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Part 1 – overview

Course description. Course focus and content, number of hours, place in overall program, pathway  to further 
courses, accredited training or employment

154 hours: 7 hours per week x 22 weeks. 2 courses per year (one each in semester 1 & 2). Total course hours 
per year for both courses over 12 months: 308. This course is also taught at Elwood Neighbourhood Centre 
with the same framework. 
This pre-accredited, applied learning course is designed to provide the successful understanding and 
acquisition of customer service, reception, sales  and office administration skills to the level that graduates will 
be 'work-ready' upon graduation. The course is delivered in two interwoven sections:  Classroom-based 
learning (3 hours a week), and 4 hours per week of applied learning/training in a customer service work 
environment.  The applied learning/ training is one–on-one individually tailored applied learning with an 
experienced trainer in a specially designed ‘real –life’ customer service and sales environment at SPCC 
reception. The target group is students who have experienced multiple disadvantage, long term-unemployment, 
language and communications skills, homelessness, or mental health, and issues around self-confidence.  The 
outcome of the course is that the graduates have successfully obtained effective ‘work-ready’ skills in the 
following areas: Customer service and communication skills, sales and transactions, a high level of office IT 
skills, effective office management, procedures and processes, ability to problem solve and work independently 
and as part of a team, Office OHS, conflict resolution, as well as some skills in event management &  food 
handing, project planning and time management, learning about social enterprises and pop-up shops, plus job 
search skills (applying for work, resume writing, interviewing).  The pathway is employment, volunteering or 
further training with 91% of graduates either transitioning directly to employment or obtaining positions as 
skilled volunteers, and around 10% transitioning to further vocational training.  

Planning and consultation. Process undertaken for course development/improvement

The course was developed in 2008 in response to ACFE Skills Victoria policy and focus on employment skills & 
pathways. Local industry and RTOs, relevant acredited courses, as well as applied learning frameworks were 
consulted and investigated to ensure the course provided appropriate training framework, skills and pathways. 
A detailed curriculum, training manual & frameworks were developed by an industry qualified consultant in 
consultation with SPCC. A number of course reviews and updates & changes of curriculum, training methods, 
and course materials have occurred annually in response to ongoing learner & trainer & industry consulation 
feedback. 

Prerequisites. Eg computer skills and access, literacy/numeracy levels etc

 Basic computer skills, basic literacy and numeracy levels, intermediate English

Teacher skills. Skills, experience, qualifications needed

Course Coordinator must have experience in course planning and evaluaiton. No qualifications needed for 
trainers but experience in customer service and/or communication preferred. Ongong training is provided to 
trainers. 

Pre-accredited learners select options below that apply
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people from culturally and linguistically diverse backgrounds and those who require assistance with 
English as a second language

people who have been marginalised and have not accessed education, training and employment

people who have experienced barriers to education in the past and need intensive support to re-engage 
with learning

people who have limited access to learning opportunities eg rural

other (please describe below)

- people who have been out of work for a significant time and would like to work again (e.g. mothers, 
people that have been ill and unable to work) 
- people who find it difficult to find work due to lack of language, experience, self esteem or other reasons 
(recently arrived regugees, young people that just finished schooling, those who didn’t finish school and 
don’t have work-skills) 
- people who  have had interupted education 
people who are long term are underemployed or unemployed and would like to reskill 
- people experiencing disadvantage with mild mental health issues that contribute to their isolation in the 
workforce but can be easily overcome by creating a safe, nurturing learning environment that can be 
easily adjusted to their learning pace 

Outcomes. What do you want your learners to know and be able to do as a result of the course?

Administration, communication and customer service skills including: word processing, telephone skills, 
interaction with clients, use of business technology, workplace safety procedures, handling mail, time 
management, dealing with conflict in the workplace, being assertive, communication skills, food handling, 
hygiene and catering, work functions and forums, responding to other community enquiries and referrals, 
community engagement. 
Learners will gain experience and confidence working in a frontline customer service & office environment. 
They will know and understand all important procedures and processes that are required to create and 
maintain safe and efficient office / reception environment. 
Learners with have training in sales, product development, social enterprises and operation of pop-up shops 
They will be able to work independently in office administration or reception and help operated sales in that 
environment 
Good cooperation between co-workers, building up good relations with clients and co-workers. Ability to give 
and take feedback. Ability to cooperate, solve problems together and negotiate consensus despite 
differences. 

Employability. What employability skills will you address? What strategies will you use to build learners’ 
employability skills?

Speaking and listening

Participants have opportunity to listen when the teacher is presenting, and also to listen to each other. 
We will also have communication skills as a specific topic and will spend time focusing on the skills of 
listening in particular. Students will practice active listening in practical activities. Students will also have 
ample opportunities to speak as each session will involve interaction and discussion. I will also ask 
students to read material aloud if they are comfortable to do so. If feedback is considered useful, 
general advice will be shared with the whole group or particular students will be spoken with privately. 
Further, we will specificall address the appropriate tone and styStudents will also learn communcations 
skills in a reception work environment through observation, quesiton and answer sessions, role-plays, 
guided completion of communications tasks and projects and feedback from trainers.  Examples: 
Meeting and greeting customers at reception, answering their questions and enquiries, answering 
phones.

Reading and writing
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Materials will be provided that will require reading. Each week will also have three questions which the 
participants will be required to write their reflections on in their workbooks. Time will be provided in class 
for them to fill out the workbook questions and the teacher will be available for help as needed.There 
will also be some time allocated for questions and comments on the workbook questions. This will 
ensure comprehension and assist expression. Further to that, we will incorporate 'business basics' 
models looking at the various forms of communication as well as appropriateness in communication. 
Participants will practice composing both emails and letters.  Students will use email and writing or 
prject reports and the completion of their workbook, self reflective diaries in their applied learning 
training to improve these skills. 

Numeracy

Numeracy will not be a key focus, however we will have a module looking at handing money and 
making purchases/sales. Students will learn how to make sales transations and use eftpos machines.  
We will also incorporate Microsoft Excel training which will include working with numbers. Students will 
learn in the applied learning environment throughworking with the trainer to  complete of a number of 
tasks including keeping track of enrolments and payments, MIPP sales, completing daily cash balances 
using excell, and ordering stationary.   

Teamwork

Team work will be emphasised throughout the course, both in the classroom and applied learning 
training. At the start of the course, time will be devoted to building rapport and establishing trust through 
ice breaker activities and discussions. Later in the course we will introduce a module on working in 
teams, which will include maintaining positive relationships, handling conflict, and managing stress. We 
will also ensure that students are aware of their rights in relation to workplace discrimination and 
bullying. For their work experience they will work in teams of 2-3 with the training supervisor.  The 
participants will often work in small grounps in the applied learning environment to complete group 
projects. Faciliated discussion, role plays and reflectve practice techniques will be used  to solve 
problems together and negotiate consensus despite differences. 

Problem solving

Problem solving will be incorporated mostly in the practical work experience aspect of the training. The 
participants will face real life situations as they deal with people and tasks in the centre reception. The 
training supervisor will be on hand at all times supporting and guiding them as needed. Observation 
how trainers approach problems and solve them. Guided pratice. Role play. Simulation.

Initiative and enterprise

These skills will be developed within the work experience aspect of the training also. From the 
beginning of the course, participants are invited to choose projects that they would be interested in 
working on in the applied learning environment, and the centre's staff all provide support for them to 
explore what they are interested in. In the classroom based learning the students are also encouraged 
to provide feedback about what they are interested to learn more about and given the opportunity to 
take more initiative in their learning as appropriate. Students will learn about some basic sales and 
business skills as well as learning about MIPP social enterprise and products which they will sell while 
learning at reception.  

Planning and organising

Participants first of all need to plan and organise themselves and their time to attend the program. In the 
early modules of the course some attention will be given to how to do so, including how to use Google 
Calendar and Email. Working at Reception will also provide them opportunity to see how a workplace is 
organised, and to experience the planning processes that are in place to ensure all the various tasks 
are managed.   Participants are given the opprtunity to chose and work on projects and events including 
operating the MIPP pop-up shop  in their applied learning environment. 

Self management

Self management is a core element of the first month of the course. We will introduce concepts such as 
wellness, self care, core strengths, soft skills, emotional intelligence, and mindfulness. Participants will 
have opportunity for discussion and practice of these topics. Self management will be reinforced in the 
applied learning environment though discussion and activities based around healthy workplaces and 
practives, and work-life balance. 
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Learning

This course provides a practical experience in learning. In the first month the students will be introduced 
to the 'growth mindset' concept, and encouraged to see that learning is a journey and that intelligence 
and competence is something that is not fixed but can be developed over time. The classroom learning 
experience will cater for various learning styles and the whole course is very much centred around an 
action learning methodology which is ideal for adult learners. The aim is to provide the participants with 
a positive learning experience so that they can further embrace lifelong learning. 

Technology

Students will be trained in specailly designed workships areound the use of equipment (such as copier, 
scanner and phones ) and specific  IT training for an office environment, such as the  all aspects of 
Outlook including group email and calendars, excell and database entry,  amongst many other skills. 
Students will learn how to use efpos machinery and make cash and card transations and issues 
reciepts. They will also have the opportunity to use this technology  and training in the work setting as 
appropriate. 

Delivery. What teaching and learning approaches will you use?

The ARCS course is predominately an action learning program. The classroom modules provide information 
and learning experiences to support the development of the participants. An interactive, facilitatory approach 
is taken at all times. Different learning styles are considered and content is introduced and explored in a 
variety of different ways. The applied learning environment provides a practical ground for them to reinforce 
their learning and further develop their knowledge and skills.    
Training techniques included: 
Face to face work-place based delivery. 
Demonstration-observation. 
Guided practice. 
Role play. 
Simulation. 
Independent practice. 
Independent reaserch to gain more information e.g. from internet. 
Reading and completion of the workbook, and reflective diary.  

Achievement of outcomes. How will you measure the outcomes?

Completion of class-room based exercises and project work. Participants will also be provided with a 
workbook, including reflective questions for each module, that they will be required to complete during the 
course. They will also complete a learner plan and evaluation form which will provide insights into their 
development and experience. Teachers and trainers will document students achievements in relation to their 
learner plan in and this will be shared in monthly evaluation meetings. 
The participants will have the opportunity to join into the 'job club' at the completion of the course and they 
will be encouraged to communicate any volunteer or paid work opportunities that they engage with. 

Evaluation. How will you evaluate the effectiveness of the course and plan improvements?

Course Coordinator evaluates student work weekly in classroom and through completion of the workbook. 
The on the job trainers keep a training plan & daily detailed training notes and evaluation of student 
progress. The course coordinator and on the job trainers meet monthly to discuss student progress and any 
adjustments to learning.  trainer and  meets with students on regular basis during the course to get feedback 
on progress and any adjustments or improvements needed. 
Feedback survey forms are filled out by students at the completion of the course. 
At the completion of the course, the management and trainers will meet for a review. They will consider the 
feedback of the both the students and staff and then consider and plan for future improvements to the 
program structure and content. 

Acknowledgement. How will you acknowledge what learners have achieved?
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Graduation ceremony. 
Positive comments and feedback. 
Work reference. 
Skills portfolio.

Pathways. Where will this course lead for most learners? How can you provide support?

Internal pathway

Skilled volunteer positions at reception &  MIPP pop-up shops, eligibility to apply for reception-trainer 
employment when available,  Event Management training, Social Media & Marketing course, Community 
leadership training through SPCC VOSS Speaking Out course.

External pathway

Further education e.g. Certificate in Frontline Management, Certificate in Business Administration & Retail 
courses.  
Into skilled volunteer work in reception /customer service with local community organisaitons. 
Into paid work in Customer Service, Customer services sales & retal, reception or administration 
environment. 

Support provided

The focus on achieving ‘work ready’ skills by graduation as well as a series of specific training sessions on 
CV and job application writing and interviewing and presentation skills, as well as a facilitated discussion 
around pathways.  
Following completion of the course, students are also  encouraged to join the SPCC  'job club' group which 
provides ongoing support for them in seeking and maintaining employment. Staff at the centre can also 
provide informal support with the centre acting as a neighbourhood house welcome to all.
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Some options to consider for course planning 
Tick any options you plan to use:

How How How

Employability 
embedding skill development

Delivery 
teaching and learning methods

Achievement 
ways of gathering evidence

Embed processes
group presentation and 
discussion

demonstration

group work and active 
learning

group and pair activities questioning and discussion

team projects
demonstration by tutor or 
learner

interview

problem-based challenges modelling by tutor or learner group work

planning, scheduling and 
monitoring

games scenario

learning-to-learn modelling
self-directed worksheets or 
units

case study

computer-based tasks and 
products

lecture style presentation problem and solution

Build explicit skills DVD-based activities role play

using email, phone and web 
tools for group tasks

case studies self assessment

time management web-based activities journals

dealing with different 
opinions

Add others written test

brainstorming and mapping       online quiz

task and project planning portfolio

work-group collaboration 
methods

action plan

Internet researching project

organising learning research and data collection

decision-making in groups 
(including meetings)

observation

Add others Add others
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How Which Where to

Evaluation 
improving the course

Acknowledgement 
recognising achievement

Pathways  
providing pathway support

learner feedback sheet certificate of participation
discussion of needs and 
aspirations via Learner Plan

monitoring during the course exhibition of work
class discussion of internal 
and  external options

group interviews demonstration Internet links

in-course reviews (strengths, 
issues)

publicity careers advisors

post-course surveys
film, computer or oral 
presentation

other programs, other 
providers

benchmarking other courses performance community advertisements

feedback from critical friends letter, note, email mentoring

client feedback (employers/
community)

skills portfolio Add others

Add others community recognition      

      Add others
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