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Course Suitability 
This course has general suitability for any 
employees in a mercantile environment eg 
�  Collections Officer 
�  Process Server 
�  Mercantile Agents Officer 

(Repossession) 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Course & Vocational Outcomes 
The core modules of this course deliver skills 
and knowledge in: 
�  Industry guidelines and procedures 
�  Maintaining workplace safety 
�  Communicating and working with 

others 
�  Apply principles of practice 
�  Locating and reporting on subjects 
�  Resolving disputes 
 

The electives allow skills development in: 
�  Collecting debts 
�  Process serving 
�  Initiating recovery 
�  Repossessing property 
 

 
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 
21 weeks. Part time study takes 42 weeks. 
Most Traineeships allow 24 months for 
completion but the course is normally timetable 
over 42 weeks. The College has continuous 
intake and commences courses all year round. 
 

Entry Requirements 
Average levels of English literacy and work 
experience in a financial services sector are 
required to complete the core modules. To 
complete this course you must also 
demonstrate average communication skills as 
applicable to a financial services environment. 
 

Qualification & Career Pathways 
Career paths include opportunities as:  
�  Team Leader 
�  Supervisor 
�  Collections Officer 
 

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 in: 
�  Financial Services 
�  Frontline Management 
�  Customer Contact  
 
For More Information or To Enrol 
Phone: 1800 686 883 
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The following list details the 13 core or compulsory units and 1 optional elective unit of study 
taken in this course.  
 

Unit of Study Workplace Skills and Outcomes 
 
Core Module 1.          Working in the Financial Se rvices Industry 
FNSICIND301A  
Work in the Financial 
Services Industry  

·  Industry guidelines, procedures and legislation 
·  Company policy, guidelines and procedures 
·  Quality service requirements 

FNSICGEN301A  
Communicate in the 
Workplace 

 

·  Messages are received and promptly acted upon 
·  Effective verbal and non-verbal communication 

techniques are used  
·  Correspondence reflects industry standards  
·  Nature of complaint is established  
·  Understanding the complaints and internal disputes 

procedures 
FNSICGEN303A 
Work with others 
 

·  Cooperate with others  
·  Individual work activities are regularly planned and 

monitored 
·  Problems are identified and acted upon 
·  Adapt to change  

FNSICGEN302A 
Use technology in the 
workplace 

·  Maintain office technology  
·  Software applications are properly utilised  

 
Core Module 2.         Ensure a Safe Workplace  
FNSICGEN304A 
Apply health and safety 
practices in the workplace 

·  Understanding of Occupational Health and Safety  
·  Checking equipment before and during use 
·  Awareness of hazard policies and procedures 

 
Core Module 3.         Professional Practice in Fin ance 
FNSICIND401A 
Apply principles of 
professional practice to work 
in the financial services 
industry 

·  Identify the scope, sectors and responsibilities of the 
industry 

·  Identify and apply financial services industry guidelines, 
procedures and legislation 

·  Manage information 
·  Plan work to be completed taking into consideration time, 

resources and other constraints 
·  Develop and maintain personal competency 

 
Core Module 4.          Collect Debts 
FNSMERC301A 
Collect debts 

·  Plan and prepare procedures 
·  Assess debtor 
·  Negotiate debt payment / settlement within defined 

parameters 
FNSMERC401A 
Develop and document case 
recommendations 

·  Assemble information 
·  Compile report and recommendations 
·  Verify recommendations with client 
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Unit of Study Workplace Skills and Outcomes 
 
Core Module 5.              Locate Subjects 
FNSMERC304A 
Locate subjects 

·  Research / investigate case 
·  Conduct searches / enquiries 
·  Formulate / report recommendations 

FNSICORG302A 
Prepare reports for 
management 

·  Develop report to specifications 
·  Access report data 
·  Analyse data 
·  Prepare reports 
·  Distribute reports 

 
Core Module 6.             Resolving Disputes 
FNSICGEN404A 
Resolve disputes 
 

·  Establish that a dispute exists 
·  Investigate the dispute and determine the action to be 

taken 
·  Resolve dispute  
·  Finalise dispute  

 
Core Module 7.              Process Serving 
FNSMERC303A 
Serve legal process  

·  Plan and prepare procedures 
·  Serve documents 
·  Prepare affidavit of service or non-service 

 
Core Module 8.               Initiate Recovery 
FNSMERC402A 
Initiate legal recovery of 
debts 

·  Plan and prepare procedures 
·  Negotiate debt payment / settlement 
·  Initiate legal process 
·  Formulate / report recommendations 

 
Property Repossession Optional Elective  Module 
FNSMERC302A 
Repossess property 

·  Plan and prepare process 
·  Negotiate repossession 
·  Repossess property 
·  Formulate report 
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