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Trainer/assessor guide
BSBCUE309

Develop product and service
knowledge for customer engagement
operation

Welcome to this unit of study

This unit describes the skills and knowledge required to
develop knowledge of products and services in preparation
for customer engagement in an inbound or outbound
customer engagement activity.

It applies to individuals who apply a broad range of
competencies in a varied work context, using some
discretion and judgement and relevant theoretical
knowledge, and who may provide technical advice and
support to a team. This work is undertaken with some
supervision and guidance.

It may be undertaken as:

» part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)

»» astand alone unit

»» part of a formal skill set

© smallprint owns all copyright on its products as detailed in the Copyright Act 1968.
It does not issue licenses for reproduction of this material.



Contents

AbOUL this trainer/ass@SSOr SUIE ........occevieeiriieeirrieeireeetrreeteeest e te et ssees e e seses e seessessaesssessassesssesseessessensnessansnes 4
LEAINING FESOUICE.......eiieiiiieieiteete et et e et st e e st st e s et s et e st e s e st e e e e s sat s b e s ea e e e at e e st e e ate s s e s ent e s s e e st esssasntesanesstasnnesssasensess 5
Topic 1: Acquire knowledge of products and services in a specified area........cuveveverenerieenienenenneseneeeseees 5
INFOIMALION SOUICES ...ttt st b et a e b 5
Purpose and uses Of ProduUCES AN SEIVICES.......ccuvirierieeriirierieteesesiestee e se e eresbessesae e esesbesseseesessessasseseasessenes 7

Product strengths and WEAKNESSES.......ccuviiiiririiieieesestet sttt ettt sttt st ae e b e sbesseseesesbessensenea 11

ProduCt @Nd SEIVICE SUPPOIT c..iiuiriiieietirierieteitete sttt ettt st et bt ste st e st sbeste st et ebesbesbentesesbestesentebestensensesessessensenens 13

Check YOUT UNAEISTANGING ....coveviirieieiertinieietetertee ettt ettt st b e bbb bt e st e bbb et ebe s b e b et esesbesbenseneenis 15

Topic 2: Evaluate full range of products and services in a designated area of bUSINESS ........ccveeveverienerieceeeniens 17
ProdUCE @Nd SEIVICE FANEE c.iuiiuiiiiriirieietsiesietee st ste st et ete e ste s ebestestese st sbesteseseebestessessesesbestensesessestensassesessensensenens 17

Check YOUT UNAErSTANGING ....coovirieiiiririeieteesiete ettt sttt ettt st ettt sttt e st e be st et e st ebe st e bensenesbesbensensenes 23

Topic 3: Convert product and service knowledge into DeNefits ........cocevevieiririneinneeee e 25
Features Of ProAUCES @Nd SEIVICES......cciiiiiirieieiriesetete sttt ettt e et este st et e seste st e s esesbestesseseesestessassesessessansanens 25
FEATUIES @S DENETILS ...iiitiirieeet ettt b et be e b ettt nabens 27

Benefits Of ProdUCES @Nd SEIVICES .....civiviiiiiiirieicte sttt sttt sttt st ste st et sbe st e sbeneesesbestenseneen 31

Check YOUT UNAEISTANGING ....couiviirieieiertirieietriesteet ettt ettt ettt st be bbb et b s b b et ebe s b e bensesesbessenseneenes 35
ASSESSMENT WOIKDOOK ..ottt ettt st a e st s eae st st st e st sab e st saesatsnesabesntsnsanns 37
UNIE INFOIMIGTION ettt b et b e bbbt b st a b e b et s ebe e ebe st sbenenees 39
What is competency-Dased aSSESSIMENT? .....ccuiiririieietreiee sttt s b et s be b et s b sbe e e ene 40
How will My cOmMpPetenCy D aSSESSEA? ...ttt sttt sttt st be b e 41
ASSESSIMENT AZIEEIMENT ..cutiiiieitettesterte et ste st e s teste s te st e eube e beebe e be et e e be e beesseesbeesbe e saesssesabesaeesaeesssesasesnsesnsesnsenns 42
FOUNAAtioN SKillS CRECKIIST....cveiirieeeec ettt s 43
SKillS FECOGNITION......eieeeirieieierteeieetreteert et eset et e st st essee st e s sae s et essses st esssasentasssasssasssesessassnesntessaessssasssessasesssesanes 44
Topic 1: Acquire knowledge of products and services in a specified area.......ccoecevvereneineneneneneneneneeseneens 45
Topic 2: Evaluate full range of products and services in a designated area of bUSINESS ......c.cvevvverenenieveneniens 46
Topic 3: Convert product and service knowledge into DeNefits ........cocoveveiririneinneee e 47
KNOWIEAZE QUESTIONS .....ceeeeeireeeeereeteeeteene sttt ee st stee e se st e st s e e st sses st s se st e sesssessesnsesssessesstessesssesesssesseensesnsensens 48
Topic 1: Acquire knowledge of products and services in a specified area.....c...ccocvecveinnenncinncnnccniiieens 49
Topic 2: Evaluate full range of products and services in a designated area of bUSINESS ........ccveeveverieveriecenennens 55
Topic 3: Convert product and service knowledge into DeNefits .......cccvevieiriininenneeee s 58
Topic 4: SPeCific KNOWIEAZE EVIARNCE ....c..ciiiriiieieecestee sttt sttt sttt s be b a e b b na e ene 62
PerfOrmMAanCe tASKS.....ccuiiiiiiiiie et a ettt sttt sttt st ettt 64
Third party evidence COlleCtion AgrEEIMENT .....c.cciiiiirerieieereee sttt sttt be sttt be st e b sbe e e ene 65
Topic 1: Acquire knowledge of products and services in a specified area.....c...ccooecvevvneeneiniinnccneiieens 66
Topic 2: Evaluate full range of products and services in a designated area of bUSINESS ........ccvevveverienenieinieniens 67
Topic 3: Convert product and service knowledge into BeNefits .......cccvevieiriniinennneree s 68
COMPIELION FECONM.....eeiiiieiieiieciereecteee ettt s e st s e see st s e see s st s e e s nesesnessnsssssessnsssssessnsssnsessssssnsesssessssessnessntesssanen 69
Unit mapping and assessmMeNt ChECKIIST ........ooueiiiireecre ettt et sae st s e e 70
Trainer/ assesSOr USEE INStIUCLIONS.......ccviiviiiiiiiiiiiii sttt esb st sb st sstsbes st ssbes st sbesnsesbtsnsess 72

BSBCUE309: Develop product and service knowledge for customer engagement operation (Trainer/assessor guide)
© smallprint V5 Jul 2019



BSBCUE309: Develop product and service knowledge for customer engagement operation (Trainer/assessor guide)
© smallprint V5 Jul 2019 e



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
»»  Acquire knowledge of products and services in a specified area
»»  Evaluate full range of products and services in a designated area of business

»»  Convert product and service knowledge into benefits

Each topic provides information to help you gain the skills and knowledge required to perform the work tasks to which they
refer. Read the information and practise the skills described. You should also take the opportunity to undertake additional
independent research. Your trainer/assessor may also provide supplementary information including interpretation of the

contents of this resource.

At the end of each topic is:
»  asetof true or false questions

»»  aset of multiple choice questions

These questions provide an opportunity to check your understanding and progress. They are self-marking and do not form

part of the assessment for the unit.

Assessment workbook

To have this unit recognised as a formal qualification you need to have your skills and knowledge assessed. The assessment
workbook provides:

»»  information on competency-based assessment

»  instructions on how you will be assessed

»»  assessment tools to assess your competence

»  instructions on how to complete the assessment tasks within each assessment tool

To be assessed as competent you need to provide evidence that you have the skills and knowledge to undertake the
requirements of this unit. This assessment of competency is made by a qualified trainer/assessor from a registered training
organisation. You must complete all the assessments as directed by your trainer/assessor to the required standard. It is not
necessary to work through the guide in the order in which it is written. However this is at the discretion of your trainer/

assessor.

Disclaimer

Information contained in this resource is drawn from sources believed to be reliable. The firm, its employees, agents and
contractors do not warrant the correctness of the sources used and accept no responsibility to any person for any errors or

omissions or for any loss or damage howsoever caused from the use of this resource.
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