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WEBINAR OVERVIEW

Concepts to think with 

Simulation as a solution

Unpacking the problem

Exploring solutions

Creating solutions

Creating realism 

119

Concepts to think with 
VET, Performance, Competency, Criterion validity, Construct validity 

120

Concepts to think with

Competency Doing to an industry standard. 

Performance The art of doing. 

VET Skilling people to perform in industry.

Criterion validity Predicting future performance 

Construct validity Defining and measuring performance.
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Simulation as a solution
Solving the problem of practical assessment without access to a work 
environment

122

Simulation as a solution
• Simulation is a solution to a specific set of problems

• Simulation is not the only solution

123

The problem

The unit requires assessment of performance, involving:

Opportunities 
• Tasks to complete
• Work instructions
• Problems to solve

124
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The problem

The unit requires assessment of performance, involving:

People
• Workers
• Customers/clients
• Stakeholders
• Patients 

125

The problem

The unit requires assessment of performance, involving:

Places
• Front of house
• Workshop
• Office
• Store front
• Kitchen

126

The problem

The unit requires assessment of performance, involving:

Processes
• Collecting payment
• Managing hazards
• Plate service 
• Welding 
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The problem

The unit requires assessment of performance, involving:

Products
• Reports
• Records
• Meals
• Manufactured goods

128

The problem

The unit requires assessment of performance, involving:

Physical resources
• Hand/power tools
• Technology
• Office equipment
• Consumables
• Materials

129

Possible solutions

Assessment in the workplace
during employment, 
apprenticeship/ traineeship or 
work placement.

Note: sometimes the solution is dictated by the unit guide (Assessment Conditions).

Assessment outside the 
workplace, in realistic
simulated environments.

Not always possible due to time, 
cost, community or safety constraints 
or licencing requirements. 

Requires the simulation of the 
conditions that are usually found in 
industry workplaces. 
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Unpacking the problem
Identifying opportunities, people, places, products, processes and 
physical resources in unit guides. 

131

Orientation to the unit guide
“Elements describe the essential 
outcomes.”

“Performance criteria describe the 
performance needed to demonstrate 
achievement of the element.”

Foundation Skills
“This section describes those language, 
literacy, numeracy and employment 
skills that are essential to performance. 
Foundation skills essential to 
performance in this unit, but not 
explicit in the performance criteria are 
listed here, along with a brief context 
statement.
Where all foundation skills essential to 
performance in this unit are explicit in 
the performance criteria insert 
[statement].

Performance Evidence 
• “specifies the required product and process evidence. 
• specifies the frequency and/or volume of product/process evidence. 
• specifies the relationship between the product and process evidence and 

the performance criteria.”

Knowledge Evidence
• “specifies what the individual must know in order to safely and effectively 

perform the work task described in the unit of competency. 
• relates directly to the performance criteria and/or range of conditions. 
• indicates the type and depth of knowledge required to meet the 

demands of the unit of competency.”

Assessment Conditions 
• “stipulates any mandatory conditions for assessment. 
• […]conditions under which evidence for assessment must be gathered, 

including any details of equipment and materials, contingencies, 
specifications, physical conditions, relationships with team members and 
supervisor, relationship with client/customer, and timeframe. 

• specifies assessor requirements […]”

NSSC - Standards for Training Packages (CCA 3.0)

132

BSBOPS305 Process customer complaints
Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and 
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.
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Opportunities
BSBOPS305 Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and 
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.

134

People
BSBOPS305 Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and 
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.

135

Places
BSBOPS305 Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and 
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.
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Processes
BSBOPS305 Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.
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Products
BSBOPS305 Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.

138

Physical resources
BSBOPS305 Unit Requirements (sample)

Performance 
Criteria 

Element 1. Receive complaints
1.1 Assess complaint according to organisational policy
1.2 Inform relevant stakeholders that complaint has been received
1.3 Document customer complaints according to organisational policies and 
procedures

Performance 
Evidence

PE 1 The candidate must demonstrate the ability to (…) to:
• process at least three customer complaints relating to business operations.
PE 2 In the course of the above, the candidate must:
• follow organisational procedures when referring and resolving complaints.

Assessment 
Conditions  

AC1 Skills in this unit must be demonstrated in a workplace or simulated 
environment where the conditions are typical of those in a working 
environment in this industry.
AC2 This includes access to:
• organisational policies and procedures relevant to customer complaints
• legislation and codes of practice relevant to customer complaints.
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Exploring solutions 
Planning how to provide opportunities, people, places, products, 
processes and physical resources for assessment. 

140

Opportunities

Required…
• Process 3 complaints (PE1)

• Receive complaint with 
authority to assess (PC1.1)

• Inform others (PC1.2)

• Record complaint (PC1.3)

• Follow procedures (PE2)

Possible responses…
?Provide a written complaint to 

respond to 
?Role play verbal complaints
?Simulate online complaints 

141

People

Required…
• Complainant? (PC1.1, PE1) 

• Stakeholders to inform 
(PC1.3)

Possible responses…
?Access to employees in the 

student’s workplace
?Engage role players: 

?Other students
?Family and friends
?Teacher/assessor 

?Simulate non-verbal 
communication (e.g. Email)
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Places

Required…
• Workplace or simulated 

environment (office?) (AC1)

Possible responses…
?Assess students in their own 

workplace, work placement or 
apprenticeship/ traineeships

?Create a simulated 
environment 

143

Processes

Required…
• Customer complaints 

policies and procedures 
(AC2a)

• assess complaints (PC 1.1)

• refer complaints (PE2)
• resolve complaints (PE2)
• document complaints (PC 

1.3)

Possible responses…
?Write a simulated complaints 

policy and procedure
?Source policies and procedures 

from:
?Student’s workplace
?Other operating business 
?Free sources

144

Products

Required…
• 3 complaints (PC1.1, PE1)

• (Documented) policies 
and procedures (AC2a, PC1.1, 
PC1.3, PE2)

• Legislation and codes of 
practice (AC2a)

• Complaint record/form 
(PC1.3)

Possible responses…
?See processes for policies and 

procedures 
?Access complaints/complaints 

form from:
? The students workplace
? Another business

?Create simulated complaints 
?Create simulated complaints 

forms/records 
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Physical resources  

Required…
• Computer or pen/paper 

(PC1.3)

Possible responses…
?Provide access to resources

?Advise students of resource 
requirements prior to enrolments 

146

Creating solutions 
Develop assessment environments that incorporate opportunities, 
people, places, products, processes and physical resources.

147

Tips

•Structure tasks 
•Present the opportunity to the student
•Provide the people, places, process, 
products and physical resources needed to 
create and facilitate the opportunity

Creating simulated opportunities 
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Structure tasks

Tips
• Use quantities required by the 

unit, or (when not specified) or 
determine how many tasks are 
need to provide students with 
all opportunities they will need

149

Structure tasks (cont.)

Tips
• Chunk tasks into process steps 

that reflect workplace 
processes

• Use industry processes and 
norms to sequence the actions 
the student will take

• Translate the comment to English 
(copy to 
https://translate.google.com.au/) 

• Review it and, if it is a complaint 
complete the FYF Customer 
Complaint Review Form to:

1. Record the details of the 
complaint

2. Work out what the key problem is 
that we need to solve

3. Write a response to the customer

150

Present opportunities

Opportunities to demonstrate performance are presented to the 
student through instructions and simulated resources. 
• The primary opportunity the student will interact with is the task (e.g. 

process a complaint). 
• Many smaller opportunities are presented throughout the task. 

• For example:

An opportunity to… 
• deescalate conflict… 
• check legal requirements…
• use listening and questioning...

presented through…
• role player instructions/actions
• a question in a simulated email
• interaction in a role play

151
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Present opportunities (cont.)

Tips
• Present primary opportunities:

• in task instructions (always)
• in case studies:

• text
• simulated emails
• as records (such as a 

complaint) 
• in policies and procedures 
• in forms to be completed.

152

Creating simulated people

• Use case studies and simulate resources to introduce the 
characters in the simulation
• Use role plays to facilitate student's interactions with 

characters

Tips

153

Simulation characters 

Tips

• Aim to create 'main characters' 
which are realistic

• When characters will not be 
role played, put a face to the 
name
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Simulation characters (cont.) 

Tips

• Use other simulated assets to 
present or facilitate interactions 
with simulated characters:

• character profiles
• emails and email addresses
• social media accounts
• organisational charts.

155

Role players

Tips

• Use role players to act as 
people the student needs to 
interact with

• Have teachers/assessors play 
sensitive roles

• All role players must receive 
instructions (including 
teachers/assessors )

156

Creating simulated places

• Create physical environments 
• Create conceptual environments (simulated businesses)
• Provide the people, process, products and physical 

resources needed to create a realistic workplace 
environment 

Tips

157
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Physical environments

Tips

• Provide instructions for assessors 
to set up physical environments  

• Provide physical resources. 
• Ensure student’s safety

158

Design simulated businesses

Tips:
• Create a backstory - businesses need a purpose, services or products, staff

and challenges or tasks that the student can interact with

• Consider how size, location and business practices affect how employees 
(students) interact with the business: 
• national businesses allow you to vary legislation and requirements
• online or national businesses create context for using video 

conferencing, email communication and student's "working from 
home" when completing some assessments 

• a large organisational chart allows you to swap 'characters’ in/out and 
create case studies/backstories with less interdependency

159

Present simulated businesses

Tips:
• Students will need to:
• be introduced to the simulated business
• have clear indications of when they are 'in' the 

simulation and when they are not.
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Present sim. businesses

Tips

Simulated business contexts can 
be presented to students using:

• case studies
• branding 
• orientations 
• websites and intranets
• videos 
• signage 

161

Creating simulated processes

• Consider how policies and procedures might be used 
more broadly (other units, other VET qualifications)
• Refer to industry sources
• Work from the unit guide and ensure all process steps the 

student will need guidance on are covered
• Begin with free or existing materials

Tips

162

Policies

Tips
• Policies set standards

• Policies provide an opportunity 
to:
• define terms and roles 

• incorporate 'workplace 
requirements’ and additional 
information related to 
knowledge requirements, e.g. 
legislation 
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Procedures

Tips

• Procedures describe the steps 
required in a process

• Procedures can be 'high level’ 
or written in a 'how to' style

• High level procedures should 
be consistent with the unit 
guide 

164

Creating simulated products

• Use:
• policies and procedures (as discussed)
• plans and strategies
• records
• forms and templates 

Tips

165

Plans and strategies

Tips

• Consider other units

• Refer to industry examples

166
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Records

Tips

• Refer to industry examples

• Ensure the scenarios that is 
being presented in the record is 
realistic and provides students 
with all opportunities they will 
need to respond to

167

Forms and templates

Tips

• Begin with free, existing or by 
referring to industry sources 

• Work from the unit guide to 
capture all information the 
student needs to record to 
meet requirements

• Add instructions and prompts 

168

Creating simulated physical resources 

• Conduct industry consultation 
• Identify and source the physical resources needed for 

each task 
• Create simulated physical resources when needed, such 

as signs, name tags or menus

Tips

169
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Managing simulation 

• Plan ahead but develop resources incrementally
• create broad businesses to utilise across multiple 

areas:
• use generic business names 
• create policies and procedures that work for any 

business or are designed to accommodate different units 
and qualification areas (e.g. WHS)

• use version control.

Tips

170

Creating realism  
Replicate industry conditions, resources, interactions, challenges and 
pressures. 

171

What makes simulation REALISTIC?
• Its not simulation without Opportunity, Place, People, 

Process, Products and Physical resources 
• Work from an understanding of industry conditions…

What 
unexpected 
changes or 

problems do 
employees 

typically 
encounter?

What time 
pressures and 

competing 
priorities do 
employees 

have to 
manage?

How does this 
usually happen in 

industry?

What information 
do employees 

usually receive? 
And how?

How does 
communication 
usually occur?

What time/cost/ 
other factors 

usually need to be 
considered?
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ANY QUESTIONS?

173

WHAT HAPPENS NOW?
NEXT WEEK, YOU WILL RECEIVE AN 
EMAIL INCLUDING:
1. A Statement of Attendance

2. A link to event feedback survey

3. Access to the recordings from all sessions from 
the conference

4. PDF copy of the PowerPoints

5. PDF transcript of Chat Q&As

6. Additional supporting resources

PLUS! 
An email with the link to access the bonus 
10 x TAE webinar recordings

174
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