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Candidate Details
[bookmark: _Toc449434763]Assessment – BSBPRO301: Recommend products and services
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBPRO301: Recommend products and services.
Name: 		____Gemma Martin     __________________________________________
Address:	____28-30 Whitaker Rd, Cedar Grove______________________________
		_____________________________________________________________
Email:		____gem@rhmbi.com.au  _______________________________________
Employer:	_____RHM Building Innovations___________________________________
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: _Toc449434764]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:		________________________________________________________
Observation/Demonstration

Throughout this unit, you will be expected to show your competency of the elements through observations or demonstrations. Your instructor will have a list of demonstrations you must complete or tasks to be observed. The observations and demonstrations will be completed as well as the activities found in this workbook. An explanation of demonstrations and observations:
Demonstration is off-the-job
A demonstration will require:
Performing a skill or task that is asked of you
Undertaking a simulation exercise
Observation is on-the-job
The observation will usually require:
Performing a work based skill or task 
Interaction with colleagues and/or customers
Your instructor will inform you of which one of the above they would like you to do. The demonstration/observation will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. Your instructor will ensure you are provided with the correct equipment and/or materials to complete the task. They will also inform you of how long you have to complete the task.
You should be able to demonstrate you can:
1. Develop and maintain knowledge of products and services
2. Recommend products and services
3. Advise on promotional activities
You will also need to show:
· Reading
· Writing
· Oral Communication
· Numeracy
· Navigate the world of work
· Get the work done 
[bookmark: _Toc449434765]Activities
[bookmark: _Toc413405397][bookmark: _Toc449434766]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?

Qualitive research provides insight through group discussions, observations and participation activities to determine trends from the people’s perspectives. 
Quantitive research is usually provided through more factual and numerical data like survey’s, polls and accumulated data from the internet or meetings.

Name three types of industry products/services.

· Competitor Products and Services
· Emerging Products and Services
· Complimentary Products and Services

Name two possible authorative sources that you may use.

 I would use authoritive sources of Suppliers and Industry associations.  




[bookmark: _Toc413405398][bookmark: _Toc449434767]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.

An Industry Report may contain the industry definition, the leaders within the industry and a S.W.O.T analysis.

Name three characteristics of a product/service.

A few characteristics of a product/service that are important to customers are the pricing, ease of use and service/product history.

What are critical features of a product or service?

The critical features of a product or service are the things that help customers decide. Including features like the style or presentation of the product, the size or colour, where the product is from and the life of the product/warranty.






[bookmark: _Toc413405399][bookmark: _Toc449434768]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?

Information changes regularly and it is beneficial for the company to stay up to date on products/services to keep running smoothly, knowing the product and making improvements. 


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


· Confidentiality and security requirements
· Legal and organisational policies, guide lines and requirements
· Pricing and discount policies
· Replacement and refund policies and procedures





[bookmark: _Toc413405400][bookmark: _Toc449434769]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?


A better understanding of the products and services within the business.
Understanding your products makes it easier to speak with confidence and make suggestions or answer questions.

Name three points of knowledge that you can share.


· Product and service descriptions
· Time frames for delivery or services
· Benefits of products and services






[bookmark: _Toc413405401][bookmark: _Toc449434770]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?


Look at your organisation, see how it has performed in the past and what direction the organisation wants to lead.  Read through any customer service statements that may be relevant, policies and procedures currently in place. 








[bookmark: _Toc413405402][bookmark: _Toc449434771]Activity 2B
	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.


· Delivery of Materials
· Damaged products
· Miscommunication; wrong product or service


How can you avoid issues with new products and services?



Keep employees updated on products and services, while getting feedback from customers and other suppliers regarding the product and keeping up with the organisations policies







[bookmark: _Toc413405403][bookmark: _Toc449434772]Activity 2C
	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?

Without verifiable evidence, your recommendation is just based of your own speculations and opinions. Adding verifiable evidence to back up your claims, it adds value and support to the recommendations.


What may you have evidence of?

· Customer feedback
· Customer interest
· Benefit of the product/service to the company


Why should you present your work in a suitable format?

Keeping a consistent, clear and professional format allows it to be read and understood more easily.




[bookmark: _Toc413405404][bookmark: _Toc449434773]Activity 2D
	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?

When investing in something, people like to understand. Clearly displaying the benefits allows them to make an informed choice best for them. 


Why should you make the benefits clear to your organisation?

A better understanding of the product or service and what it could entail.


Name two functional benefits of a product.

Better design – more durable and different style.
Faster delivery guaranteed






[bookmark: _Toc413405405][bookmark: _Toc449434774]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?

It should bring attention to how the recommendation will affect the organisation and its clients. A clear display of the benefits and the potential issues. 




List four promotional opportunities.


Currently used in our organisation:

· Word of Mouth; Referrals from satisfied customers or customers seeing products/services being done. 
· Organisations website
· Social Media: Facebook and Instagram; easily displays our information, feedback, promotions, etc
· Exhibitions/Marketing stalls




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


So customers are prompted to check on other information instead of making assumptions that could later cause issues. 














[bookmark: _Toc413405406][bookmark: _Toc449434775]Activity 3B
	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, an approved budget should be used.


Give the reason for your above answer.

There are many costs involved in the organisation and going in blindly will be a bad start to any promotional activities. Creating a budget will be needed to know how much it will cost the organisation, including the potential extra costs that can happen.  






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



· Staffing/Labour/time put in costs
· Advertising expenses
· Display costs; Materials to create display
· Overhead Costs





















[bookmark: _Toc413405407][bookmark: _Toc449434776]Activity 3C
	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?

Client functions enable you to create or reinforce good business relations in a more relaxed atmosphere; at events, parties, shows, etc.  





What does an employee function enable you to do?

Employee functions enable the employees to mingle amongst their colleagues and create good work relationships. It is also a great opportunity for the employees to be shown and show appreciation for their hard work. 





List three verifiable customer feedback sources.

· Customer surveys; sent at the completion of service.
· Complaints 
· Quality Assurance Data



What does KPI mean?

KPI is Key Performance Indicators; taking note of the trends in customer feedback and business activity. An example being, customers feedback or complaint – lack of communication or very friendly service, Delivery/scheduling of materials or services.















[bookmark: _Toc413405408][bookmark: _Toc449434777]Activity 3D
	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.

· Time needed to invest in promotional activities
· The cost of product and time 
· Clients interest/feedback 




What should your promotional activities achieve for your organisation?

Promotional activities for the organisation should bring more interest from buyers.






How can you build up a client/customer profile?


Taking note of what customers show interest in, what is actually bought and how often. Keeping track of when interest is shown, certain times of the year are better to start promotions. Noting customer trends and interest shown helps continuously build up the client/customer profile.



















[bookmark: _Toc449434778]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) managed project governance for a given project, including demonstrations of:
1. Explaining escalation and issues management models
When approaching the business with the projection of a product or service, I would escalate the project to one of the directors with all relevant information. Including, how the product/service would fit in our organisation regarding our policies and trends. 

2. Describing frameworks for authority delegations
Approvals in this organisation are escalated to the appropriate management.

3. Identifying and analysing organisation or industry governance models in context of the project
To sell our products and services together, project governance requires us to follow the legislative rules of QBCC and any local councils.






4. Describing project governance plans
Project governance plans are as big or as small as the project, the aim to promote productivity and be consistent, to provide a good baseline to which the project can be accepted and approved. 


5. Explaining methods to moderate and solve conflicts in context of project management.
Withdraw from the situation
Smooth over or accommodate the issue
Come to a compromise
Work together to problem solve

    










[bookmark: _Toc360142408][bookmark: _Toc449434779]Major Activity								
	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 – your instructor will let you know whether you will complete it during class or in your own time.
You must answer the following in full to show your competency of each element:
1. Develop and maintain knowledge of products and services
2. Recommend products and services
3. 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
· [bookmark: _GoBack]Customer feedback
This activity needs to be observed by the trainer/assessor or third party.
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