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ASSESSOR PLAN FOR: FNSMERC301B - COLLECT DEBTS

CANDIDATE NAME:
 ORGANISATION: 


	Critical aspects of evidence for the unit
	Context as specified in the unit
	Context for this assessment
	Advice about evidence
	Assessment Strategies
	Assessment strategies / Tools used and Rationale

	Integrated demonstration of

all elements and their

related performance

criteria:

· accurate compilation of debtors credit history 

· ability to build and maintain rapport and trust with clients 

· maintaining knowledge of current legislative requirements and general developments in the credit management and mercantile agents' field 

· ability to successfully persuade debtors to come to a satisfactory agreement to repay 

· understanding of the role of ethics and appropriate industry code of conduct in collection activities 

· sound demonstration of telephone collection techniques 


	· Competence in this unit must be assessed over a period of time in order to ensure consistency of performance over the range of variables and contexts applicable to the work environment. 

· This unit may be assessed on its own or it may be assessed with other units that cover related skills and knowledge. 


	Assessment of competency, including attainment of relevant knowledge and skills may be made through practical demonstration in an actual work environment or simulation of such an environment. 
	What might constitute

evidence for this Unit of

Competency?

Evidence is most relevant when provided through an integrated activity which combines the elements of competency for the unit, or a cluster of units of competency. 


	
observation (real or simulated workplace)

portfolio of evidence


project


questions (written/oral)


Assessment activities:


	Self Assessment Checklist

Demonstration Checklist

Log Record of Contact with Clients

Assessor Questions Sheet


NOTE FOR THE ASSESSOR: 

Evidence collected must show that the candidate can apply the knowledge and skill described in the Unit of Competency to the standard of the performance required in the workplace and in the following aspects of workplace performance:

Task Skills:
requirement to perform individual tasks with a job

Task Management Skills:
requirement to undertake a number of different tasks within a job

Contingency Management Skills:
the requirement to responding and reacting appropriately with irregularities or when things go wrong

Job Role Environment Skills:
the requirement to fulfilling the responsibilities and expectations of the work environment including personal effectiveness and working with others.

	
	
	Assessor and Trainee to Complete
	Assessor to Complete

	Element of Learning
	Performance Criteria
	Evidence Available 
to demonstrate competence  (trainee can add details on their evidence to this list)
	Yes 
	Assessor’s Notes  (incl. date of assessment and comments on any additional evidence/action required)

	1. Plan and prepare procedures
	· Client's written instructions are accurately and clearly interpreted. 

· Debtor file comments are reviewed to enable initial action in line with company policies and procedures
	· Assessment Tasks (for the unit or Holistic Assessments)

· Self Assessment

· Documents used/ created during the debt collection process

· Other relevant documents that help to show candidate has complied with organisation’s policies / standards.

Observation Checklist/ Third Party Report
	· 
	

	2. Assess debtor
	· Credit worthiness of debtor is established through the compilation of a valid and relevant credit history to determine appropriate and cost effective recovery action options 

· Information on debtor is cross-referenced for verification when necessary by file or document search 

· Future action is determined in line with client capability 
	· Assessment Tasks (for the unit or Holistic Assessments)

· Self Assessment

· Documents used/ created during the debt collection process

· Examples of detailed and accurate notes recorded during the research process. 

· Other relevant documents that help to show candidate has complied with organisation’s policies / national standards

· Observation Checklist/ Third Party Report

· Assessor Questions
	· 
	

	3. Negotiate debt payment/settlement within defined parameters
	· Most appropriate means of communication is used to establish contact and build rapport with debtor 

· Debt settlement is achieved in line with client needs through consultation with debtor, using mutually satisfactory negotiation techniques and appropriate industry codes of conduct 

· Agreement to procedure for payment/settlement of debt is confirmed, within company policy and guidelines and is comprehensively recorded 

· Decision is documented giving reasons for proceeding/not proceeding or taking further action, after discussion with management 

· Decision to refer debt for legal action is undertaken, if necessary, in line with company policy and guidelines
	· Assessment Tasks (for the unit or Holistic Assessments)

· Self Assessment

· Documents used/ created during the debt collection process

· Examples of detailed and accurate notes recorded during the research process. 

· Other relevant documents that help to show candidate has complied with organisation’s policies / national standards

· Observation Checklist/ Third Party Report

· Assessor Questions
	· 
	

	Required skills
	· effective interpersonal skills including verbal communication, negotiation and dispute resolution and telephone techniques 

· ability to implement debt collection processes and underpinning legal obligations, current techniques of searching and locating defaulters 

· ability to operate systems in a collection agency or credit management context 

· clear and accurate observation and analytical skills, general business and organisational skills, appropriate report and letter writing 

· writing and interpreting strategies 


	· Assessment Tasks (for the unit or Holistic Assessments)

· Self Assessment

· Documents used/ created during the debt collection process

· Examples of detailed and accurate notes recorded during the research process. 

· Other relevant documents that help to show candidate has complied with organisation’s policies / national standards

· Observation Checklist/ Third Party Report

· Assessor Questions


	· 
	

	Required knowledge
	· knowledge requirements include:

· elementary knowledge of relevant State and Commonwealth Acts and regulatory authorities 

· elementary knowledge of the role, procedures and relevant documentation of the various relevant court jurisdictions and appeals procedures 

· elementary knowledge of the securities loans and principles, factoring, guarantees, indemnity, securities over property, retention of title and liens 

· elementary knowledge of the role of the Australian Securities and Investments Commission (ASIC) in relation to business, principles of limited liability, insolvency and bankruptcy, principles of association under the Associations Incorporation Act, types and principles and obligations of trusts, costing of contracts, as well as potential factors and issues 

· understanding of business principles, financial arrangements and legal obligations of sole trader, partnership and company businesses 

· understanding of business principles and legal obligations underpinning credit management functions and their relationship to agents 

· occupational health and safety (OH&S) practices


	· Assessment Tasks (for the unit or Holistic Assessments)

· Self Assessment

· Documents used/ created during the debt collection process

· Examples of detailed and accurate notes recorded during the research process. 

· Other relevant documents that help to show candidate has complied with organisation’s policies / national standards

· Observation Checklist/ Third Party Report

· Assessor Questions


	· 
	


COMPETENCY RECORD SHEET

	Unit Information

Unit Code:
Unit Name: 

	Trainee Information

Trainee Name:
Organisation:


	Assessor Name

Assessor’s Full Name:

	Technical Expert (If required)

Technical Expert’s Name:
Signature:


	Assessment Date/s
	Notes / Further Action Required for the trainee to demonstrate their competence in this unit (if any):

	
	

	
	

	
	

	For Assessor to complete once trainee demonstrates competence in this unit:

Based on the evidence they have provided, I believe ……………………………………..(trainee’s full name) is competent in all of the critical aspects for this unit.
Assessed as competent on: …….... / …..….. / …..….. 
Assessor’s Signature:


	For trainee to complete once the assessment outcome has been provided.

I confirm that I have been provided with the assessment outcome for this unit.

Trainee’s Signature:
date: …….... / …..….. / …..…..
	Office Use Only

Copy provided to trainee
(
Results recorded in database
(
Initial:
date……. / …..….. /……..


Understanding the Key Terms in the Performance Criteria

Clients may include: 

· banks 

· building societies 

· credit unions 

· employers (managers, supervisors, team leaders) 

· finance companies 

· financiers 

· government agencies 

· private companies 

· other commercial agents 

· solicitors 

Credit worthiness may include: 

· history of debtor from own data base 

· reports as to worthiness from references 

· reports from a credit reporting agency 

· an appraisal using credit scoring or other such system 

· a report from a bureau using industry specific information (trends etc.) 

Parties in debt may include: 

· an individual 

· a company 

· a business 

· an association 

Means of communication may include: 

· telephone calls 

· written advice to debtors who have a history of debt and require formal procedures 

· personal discussion with debtors to provide advice and establish a common sense approach to resolution 

· legal service documentation 

Debt payment/settlements may include: 

· verbal/written arrangements to proceed to pay 

· verbal undertaking to pay over a specified term 

· legal procedures required to elicit payment 

Legal procedures may include: 

· issue statement of claim 

· serve demand or legal notices 

· apply to court for writ of possession 

· contact Sheriff for serving of legal document 

· Garnishee Order 

Please answer the following questions:

1. What information would you gather to determine the credit history of a rate payer?

2. What process does your council follow to collect debts from rate payers?

3. Please explain what legislation currently governs each of council’s rights or responsibilities for collecting debts from rate payers?

4. Describe the steps required for taking legal action against rate payers (noting the minimum time frames between each step).

5. List the possible payment arrangements your council would accept from a rate payer.

Part B - Assessment Client Contact Record Sheets

If your role at the council involves communicating with customers in order to collect their outstanding debts, then you will be able to record customer contact to help demonstrate your skills with: 

· Using the most appropriate communication techniques to establish contact and build rapport

· Use mutually-satisfactory negotiation techniques to establish agreement on how the rate payer will pay the outstanding debts

· Document decisions or agreements made on payment of the outstanding debt

How to use the Record Sheets

· Using the table, record at least 10 situations where you have liaised with customers for the purpose of collecting outstanding debts for Council. It would be preferable to use examples that occur over a period of weeks and to record the details immediately after assisting the customer.

· Keep a copy of any documents you refer to when assisting the customer (remove any confidential details about the customer).

· Once you have recorded 10 examples, ask your supervisor to review and sign the “Validation of Evidence” Sheet to verify that the examples you have included were accurate and true examples of your customer service contact.

· During your formal assessment for this unit, your assessor will review this evidence and ask you a series of questions to clarify how you have dealt with the scenarios documented.

Part B -“Collect Debts” Assessment Task: Record of Contact with Clients

Once you have recorded the required details on the following log sheets, please ask your supervisor or a council debt collection officer to complete the following and attach this sheet to your log sheets for the assessor.

Validation of Evidence

Details on person validating the evidence:

Name:
 Job Title:


I can confirm: 

Please ( in ( where appropriate

I have reviewed the details that ……………………………..……. (candidate name)  has included on the following log sheets. 
 (
As part of their role in helping to collect debts for our organisation I have observed them participating in the situations described
 (
Signature:



Date: 



Name:
Council Name:
	Date of contact:
	Type of contact:

Eg Phone, Email,

In-Person, Letter
	What was the purpose of the correspondence/ call?
	What information did you provide ?
	What agreements were made to enable to rate payer to settle any outstanding debts?
	What paper work did you complete?
	Describe anything you might do differently next time?

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


	Units of competency:
	Collect Debts

	Trainee name:
	

	Name of workplace:
	

	Observer’s name:
	

	Observer’s Job Title:
	

	Date/s of observation:
	

	Procedure (notes for the observer/ assessor):
	This checklist is to be completed by either a workplace assessor or person experienced in collecting debts for the organisation.  The observer will use this checklist to record the trainee’s demonstration of the skills listed below.  The observation will occur on the job, over a period of weeks, by observing the trainee liaising with appropriate authorities or people, by reviewing reports and records created by the trainee and by asking questions to clarify the trainee’s understanding according to the standards set for this unit.
During the observation, you may or may not observe the trainee using the skills listed according to the national standards.  Either way, please record your findings accurately.

When this form is complete please fax copy to the Traineeship Coordinator at Hunter Councils on 02 496 0588 and provide copy to trainee.

	During the demonstration of skills, did the trainee show they were able to:
	Yes
	No
	Notes on observation & answers to questions

	Clearly explain the process used to attempt to collect debt from 3-5 rate payers.
	(
	(
	

	Explain how they gathered and interpreted all available details on the 3-5 debtors.
	(
	(
	

	Make contact with the debtor.

Q. what form of communication did they use to contact the debtor?:……

Q. were they able to build a rapport with the debtor? ………………….
	(
	(
	A.

A.

	Use mutually-satisfactory negotiation techniques to arrange debt settlement?

Q. what techniques did they use?:…………………………………………

Q. what did they do to formally confirm the debt settlement agreement?

Q. was the agreement achieved in accordance with the council’s policy and guidelines?   Yes    /   No   (if no, how was it different?)
	(
	(
	A.

A.

A.

	Provide detailed and accurate notes on conversations (including times + dates), results and any further action required.
	(
	(
	(note: samples of the notes are to be included in the Portfolio of Evidence)

	According to the requirements of this unit, the trainee’s performance was:
	Satisfactory
(
	Not Satisfactory
(


Part C - Assessment Observation Checklist

	Feedback to Trainee:




	Date:
	Candidate signature:
	Observer’s signature:

	Date:
	Assessor signature:
	Comments
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