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Candidate Details
[bookmark: _Toc418763685]Assessment – BSBPRO301: Recommend products and services
The learners must complete the following activities and hand them into you for marking. This forms part of the learner’s assessment for BSBPRO301: Recommend products and services. The initial activities are formative – the Skills and Knowledge and Major Activities are summative but all should show the learner’s knowledge of the unit. The activities should be completed in a suitable environment, whether that is a classroom, training environment or an appropriate workplace location. 
Name: 		_____________________________________________________________
Address:	_____________________________________________________________
		_____________________________________________________________
Email:		_____________________________________________________________
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________
[bookmark: _Toc418763686]
Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
Activities
[bookmark: _Toc418763687]Activity 1A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to actively and regularly research knowledge and understanding of industry products and services using authoritative sources.

	Activity
	Define qualitative and quantitative research?

Qualitative research is: 
· Unstructured or semi-structured
· Non-statistical in content 
· Discussion-based research, such as focus groups
· Reviews of subjective documents
· Taken from a smaller audience and is only applicable to the group involved.

Quantitative research is:
· Structured
· Documented facts, figures and information
· Statistical-based for analysis
· Taken from a wider audience and gives a more generalised conclusion.

Name three types of industry products/services.

Answers will vary but should include the following information:
· Competitor products and services
· Complementary products and services
· Emerging products and services
· Historical products and services
· Organisation's products
· Specified range of products and services within an organisation's offerings.

Name two possible authoritative sources that you may use.

Answers will vary but should include the following information:
· Authorised suppliers
· Industry associations
· Industry conferences
· Recognised industry media sources.
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Activity 1B
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to use available product and service documentation to identify and understand characteristics of products and services, and to make comparisons with other products and services.

	Activity
	List three things that an industry report may contain.

Answers will vary but should include the following information:
· Industry definition
· Market leaders within that particular industry
· Market share
· Historical and current trends
· Strengths, weaknesses, opportunities, threats – S.W.O.T. analysis
· Industry outlook and employment statistics.

Name three characteristics of a product/service.

Answers will vary but should include the following information:
· Pricing structure
· Models available
· Manufacturing processes
· Instructions on use
· Servicing, warranty and repair needs
· Distribution and delivery
· Product/service history.

What are critical features of a product or service?

Critical features are the points that determine suitability for the customer, such as size/dimensions and life expectancy.






[bookmark: _Toc418763689]Activity 1C
	Estimated Time
	10 Minutes

	Objective
	To provide you with an opportunity to accurately document and maintain information on products and services in a format consistent with organisational requirements.

	Activity
	Why should you check any current product/service information that your organisation may already have?

You should check for any existing product/service documentation to make sure it is correct, if it is not you should produce a new definitive document with updated information and accurate details.

List four possible organisational requirements that may need consideration for your documentation.

Answers will vary but should include the following information:
· Access and equity principles and practice
· Confidentiality and security requirements
· Defined resource parameters
· Ethical standards
· Filing and documentation storage processes
· Goals, objectives, plans, systems and processes
· Legal and organisational policies, guidelines and requirements
· WHS policies, procedures and programs
· Payment and delivery options
· Pricing and discount policies
· Quality and continuous improvement processes and standards
· Quality assurance and/or procedures manuals
· Replacement and refund policy and procedures
· Who is responsible for products or services. 






[bookmark: _Toc418763690]Activity 1D
	Estimated Time
	10 Minutes

	Objective
	To provide you with an opportunity to apply acquired knowledge to improve quality within personal work areas.

	Activity
	What does sharing your product/service knowledge with other personnel help to achieve?

It will help other personnel to improve their product/service knowledge and to better suggest, promote and sell your organisation’s products and services.

Name three points of knowledge that you can share.

Information will vary but should include the following information:
· Product and service descriptions
· Product and service features
· Benefits of products and services
· Pricing scales
· Discounts (if applicable)
· Supplier and manufacturer information, such as time-frames for delivery
· Availability of products and services
· Changes to products and services
· Organisational requirements for products and services.






[bookmark: _Toc418763691]Activity 2A
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to ensure that recommendations on products and services are in-line with organisational requirements.

	Activity
	How can you check your organisational requirements against your intended recommendations?

You can:
· Read your organisation’s policies and guidelines
· Read and correctly interpret your organisation’s mission statement (if there is one)
· Look at past business and check if your recommendations are in-line with your organisation
· Make sure you fully understand your organisation’s products and services
· Compare your recommendations against the goals and objectives of your organisation
· You can check any points with your colleagues or senior personnel to see if their understanding of your organisational requirements is the same as your own.
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to provide recommendations that emphasise product and service issues relevant to client needs.

	Activity
	Name three potential product and service issues.

Answers will vary but should include the following information:
· Customer delivery
· Faults
· Market share data
· Organisational product knowledge
· Production down-time
· Sales figures.

How can you avoid issues with new products and services?

You can:
· Make sure you market research the product/service 
· Ask your customers/clients what they think of the new product/service
· Construct a product/service solutions guide
· Fully brief your sales team/people on selling the benefits of the products/services.
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to ensure that evidence in support of recommendations is verifiable and presented in a suitable format.

	Activity
	Why should you include verifiable evidence to support your recommendations?

You should include verifiable evidence to add value and reasons to why you are making your recommendations.

What may you have evidence of?

You may have evidence of:
· Product/service benefits
· Customer feedback
· Manufacturers and suppliers
· Consumer interest
· Consumer sales
· Market trends.

Why should you present your work in a suitable format?

You should present your work in a suitable format to show professionalism and the correct style for formatting your business document as expected by your organisation.
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to structure recommendations to identify clear benefits to clients and the organisation.

	Activity
	Why should you make the benefits clear to the customer/client?

The benefits should be clear so that:
· You can answer all questions on the product/service and show that you have fully researched the market for the best products/services
· You respond professionally and show an understanding of the product/service.

Why should you make the benefits clear to your organisation?

The benefits to changing products/services need to show improvement to current products/services as additional costs will need to be reclaimed in future profits.

Name two functional benefits of a product.

Answers will vary but should include the following information:
· Improved technology
· Use of higher grade or more durable materials
· Better design
· Faster output/results.






[bookmark: _Toc418763695]Activity 3A
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to provide advice that is clear, is supported by verifiable evidence and is compatible with organisational requirements; and ensure that promotional documentation and materials are appropriate to presentation of the organisation’s products and services.

	Activity
	What should your advice on product and service recommendations do?

· Your advice should provide clarity on the needs of your organisation
· Your advice should take into account any customer service issues/requirements and possible improvements to your customer service strategy.

List four promotional opportunities.

Answers will vary but should include the following information:
· Marketing literature
· Producing a conference pack
· Promotional video or television advert 
· Sponsorship 
· Local or national radio advertising
· Press advertisements
· Press releases
· Billboard/display posters
· Organisation’s website
· Canvassing
· Direct mail drops
· Exhibitions and in-store promotions
· Community projects
· Industry alliances and networking opportunities
· Word of mouth, recommendations and referrals.

Why may you need to use a disclaimer on your promotional materials?

You may need to use a disclaimer so that customers/clients do not make assumptions about your product or service, and it prompts them to check on further details.
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	Estimated Time
	10 Minutes

	Objective
	To provide you with an opportunity to ensure that costs of promotional activities conform to budget resources.

	Activity
	Should you carry out your promotional activities without an approved budget?

No.

Give the reason for your above answer.

This is because you may commit to costs on your promotional activities that your organisation is not prepared to pay for.

List four considerations that may need to be included within your budget.

Answers will vary but should include the following information:
· Labour costs
· External organisations involved
· Production costs
· Overhead costs
· Advertising needs
· Marketing materials
· Product trial/free samples
· Sponsorship
· Trade show/conference participation.
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to estimate impact of promotional activities from verifiable customer feedback sources.

	Activity
	What does a client function enable you to do?

· This enables you to network with your clients/customers and to make new business contacts
· It reinforces good working relationships and the chance to informally talk with your contacts in a more relaxed environment
· To show them that they are important to you and your organisation.

What does an employee function enable you to do?

· This enables your employees to network and socialise with colleagues, to build up good working relationships
· It also promotes employee well-being and a happy work environment
· It allows you to show thanks for all the hard work your employees have given to your organisation
· It also acts as an extra client/customer networking opportunity by inviting clients and customers that know some of your employees.

List three verifiable customer feedback sources.

Answers will vary but should include the following information:
· Audit documentation and reports
· Complaints
· Customer satisfaction questionnaires
· Lapsed clients
· Quality assurance data
· Returned goods
· Service calls.

What does KPI mean?

KPI stands for key performance indicators. These are the common factors that come up within your research into performance (in this case, customer feedback).
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to evaluate the benefits of promotional activities and incorporate in plans for future promotional activities.

	Activity
	Name three factors that you should evaluate when looking at the benefits of your promotional activities.

Answers will vary but should include the following information:
· Overall costs
· Costs incurred against benefits made (return on investment (ROI))
· Work needed to run the promotional activity
· Time involved in the promotional activity
· Interest shown by customers/clients and feedback given.

What should your promotional activities achieve for your organisation?

They should help to increase sales/profits and raise your organisation’s profile.

How can you build up a client/customer profile?

You can look at:
· The hit rate/interest shown on specific products/services
· The turnover analysis
· Client/customer buying trends
· Client/customer enquiries. 






[bookmark: _Toc418763699]Skills and Knowledge Activity
	Estimated Time
	90 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Reading
· Writing
· Oral Communication
· Numeracy
· Navigate the world of work
· Get the work done
· List authoritative sources of information about the organisation’s products and services
· Outline the organisation’s products and services
· Outline the policies and procedures that apply when providing advice or recommendations about products and services
· List and describe organisational promotional activities
· Explain methods used to gather verifiable customer feedback about products and services
· Explain how and why customer feedback is analysed

Answer each question in as much detail as possible, considering your organisational requirements for each one.
Using your literacy, planning, organising and communication skills, write a guide (this can be in the form of a presentation, report, booklet or other appropriate means) explaining how you have (or would have) recommended products and services for a given project, including demonstrations of:
1. Listing authoritative sources of information about the organisation’s products and services
2. Outlining the organisation’s products and services
3. Outlining the policies and procedures that apply when providing advice or recommendations about products and services
4. Listing and describing organisational promotional activities
5. Explaining methods used to gather verifiable customer feedback about products and services
6. Explaining how and why customer feedback is analysed

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.
1. Listing authoritative sources of information about the organisation’s products and services, such as:
· Authorised suppliers - This includes your current suppliers that you may/may not already have a business relationship with. It is also an opportunity to develop further relationships with other authorised suppliers within your industry. It is always useful to have connections with other authorised suppliers.
· Industry associations - This includes other personnel within your organisation and also external contacts within the same industry as your organisation.
· Industry conferences - Conferences are an excellent way to develop new business contacts and to see what is current in your industry. It also enables you to look at your competitors and at what they are doing. You will be able to see if any new products or trends are developing within the industry.
· Recognised industry media sources - These are an essential source of business news, industry developments and innovations. Make sure you keep a track of the media sources relevant to your organisation and industry and make time to keep yourself informed. 

2. Outlining the organisation’s products and services:
· Colleagues' knowledge
· Consumer reports
· Industry reports
· Marketing data 
· Operational guidelines
· Sales figures 
· Characteristics include:
· Pricing structure
· Models available
· Manufacturing processes
· Instructions on use
· Servicing, warranty and repair needs
· Distribution and delivery
· Product/service history
· Features include:
· Brand
· Colour
· Size
· Style
· Shelf-life
· Warnings/safety requirements
· Product details/manufacturer
· Making comparisons

3. Outlining the policies and procedures that apply when providing advice or recommendations about products and services:
· Methods of finding out policies and procedures: Identify the expectations of your organisation, read your organisation’s policies and guidelines to understand operational requirements. If your organisation has a mission statement, read this and ensure that you have understood this and have made the correct interpretation. If in doubt, check this with other personnel and managers/senior personnel to see if they have other any information or a different understanding on this.
Organisational requirements:
· Access and equity principles and practice
· Confidentiality and security requirements
· Defined resource parameters
· Ethical standards
· Filing and documentation storage processes
· Goals, objectives, plans, systems and processes
· Legal and organisational policies, guidelines and requirements
· WHS policies, procedures and programs
· Payment and delivery options
· Pricing and discount policies
· Quality and continuous improvement processes and standards
· Quality assurance and/or procedures manuals
· Replacement and refund policy and procedures
· Who is responsible for products or services. 

4. Listing and describing organisational promotional activities:
Promoting opportunities can include:
· Marketing literature, such as:
· products/services brochure
· organisational brochure
· product/service leaflet
· event leaflet/invitation
· conference advert
· Producing a conference pack to give out at conferences, example items may include:
· branded plastic/paper bag
· pens
· note pad
· marketing literature
· novelty branded toy
· Promotional video or television advert 
· Sponsorship 
· Local or national radio advertising
· Press advertisements
· Press releases
· Billboard/display posters
· Organisation’s website
· Canvassing
· Direct mail drops
· Exhibitions and in-store promotions
· Community projects
· Industry alliances and networking opportunities
· Word of mouth, recommendations and referrals.

5. Explaining methods used to gather verifiable customer feedback about products and services:
Verifiable customer feedback sources may include:
· Audit documentation and reports
· Complaints
· Customer satisfaction questionnaires
· Lapsed clients
· Quality assurance data
· Returned goods
· Service calls.

6. Explaining how and why customer feedback is analysed
· Your customers’ thoughts and experiences will give you valid feedback and help indicate if you are going in the right direction. Look at what has worked well and at the parts you may not have needed to include or did not prove to show any worthwhile results. 
· Look at the turnover analysis to evaluate prospective clients/customers, and the conversion rate from interested party to buying and becoming a client/customer. It is also good to keep a record of how often your clients/customers buy from you and what is bought. The percentage of enquiries received since the promotional activities were undertaken will indicate how successful this exercise was.
· This will all help to build up client/customer profiles that can help you to further target your promotions. From the information you have gathered and analysed, you can refine your promotional activities to specific customer types.
Evaluations should include:
· Overall costs
· Costs incurred against benefits made (return on investment (ROI))
· Work needed to run the promotional activity
· Time involved in the promotional activity
· Interest shown by customers/clients and feedback given.
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	Estimated Time
	1 Hour

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – you should let the learners know whether they will complete it during class or in their own time.
They must answer the following in full to show their competency of each element:
· Develop and maintain knowledge of products and services
· Recommend products and services
· Advise on promotional activities

As a workplace project (or simulated workplace project), perform the following: Recommend products and services relevant to the organisation and industry context. Draw on your own workplace examples where possible. This should include demonstration of the following skills:
1. Use appropriate sources to document accurate information about the organisation’s products and services
2. Prepare and provide advice about products and services according to organisational requirements
3. Evaluate promotional activities including consideration of:
· Whether promotional materials meet organisational requirements
· Actual costs against budget
· Customer feedback

This activity needs to be observed by the trainer/assessor or third party.

[bookmark: _GoBack]This activity should be assessed and evidence from the trainer/assessor or third party should be provided and documented in the Observations and Demonstrations checklists.

Answers will depend on the learner but they should show a thorough understanding and application of the criteria discussed in the Learner Guide
Trainers/assessors should be observant for the following signs of skill demonstration:

1. Use appropriate sources to document accurate information about the organisation’s products and services:
· Learners fully research and understand what industry products and services are available as often as possible and to make sure that this is accurate by using recognised authoritative sources
· Learners have the correct information to hand when looking at products and services and for making comparisons
· Learners have all documented information kept up-to-date and in the correct format for the organisation to use
· Learners are able to improve others’ knowledge on products and services which helps employees’ productivity on a daily basis. 
Appropriate sources include:
· Authorised suppliers - This includes your current suppliers that you may/may not already have a business relationship with. It is also an opportunity to develop further relationships with other authorised suppliers within your industry. It is always useful to have connections with other authorised suppliers.
· Industry associations - This includes other personnel within your organisation and also external contacts within the same industry as your organisation.
· Industry conferences - Conferences are an excellent way to develop new business contacts and to see what is current in your industry. It also enables you to look at your competitors and at what they are doing. You will be able to see if any new products or trends are developing within the industry.
· Recognised industry media sources - These are an essential source of business news, industry developments and innovations. Make sure you keep a track of the media sources relevant to your organisation and industry and make time to keep yourself informed. 

2. Prepare and provide advice about products and services according to organisational requirements:
· Learners make sure you only recommend products and services that are appropriate
· Learners look at improving customer service issues to increase customer satisfaction and an improved turnover of business
· Learners evidence is proven and accurate and that this is presented in a clear format that follows your organisational requirements for business documentation
· Learners are able to show the benefits on your recommended products and services over/alongside current ones in place. 
Outlining the organisation’s products and services:
· Colleagues' knowledge
· Consumer reports
· Industry reports
· Marketing data 
· Operational guidelines
· Sales figures 
· Characteristics include:
· Pricing structure
· Models available
· Manufacturing processes
· Instructions on use
· Servicing, warranty and repair needs
· Distribution and delivery
· Product/service history
· Features include:
· Brand
· Colour
· Size
· Style
· Shelf-life
· Warnings/safety requirements
· Product details/manufacturer
· Making comparisons

3. Evaluate promotional activities:
· Learners have the correct information that is confirmed and accurate to provide advice which is in-line with your organisational requirements
· Learners make sure they choose the correct promotional activity for the product or service to gain the maximum benefit
· Learners make sure they have budget approval before starting their promotional activities and/or know if these have to be changed to fit with the budget they can get approval for
· Learners check how the promotional activities were received and if this has generated positive or negative feedback and any increase in sales of that particular product/service
· Learners gain an understanding of how promotional activities went and what they can use for future promotional activities.
Evaluations should include:
· Overall costs
· Costs incurred against benefits made (return on investment (ROI))
· Work needed to run the promotional activity
· Time involved in the promotional activity
· Interest shown by customers/clients and feedback given.
Customer feedback sources may include:
· Audit documentation and reports
· Complaints
· Customer satisfaction questionnaires
· Lapsed clients
· Quality assurance data
· Returned goods
· Service calls.
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