods that could be faulty or damaged if not checked and noted.
The onward flow of the inspection data will then process to payment because there is a clear record of the goods received and the condition and compliance to the purchase order.
The issuing of a goods receipt notice can also help received goods from going astray because someone has to issue the receipt and therefore takes responsibility for having received the goods.
[bookmark: _Toc419918065]TQM
Total Quality Management is a comprehensive and structured approach to organisational management that seeks to improve the quality of products and services through ongoing refinements in response to continuous feedback. Total Quality Management requires suppliers to provide an ever increasing quality level of service with zero errors. 
The quality assurance standard ISO 9001 is a standard that has been chosen and implemented by organisations all around the world to show commitment to delivering quality products and services to customers.
[bookmark: _Toc419918066]Green purchasing or environmentally responsible decisions
This is one of the more common purchasing strategies for governments and local governments. This strategy champions the need for recycling and purchasing products that have a negative impact on the environment.
Private organisations can also choose a green or environmentally friendly strategy by engaging in environment best practices of minimising costs, maximising quality and ensuring that products meet standards that compliment green standards.
Make recommendations regarding continued or future use of online service provider, as supported by transaction history.
Such recommendations regarding the continuation of dealing with a particular online supplier, (be they online or other), will again...depend on the organisational policy and culture in dealing with a variety of issues.
Some organisations will have severe zero tolerance reactions to a range of issues and others a more ‘forgiving’ or acceptance tolerance level to take a path of resolution to the benefit of both the organisation and the provider, rather than discontinue further transactions
[bookmark: _Toc419918067]Some generic assessment options
What should happen if goods are received and are found to be faulty, damaged or non-compliant?
[image: ]If goods are received damaged or non-compliant with the purchase order you would make note to that fact on an appropriate form or computer record.
A ‘not accepted’ or other company approved statement could be recorded on the goods for return to the supplier and a subsequent request for a credit issued.
Alternatively the invoice, if attached, could be returned with the goods and a request issued for the order to be re-issued and the goods replaced.
What should happen if goods are received and a receipt issued, but they are later found to be faulty, damaged or non-compliant?
If goods are received but a goods receipt is issued before a full inspection has been made, or goods are subsequently found to be damaged or faulty, then a process of reversing the goods receipt can be undertaken.
The subsequent flow of information will then advise the accounts department or equivalent that the goods were not satisfactory and that new goods need replacement.
A request for a credit, replacement etc would then follow.


Non-compliance to specifications covered in advance by a purchase order or some other document is either handled by:
Replacement of goods in a manner similar to faulty or damaged goods
Undertake action with the supplier to rectify the non compliance on the original goods supplied, if that is feasible
Address the non compliance to establish if it’s a standard non compliance or a technical specification non compliance
Conduct further inspections and compliance reviews with other qualified staff to determine and address areas of suspected non-compliance.
[bookmark: _Toc419918068]Non compliance to Australian standards
There are two key differences between voluntary standards (including Australian and international) and mandatory standards:
[image: ]It is legal to supply products (goods and services) in Australia that do not meet voluntary Australian standards, while mandatory standards are governed by law and there are penalties and consequences for supplying products that do not comply with them.
While Australian voluntary standards may address a range of issues that are not safety related, mandatory safety standards should only address essential safety features.
Often, but not always, the requirements of mandatory standards are based on an existing voluntary standard.
It is illegal to claim that a product meets either voluntary or mandatory standards when it does not.
Is the non compliance is in the paper work specifications?
Non compliance can also exist within a contract for supply, purchase documentation or other legal transaction.
If you suspect non compliance of any contract or order process and it is nothing more than a ‘paperwork’ non compliance issue then you or the relevant personnel should address the matter.
If you suspect non compliance of any contract or order process is a breach of contract it should be immediately addressed through your relevant legal advice.



[bookmark: _Toc419918070][bookmark: _Toc415154374][image: ]Skills and Knowledge Activity


Nearly there...
[bookmark: _Toc326743832][bookmark: _Toc330309176][bookmark: _Toc338606027][bookmark: _Toc338792185][bookmark: _Toc348021071][bookmark: _Toc415154375][bookmark: _Toc419918071]Major Activity – An opportunity to revise the unit

At the end of your Learner Workbook, you will find an activity titled ‘Major Activity’. This is an opportunity to revise the entire unit and allows your trainer to check your knowledge and understanding of what you have covered. It should take between 1-2 hours to complete and your trainer will let you know whether they wish for you to complete it in your own time or during the sessions. Once this is completed, you will have finished this unit and be ready to move onto the next, well done!


Congratulations!
You have now finished the unit ‘Conduct online transactions’
[image: c:\Users\Sophie\Desktop\ArtWork\Fotolia_10056570_S.jpg]
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[bookmark: _Toc419918072]References

These suggested references are for further reading and do not necessarily represent the contents of this Learner Guide

The Purchasing Handbook: A Guide for the Purchasing and Supply Professional [Hardcover], Joseph L. Cavinato (Author), Ralph G. Kauffman (Author)

Online Shopper's Survival Guide [Paperback], Jacquelyn Lynn (Author)

e-Procurement: From Strategy to Implementation, Dale Neef (Author)

The Procurement and Supply Manager's Desk Reference [Hardcover], Fred Sollish C.P.M. (Author), John Semanik C.P.M. (Author)

Supplier Price Analysis: A Guide for Purchasing, Accounting, and Financial Analysts [Hardcover], Richard Newman (Author)
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