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Course Suitability 
This course has general suitability for any 
employees in a call centre environment, 
regardless of its size or industry eg 
�  Call Centre Consultants 
�  Telemarketers 
�  Help Desk Operators 
�  Customer Service Officers 
�  Outbound Consultants 
�  Booking Agents 

 
 
 
 
 
 
 
 

Course & Vocational Outcomes 
The core modules of this course deliver skills 
and knowledge in: 
�  Communicating effectively 
�  Using technology 
�  Provide quality customer service 
�  Negotiate with customers on major 

faults 
�  Establishing customer relationships 
�  Maintaining workplace safety 
 
The electives allow skills development in: 
�  Dealing with difficult customers 
�  Telemarketing campaigns 
�  Handling product / service faults 
�  Selling and cross selling 
�  Organising work priorities 
�  On-line information 
�  Contributing to team effectiveness 
�  Supporting a learning environment 
�  Supporting innovation and change 
�  Contributing to effective workplace 

relationships 
 
Optional electives can also be substituted to add 
industry specific relevance eg 

 Financial Services module 
 Business Administration module 
 Frontline Management module 

Enrolment Options 
�  Private enrolment 
�  Employer sponsored enrolment 
�  Traineeship enrolment* 
*Subject to eligibility in your state. Refer to our 
brochure About Traineeships. Note: all types of 
enrolments are subject to meeting the entry 
requirements. 
 
Course Duration 
You study at your own pace with distance 
delivery. You are however, required to submit 
work at regular intervals and to an agreed 
timetable of study. Normal fulltime study takes 
18 weeks. Part time study takes 36 weeks. Most 
Traineeships allow 12 months for completion but 
the course is normally timetabled over 36 weeks.  
The College has continuous intake and 
commences courses all year round. 
 
Entry Requirements 
To complete this course you must have average 
levels of English literacy, access to Call Centre 
technology and basic PC skills are required to 
complete the core modules. You must also 
demonstrate average communication skills as 
applicable to a customer contact environment.  
 
Qualification & Career Pathways 
Career paths include opportunities as: 
�  Supervisor 
�  Team Leader 
�  Senior Telemarketer 
�  Senior Consultant 
This is a nationally accredited, formal qualification 
recognised as part of the Australian 
Qualifications Framework. After completion of 
this qualification you have a range of 
opportunities to continue your studies at 
Certificate IV level: 
�  Financial Services 
�  Frontline Management 
�  Business Administration  
�  or continue with Customer Contact  
 
For More Information or To Enrol 
Phone: 1800 686 883 
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3 Core modules and 3 Elective modules are required to complete this Qualification. 
 

Unit of Study Workplace Skills and Outcomes 
 

Core Module 1.  All Systems Are Go 
ICTCC110A 
Work effectively in a customer 
contact centre environment 

·  Relate personal operations to the objectives and infrastructure 
of the contact centre 

·  Maintain a professional approach 
·  Team participation and manage personal stamina 

ICTCC120A 
Use basic  
computer  
technology 
 

·  Use computer technology 
·  Log On & Off procedures and password protocols 
·  Use tools and/or commands in operating systems 
·  Select and access applications concurrently 
·  Locate, open & close files and navigate help files 

ICTCC121A 
Use enterprise information 
systems 

·  Locate and interpret information 
·  Update and maintain information – process transactions 
·  Seek support for system problems 

ICTCC101A 
Communicate in a customer 
contact centre 
 

·  Effective verbal and non-verbal communication techniques are 
used 

·  Recognise and address barriers to communication 
·  Messages are received and promptly acted upon 
·  Communications reflect enterprise standards 

 
Core Module 2. Customer Service 
ICTCC130A 
Provide quality customer 
service 
 

·  Understand your customers expectations 
·  Effective listening techniques 
·  Telephone etiquette 
·  Establish a relationship with the customer 
·  Determine customer requirements 
·  Respond to customer requests effectively 

ICTCC330A 
Manage customer relationships 

·  Identify customer needs 
·  Obtain feedback from customers 
·  Use feedback to improve service 

AND 
ICTCC111A 
Respond to inbound customer 
contact 

·  Prepare for contact 
·  Product & service details 
·  Scripts or call guides 
·  Establish & satisfy needs 
·  Arrange supply & payment options 
·  Manage customer contact 
·  Supply follow up information 

OR 
ICTCC112A 
Conduct outbound customer 
contact 

·  Prepare for contact 
·  Identify contact details, contact guides, method of 

communication 
·  Conduct outbound contact professionally and efficiently 
·  Manage customer contact 
·  Supply follow up information 
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Unit of Study Workplace Skills and Outcomes 
 

Core Module 3. Ensure a Safe Workplace  
ICTCC100A 
Follow Occupational Health & 
Safety procedure 

·  Understanding of Occupational Health and Safety 
·  Follow workplace procedures 
·  Raise Occupational Health and Safety issues 
·  Contribute to a safe workplace 

 
 
Achieving Work Priorities Group 1 -  Elective  Module  
ICTCC300A 
Organise work priorities 

·  Use technology efficiently to manage tasks and priorities 
·  Monitor personal work performance to ensure job quality and 

customer service 
·  Identify and develop new skills 

ICTCC301A 
Manage workplace relationships 
in a contact centre 

·  Collect and use information and ideas 
·  Develop trust and confidence 
·  Build and maintain networks and relationships 
·  Manage difficulties to achieve positive outcomes 

 

On-line Information Group 1 -  Elective  Module  
BSBEBUS301A 
Search and assess online 
business information 
 
 

·  Determine and assess information requirements 
·  Locate online information 
·  Retrieve, evaluate and report on information 

ICAU1133A 
Send and retrieve information 
using web browsers and email 
 

·  Access the internet 
·  Search the internet 
·  Research and apply 'netiquette' principles 
·  Send and organise messages 
·  Create an address book 

 
 

One Perfect Day (Handling Complaints) Group 2 - Ele ctive  Module 
ICTCC252A 
Resolve customer complaints 

ICTCC352A 
Resolve complex customer 
complaints 

·  Receive and respond to complaints 
·  Identify and analyse complaints 
·  Develop plans for dealing with complaints 
·  Determine and agree an actions to resolve complaints 
·  Negotiate complaint resolution with customers 
·  Provide feedback and follow-up to customers 
·  Assess the level of customer support 

 

Product and Service Faults Group 2 - Elective  Module 
ICTCC251A 
Receive and action customers 
fault reports 
ICTCC351A 
Negotiate with customers on 
major faults 

·  Receive and analyse fault reports 
·  Resolve customer difficulties 
·  Complete fault records 
·  Identify major fault or service difficulties 
·  Contribute to planning actions to rectify difficulties 
·  Provide feedback to customers 
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Telemarketing Group 2 - Elective  Module 
ICTCC270A 
Conduct data collection 

ICTCC340A 
Conduct a telemarketing 
campaign 

·  Prepare for a campaign 
·  Conduct telemarketing campaigns 
·  Identify customer needs 
·  Manage and counter negative customer responses 
·  Identify and develop positive sales responses into sales 

opportunities 
·  Complete sales 
·  Record campaign results 

 
Essential Sales Techniques Group 2 - Elective  Module 
ICTCC241A 
Process sales 

ICTCC341A 
Provide sales solutions to 
customers 

·  Identify customer needs using effective questioning techniques 
·  Promote the advantages of dealing with the enterprise 
·  Manage customer objections effectively 
·  Identify and develop positive sales responses into sales 

opportunities 
·  Complete sales 
·  Input sales records 
·  Provide sales support where required 

 
NOTE: 2 Group 3 electives are required to count as 1 elective module in this course 
 
Workplace Relationships Group 3 - Elective  Module 
BSBFLM303B 
Contribute to effective 
workplace relationships 

·  Seek, receive and communicate information and ideas 
·  Encourage trust and confidence 
·  Identify and use networks and relationships 
·  Contribute to positive outcomes 

 
Leading People Group 3 - Elective  Module 
BSBFLM312A 
Contribute to team 
effectiveness 

·  Contribute to team outcomes 
·  Support team cohesion 
·  Participate in work team 
·  Communicate with management 

 
Support a Workplace Learning Environment Group 3 - Elective  Module 
BSBFLM311B 
Support a workplace learning 
environment 

·  Encourage a learning environment 
·  Encourage and promote learning of team and individuals 
·  Identify opportunities for improvement 

 
Support Innovation and Change Group 3 - Elective  Module 
BSBCMN312A 
Support innovation and change 
 

·  Clarify ideas to improve work practices 
·  Advise on innovative work practices 
·  Support implementation of new work practices 

 
 


