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Who is Gold Seal Practice Management?  
Gold Seal Practice Management began providing training and 
professional development services in 2004, closely followed by the 
establishment of a Registered Training Organisation in 2005.    
 
Like all other Gold Seal products and services, the programs we offer 
are written, delivered and administered by our team of talented 
professionals who all have backgrounds in the financial services sector 
and/or education and instructional design.  They are legally signed off 
where appropriate and programs with a technical component are 
prepared with a high level of knowledge and skills. 
 
We offer a high quality 

professional development option to the Financial Services sector and 
have built a sound market share through the provision of excellent help, 
flexible delivery options and our collective desire to assist our students 
and clients, as our by-line suggests, beyond expectation.  
 
Our programs include training in the areas of Technical Broking and 
Underwriting Skills, Compliance, People Management, Communication 
and Interpersonal Skills and Practice Management workshops. Our 
range continues to grow daily. 
 
Gold Seal Training & Education - helping you unlock the 
door to learning. 
 
 
Professional Development 
When the RG 146 requirements were constructed, they were designed as minimum standards for advisers 
dealing with the public, rather than to produce workplace-skilled employees.   
 
Understanding this, we aim to assist our clients through the provision of workshops and self study programmes 
that close the gap between mandatory qualifications and competent workplace skills , in both technical and 
communication areas.  
 
Our Education and Training programmes qualify for professional development hours.  Our courses are highly 
praised by our attendees, and we use very knowledgeable facilitators who are qual ified in all appropriate 
disciplines .  Their career backgrounds in appropriate industries ensure their delivery is extremely relevant to the 
workplace. 
 
 
Nationally Recognised Training 
In 2005, Gold Seal Practice Management became a Registered Training 
Organisation  (RTO), a private provider of Nationally Recognised Training, to offer our 
clients a sound option for their education requirements. 
 
We currently offer a Certificate IV in Financial Services, ASIC Tier 2 accreditation for General Insurance Products, 
Tier 2 General Advice, ASIC Tier 1 accreditation in Insurance Broking and the Diploma of Financial Services 
(Insurance Broking).  As each student has a unique combination of skills, knowledge and experience, we create a 
personal learning pathway for every student as part  of the enrolment process . 
 
Each module in our nationally recognised training programmes can also be used towards industry association 
professional development requirements.   
 
Feedback from our students on the quality of Gold Seal's materials, ease of use and enrolment processes has 
been exceptionally favourable in all aspects.  
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Training Delivery Options 

In-house Training and Tailored Courses 
 

We regularly schedule our public courses and publish calendars for what’s 
coming up. If you would like to be added to our mailing list, please send an email 
to training@goldseal.com.au. 

 

We can also arrange for any of our courses to be conducted in-house 
especially for your team.  This often has advantages, for example: 

 

·  We can ensure the course and classroom discussion is made relevant to 
your own workplace; 

·  The interaction between the participants can often be freer;  
·  Your participants don’t need to be out of the workplace for the day. 

 

Also, to cater for your individual training requirements, Gold Seal's talented team of instructional designers can 
also prepare customised training on just about any subject you can imagine .  We can tailor courses to your 
requirements for: 

 

·  Duration / PD hours where practicable 
·  Course content 
·  Delivery style 

 
Training Forms 

 

For Professional Development Courses ,  download and complete the Training Registration form.   

For Self-Study Materials ,  download and complete the Order Form. 

 

For Education enrolments , contact Gold Seal on 03 9510 5100 or email education@goldseal.com.au.  
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Category Course Name PD Hrs 
   

Managing Compliance Systems 6 �  �   
Managing Conflicts of Interest 3  �   
Responsible Manager MasterClass 6 �  �   
Insurance Brokers & General Insurance 
Codes of Practice 

4 �  �  �  

‘No Advice’ Compliance Training 3 �  �  �  
ABC of FSR 2  �  �  

Compliance  

Codes of Practice and Consumer 
Protection Law 

6 �  �  �  

The ‘E.A.G.E.R’ Broker 3.5 �  �  �  
The Facts about the Insurance Contracts 
Act   

4 �  �   

Gold Class Broking  1 6.5 �  �   
Gold Class Broking 2   7 �  �   

Technical Skills 

The Fundamentals of Insurance 6 �  �   

Tier 2 General Advice Yes �  �  �  
Tier 2 Accreditation  for General Insurance 
Products 

Yes �  �  �  

Tier 1 (Insurance Broking) Accreditation  Yes �  �  �  
Certificate IV in Financial Services Yes   �  

Nationally 
Recognised 
Training 

Diploma of Financial Services (Insurance 
Broking) 

Yes   �  

Building Client Relationships 6  �   
Business Writing 3  �   
Conflict Resolution   3.5  �   
Consultative Selling   6  �   
Managing Client Services 6  �   
Managing Personal Effectiveness 3  �   
Negotiation Skills 4  �   
Presenting with Confidence 4-6  �   

Communication & 
Interpersonal Skills  

Telephone Communication 3  �   

Essential Human Resources Practices 6  �   
Fair Treatment in the Workplace 3 �  �   
Hiring and Retaining Quality Staff 6  �   
Managing People for Business Results 3-6 �  �   
OH&S in the Office   3  �   

People Management 
Skills 

 

Performance Counselling 4  �   

Practice 
Management  

Demystifying Business Planning 6  �   

 

Public Courses 
Facilitator-Led Workshop 

 
In-house Training 

Facilitator-Led Workshop 
Call us for a quote 

 
Self-Study  

Electronic Delivery or Printed 
Materials 

For more information or if you are interested in courses which are not currently scheduled, please call Gold Seal 
on (03) 9510 5100 or email to training@goldseal.com.au 

Check out our Training Calendar  on the Gold Seal website www.goldseal.com.au for details of courses currently 
scheduled for public access or call us for a copy. 
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PD Hours = 4 
 
This course will assist all staff and management to 
understand clearly the elements of these two Codes 
and how to integrate the requirements with day-to-
day activities.  

 

�  Key Topics 

·  The purpose of the Code 
·  The role of FOS 
·  Who is bound by which Code and what 

they cover 
·  The Codes in detail 

 

�  Course Features 

·  Interactive workshop to enhance 
understanding  

·  Learning from the experiences of other 
delegates 

·  Course notes for reference in the 
workplace 

·  Questions answered in open discussion 
 

�  Who should attend 

All employees including those involved in 
administration, claims, reception etc. 
 

�  Pre-Requisite 

Not applicable. 

 

What our clients say…  
 

 
 
 
Since the introduction of new ASIC regulations, we 
have utilised the services of Gold Seal Practice 
Management to assist us in all facets of training, 
accreditation and compliance.  
 
Not only has Gold Seal allowed us to concentrate 
on our core business activities, but they have 
tailored a range of products that suits our 
requirements and delivered them in a flexible and 
professional manner.  
 
We consider our ongoing relationship with Gold 
Seal as dealing with a like minded business partner 
that can assist us with training & compliance 
solutions.  
 

Insurance Broker Client 
 Victoria 

 
 
 
 
We all found your session informal when it should 
have been, informative, stretching the brain cells, 
interactive and overall one of the best sessions we 
have been to. The time flew so quickly. We hit on 
many interesting and timely subjects. Plus we all 
had fun.   

 
Insurance Broker Client 

 Tasmania 
 
 
 
 

The case studies were thought provoking. 
 

Student’s Feedback 
The Facts about the Insurance Contracts Act 

workshop 
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PD Hours = 2 
 
This self-paced learning module or facilitator-led 
course introduces participants to Financial Services 
Regulations and its impact on how their business 
services and advises clients. 

 ���������� �����
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PD Hours = 6 
 

This self-paced learning module or facilitator-led 
workshop provides participants the education and 
guidance that they need to ensure that they comply 
with the law and do not provide advice (or any 
financial service) when speaking to and servicing 
prospective or existing clients.  

 

�  Key Topics 

·  Overview of FSR 
·  Retail Clients, Factual Information and 

Advising 
·  All about the disclosure obligations under 

FSR 
·  FSG, PDS, General Advice Warning and 

other notices 
·  Record keeping 
·  Fines and penalties 
·  Significant and recurring breaches 
·  Complaints/Disputes 

 

�  Course Features 

·  Great refresher 
·  Ideal as part of an Induction Programme 

for all new employees , not just those 
advising – a great opportunity to 
standardise the knowledge of the whole 
team 

·  Work with a colleague or senior manager 
for on-the-spot coaching 

·  Learning from the experiences of other 
delegates 

·  Participants study at their own pace and in 
their own environment 

 

�  Who should attend / complete this program 

The course is suitable for all staff with limited or no 
knowledge of FSR requirements.  This includes 
administration, claims and support staff. 
 

�  Pre-Requisite 

Not applicable. 

 
�  Key Topics  

·  Structure of the financial services industry 
·  Regulatory environment 
·  The affect of financial services laws on 

financial products and services provided 
to customers 

·  Corporations Act – aim of the laws; retail 
vs wholesale; the consequences of non-
compliance 

·  Factual Information, General Advice and 
Personal Advice 

·  What to say and how to say it 
  

�  Course Features 

·  Ideal as part of an Induction Programme 
for new employees who are not advising 

·  Provide the education and guidance 
required to ensure compliance with the 
financial services laws when speaking to 
and servicing prospective or existing 
clients about financial products. 

·  Provides a greater understanding of the 
financial services laws and their impact on 
servicing and advising clients. 

·  Will help licensees meet ASIC’s 
requirement for employees to have the 
relevant competence to perform their role  

�  Who should attend / complete this program 

The course is suitable for a staff member who is 
employed by a company that is involved in 
providing financial products to consumers in some 
capacity but is not authorised to provide advice (or 
any financial service) when speaking to and 
servicing prospective or existing clients.  

�  Pre-Requisite 

Not applicable. 
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PD Hours = 6 
 
This session provides the opportunity to learn more 
about compliance systems and structures; 
participate in group discussion about issues you 
may be experiencing; and how to best protect your 
organisation from the risk of breaches or non-
compliance with all-important legislation. 
 
The facilitator will explain and discuss the 
requirements for an effective Compliance 
Management Program and answer your questions 
about Compliance. 

 "���!��!��������������
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PD Hours = 3 
 
The purpose of this workshop is to assist delegates 
to develop and maintain adequate arrangements 
for the management of conflicts of interest in your 
business.  
 
The training will build on existing knowledge of 
compliance in Financial Services. 
 

�  Key Topics 

·  Role and responsibilities of the Compliance 
Manager  

·  Creating and promoting a culture of 
compliance  

·  Designing and implementing a compliance 
management system  

·  Maintaining and evaluating the compliance 
management system 

·  Monitoring and measuring the 
effectiveness of a compliance system 

·  Breaches, reporting to ASIC 
 

�  Course Features 

·  Interactive activities to enhance 
understanding and expand skills 

·  Learning from the experiences of other 
delegates 

·  Extensive course notes, tools and sample 
compliance planners for reference in the 
workplace 

 

�  Who should attend 

Responsible Managers, current or prospective 
Compliance Managers and other employees 
involved in managing compliance. 
 

�  Pre-Requisite 

It is suggested that delegates have a firm 
understanding of the organisation’s core activities. 

 
�  Key Topics 

·  Defining conflicts of interest 
·  Identifying conflicts of interest 
·  Managing conflicts of interest 
·  Procedures for managing conflicts of 

interest 
 

�  Course Features 

·  Opportunities to apply the knowledge 
gained in the working environment 

·  Tools to assist you with implementation in 
the workplace 

·  Interactive workshop to enhance 
understanding  

·  Learning from the experiences of other 
delegates 

·  Course notes for reference in the 
workplace 

 

�  Who should attend 

·  All Broking Staff and Senior Managers 
·  Compliance Managers 
·  Brokers 

  

�  Pre-Requisite 

Not applicable. 
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PD Hours = 6 
 
Many Responsible Managers worry about protection and 
liability in their critical roles, and are concerned that there is 
very little relevant training around to help them come to 
grips with their obligations. Retaining senior staff or 
appointing new employees in Responsible Manager roles is 
proving difficult in many businesses. 
 
This course is designed to raise the awareness of 
Responsible Managers about the potential liabilities 
inherent in that role, and help to plan the management of 
compliance and mitigation of risk – to themselves and their 
businesses.  

�

�  Key Topics 

·  The Role and Responsibilities of Responsible 
Managers  - What it means to be a Responsible 
Manager, the qualifications and experience 
required, responsibilities and overall liabilities 
involved.  

·  Regulation in the Financial Services Industry -  
The role of ASIC, APRA, ACCC and industry 
bodies and a discussion of some of the most 
recent FSR refinements.  

·  Obligations of AFS Licensees -  An in-depth 
view of the day-to-day responsibilities of a 
Responsible Manager and how to ensure 
compliance in matters such as the products and 
services provided and the way they are delivered; 
staff and resources employed; and management 
issues such as financial adequacy.  Includes a 
compliance action plan to assist with the planning 
and implementation of the compliance program. 

�  Course Features 

·  A full day workshop to maximise understanding of 
this critical and challenging role  

·  Interactive activities to enhance understanding 
and expand skills  

·  Learning from the experiences of other delegates  
·  Course notes for reference in the workplace 

�  Who should attend 

Responsible Managers, Compliance Managers and those 
in line for Responsible Manager roles. 

�  Pre-Requisite 

It is recommended that participants have an understanding 
of the financial services regulatory framework. 

 

What our clients say…  
 
Our staff have attended a number of Gold 
Seal seminars and workshops with the 
feedback always positive and upbeat. All the 
Gold Seal staff project a culture of 
helpfulness, understanding and never too 
much trouble.  
 
The one thing that really stands out for me is 
that all the material and information provided 
is practical and workable for implementation 
in the workplace.  
 

Insurance Broker Client 
 New South Wales 

 
 
 
It was all put into plain English with good 
examples and great to hear from a legal 
perspective. 

Student’s Feedback 
Responsible Manager MasterClass 

 
 
 
The workshop presented a nice local and 
practical approach to compliance. Good 
discussion and tools to assist and implement 
practically. 
 
The workshop touched on many areas, good 
(key) points to make you think about or to 
work on. 

Students’ Feedback 
Managing Compliance System workshop 

 
 

 
(The workshop) clarified rules and 

procedures. Good to follow the broking 
process from start to finish. 

 
Student’s Feedback 

The EAGER Broker workshop 
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PD Hours = 6 
 
This introductory level course equips attendees with an 
overview of the general insurance market.  It examines 
the structure, participants, current market conditions, 
products and compliance requirements. 
 
Attendees are given the opportunity to analyse some 
common features of insurance policies. 
 

 ������������������%�
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PD Hours = 6 
 
This self-paced learning module or facilitator-led 
workshop meets the obligations of the General 
Insurance Code of Practice for training of 
employees (including those handling claims and 
Authorised Representatives) in: 
 

·  The requirements of the Codes 
·  The relevant consumer protection law 

. 
 

�  Key Topics 

·  Definition and structure of the insurance 
sector 

·  Insurance sector participants and the 
relationship between them 

·  History of Insurance 
·  The Insurance industry today 
·  Insurance market conditions 
·  Products 
·  Compliance in Insurance including the 

regulatory environment; applicable legislation; 
Financial Services Regulation, Insurance 
regulation and professional competence 

 

�  Course Features 

·  Interactive workshop to enhance 
understanding or study at own pace and in 
own environment 

·  A full day course to maximise learning 
·  Course notes for reference in the workplace 
·  Ideal as part of an Induction Programme 

for new employees , not just those 
advising – a great opportunity to 
standardise the knowledge of the whole 
team 

 

�  Who should attend 

The course is suitable for staff with limited or no 
knowledge of the Insurance sector. This includes 
administration, claims and support staff. NB staff 
employed on a traineeship who are undertaking 
Certificate IV in Financial Services with Gold Seal 
need not attend 
 

�  Pre-Requisite 

Not applicable. 

 

 

 

 
�  Key Topics 

·  General Insurance Code of Practice * 
·  Insurance Broking Code of Practice (if 

applicable) * 
·  Review of FSR disclosure obligations 
·  ICA disclosure obligations 
·  Other Consumer Protection Legislation  
·  Trade Practices Act 
·  Privacy 
·  Spam 
·  No Contact/No Call 
 
* In-house/Self-paced learning modules can be 
tailored to your requirements 

�  Course Features 

·  Interactive workshop to enhance 
understanding or study at own pace and 
in own environment 

·  Especially suitable to be run in-house 
and adapted to suit your 
organisation’s needs 

·  A full day course to maximise learning 
·  Great refresher 
·  Comprehensive course notes for 

reference in the workplace 
·  A great opportunity to standardise the 

knowledge of the whole team 
 

�  Who should attend 

The course is suitable for all broker and 
underwriting agency staff.  This includes 
administration, claims and support staff. 
 
 

�  Pre-Requisite 

Not applicable. 
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PD Hours = 3.5 
 
This self-paced learning module or facilitator-led 
workshop assists participants by providing a clear 
understanding of each of the elements of an insurance 
transaction, how to integrate retail client disclosure 
requirements and improve the quality of broking 
practices.  

  $���������	�
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PD Hours = 4 
 
Here's an opportunity to find out just how far 
reaching the Insurance Contracts Act is.  
 
This half-day workshop offers an in-depth look at 
the Insurance Contracts Act, examining how the 
Act affects every stage of insurance transactions 
including pre-contractual negotiations, formation, 
policy terms and claims.  
 
Changes and amendments to the Act will be 
highlighted.  

�  Key Topics 

·  Material covering any recent FSR 
refinements. 

·  How the ‘E.A.G.E.R.’ Broker goes about the 
broking transaction including:  

- Client Engagement 
- Renewals 
- Endorsements 
- Cancellations 

 

�  Course Features 

·  Great for Induction programmes 
(standardises the knowledge of the group) 

·  Good refresher for established brokers 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes for reference in the workplace 
·  Questions answered in open discussion  

 

�  Who should attend 

·  All Broking Staff 
·  Compliance Managers  
·  Inductees 

 

�  Pre-Requisite 

Knowledge of Retail Client Disclosure obligations and 
an understanding of the difference between retail and 
wholesale clients. 

 
�  Key Topics 

·  Overview of the Insurance Contracts Act  
·  What it means for Clients  
·  What it means for Brokers  
·  What it means for Insurers  
·  The impact of recent changes 

�  Course Features 

·  A half day workshop to maximise 
understanding of the Insurance Contracts 
Act  

·  Learning from the experiences of other 
delegates  

·  Course notes for reference in the 
workplace  

 

�  Who should attend 

All employees involved in broking, underwriting or 
claims, and anyone who cannot answer the 
following questions!  

·  Who can claim under an owner's 
household policy between exchange and 
settlement?  Owner?  Buyer? or Both?? 

·  True or false....an insurer can always 
avoid a policy for fraudulent non-
disclosure? 

·  True or false....an interim contract always 
expires on the date shown on the interim 
contract? 

Come to the course to find out the answers! 

 

�  Pre-Requisite 

Not applicable. 
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PD Hours = 6.5 
 
The Gold Class Broking Workshop series builds on core skills and knowledge obtained in mandatory accreditation 
courses (RG 146) enabling brokers to develop high quality broking skills.   
 
It assists in the building of communication and analytical behaviours required in each broking transaction, ensuring 
that maximum value is obtained from each client contact.  

�  Key Topics 

·  Improved understanding of how excellent communication skills and interpersonal skills can assist in all 
aspects of broking transactions. 

·  In depth knowledge of the disclosure, conflicts of interest, ethics and risk management principles that 
underpin the broking profession. 

·  Enhancement of the skills required for client needs analysis and the provision of advice. 
 

�  Course Features 

·  A full day workshop to maximise understanding of this critical and challenging role  
·  Interactive activities to enhance understanding and expand skills  
·  Learning from the experiences of other delegates  
·  Course notes for reference in the workplace  

 

�  Who should attend 

Brokers and Employees earmarked for career development into more senior broking roles. 
 

�  Pre-Requisite 

Tier 2 Accreditation.  It is also recommended that participants have 12 months experience in broking. 
 

�  National Recognition 

Participants can optionally complete workplace assignments following the course in order to achieve national 
competencies.  (An assessment fee is payable). 
 
Statements of Attainment for the following competencies will be issued on the successful completion of the 
workplace assignment: 
 

·  Apply principles of professional practice to work in the financial services industry (FNSICIND401B) 
·  Collect, assess and use information (FNSICGEN403B) 
·  Deliver a professional service to customers 
·  (FNSICCUS401B) 
·  Provide advice in insurance broking (FNSASIC503YB) 

 
The competencies will be available for Credit Transfer to insurance qualifications offered by Gold Seal or any other 
Registered Training Organisation. 
 
 
 



  ��$������ Skills 
 

- page 13 - 

 

�����������������!�-�
PD Hours = 7 
 
The Gold Class Broking Workshop series builds on core skills and knowledge obtained in mandatory accreditation 
courses (RG 146) enabling brokers to develop high quality broking skills.   
 
It assists in the building of communication and analytical behaviours required in each broking transaction, 
ensuring that maximum value is obtained from each client contact. 

�  Key Topics 

·  Improved understanding of how excellent client relationship management skills can enrich the potential 
of the organisation and the individual. 

·  Enhanced appreciation for the critical nature of conflicts of interest, disclosure and ethics issues in 
insurance broking. 

·  In depth knowledge of claims management. 
·  Enhancement of the skills required for problem solving, negotiation and conflict management during 

broking transactions. 
 

�  Course Features 

·  A full day workshop to maximise understanding of this critical and challenging role  
·  Interactive activities to enhance understanding and expand skills  
·  Learning from the experiences of other delegates  
·  Course notes for reference in the workplace  

 

�  Who should attend 

Account Executives and those with 2 –3 years experience; those returning to the industry following an absence or 
looking for a refresher; those earmarked for career development into more complex broking scenarios. 
 

�  Pre-Requisite 

Tier 1 (Insurance Broking) Accreditation. It is also recommended that participants have 2-3 years broking 
experience inclusive of wholesale client exposure and claims management. 
 

�  National Recognition 

Participants can optionally complete workplace assignments following the course in order to achieve national 
competencies.  (An assessment fee is payable). 
 
Statements of Attainment for the following competencies will be issued on the successful completion of workplace 
assignments: 
 

·  Negotiate complex claims settlement for insurance broking client (FNSINBK508B) 
·  Resolve Disputes (FNSICGEN404B) 
·  Develop and nurture relationships with clients, and other professionals and third party referrers 

(FNSICCUS501B) 
·  Apply principles of professional practice to work in the financial services industry  (FNSICIND401B) 

 
The competencies will be available for Credit Transfer to insurance qualifications offered by Gold Seal or any 
other Registered Training Organisation. 
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PD Hours = 6 
 
This course will help delegates and teams to create 
and maintain rapport with clients and team 
members, demonstrate a range of communication 
techniques to build client relationships and initiate 
action plans for continued self-development to 
ensure transfer of new skills to the workplace. 
 
It is designed to build a solid client service 
orientation in individuals and teams, to help 
differentiate the organisation from others. 

 �
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PD Hours = 3 
 
The world of professional business can place many 
demands on our abilities – often in areas that are not 
in our range of core skills. 
 
This workshop is designed to help participants to 
improve their day-to-day writing skills and deal with 
any writing tasks they may come across, in order to 
get ahead in the business world. 

�  Key Topics 

·  Exploring clients, both internal and external 
·  Communicating effectively with clients  
·  Taking client relationships to new heights  
·  Supporting company service strategies  
·  Handling complaints  
·  Dealing with difficult clients  
·  Responding to and reporting client 

feedback 
 

�  Course Features 

·  A full day session to maximise learning 
·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for reference 

in the workplace 
 

�  Who should attend 

Especially suitable for front line staff, brokers and 
broking staff, line managers and team leaders. 
 

�  Pre-Requisite 

Not applicable. 
 

 
�  Key Topics 

·  Planning a document 
·  Types of words to use and avoid when 

writing 
·  Writing an effective sentence 
·  Writing effective business letters and reports 
·  Writing memos and e-mails 
·  Social protocols 
·  Dealing with specific workplace challenges 

 

�  Course Features 

·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for reference in 

the workplace  
·  Action plans for continued self-development 

to ensure transfer of new skills to the 
workplace 

 

�  Who should attend 

Suitable for all Staff. 
 

�  Pre-Requisite 

Not applicable. 
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PD Hours = 3.5 
 
Managing interpersonal differences isn’t easy. Signs 
of mismanagement are everywhere – backbiting,  
rivalry, bitter divorces, bickering co-workers.  
 
Mishandling these differences leaves emotional 
scars, diverts energy from where it’s really needed 
and undermines morale. In the face of all this 
difficulty, many people walk away from conflict.  
 
Despite the risk of pain and irritation, however, the 
rewards for handling conflict constructively are 
gratifying. 
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PD Hours = 6 
 
This workshop introduces people involved in 
sales to specific behaviours and techniques 
aimed at building their record of success.  
 
It enhances existing confidence and competence 
to enable increased closing rates on a 
sustainable basis, and the building of strong 
client relationships and greater client satisfaction 
levels. 

�  Key Topics 

·  Defining conflict 
·  Principles of effective conflict resolution 
·  Mapping conflict 
·  Handling emotions 
·  Making improvements 

�  Course Features 

·  Interactive activities to enhance 
understanding and expand skills 

·  Learning from the experiences of other 
delegates 

·  Course notes for later reference 

�  Who should attend 

Suitable for all staff, line managers and team 
leaders. 

�  Pre-Requisite 

Not applicable. 

 
�  Key Topics 

·  Overview of the Sales Process 
·  Setting the Scene 
·  Understanding Client Needs 
·  Presenting Solutions 
·  Overcoming Concerns 
·  Seeking Agreement 
·  Staying in Touch 
·  Personal Action Planning 

 

�  Course Features 

·  A full day workshop to maximise 
understanding of this critical and 
challenging role  

·  Interactive activities to enhance 
understanding and expand skills  

·  Learning from the experiences of other 
delegates  

·  Course notes for reference in the 
workplace 

 

�  Who should attend 

All employees with a sales component in their 
roles. 
 

�  Pre-Requisite 

Not applicable. 
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PD Hours = 6 
 
Designed as a follow up to Building Client 
Relationships, this workshop covers the 
establishment and leadership of a sound client 
service-oriented team, and helps you to establish 
systems and measurement of client service 
principles. 
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PD Hours = 3 
 
As every single day flashes by faster and faster, 
we all need to find new perspectives on how to 
manage our time more effectively. 
 
This popular half day session aims to increase 
the effectiveness and/or efficiency of personal 
and corporate time use. 

�  Key Topics 

·  What is quality customer service? 
·  The importance of focusing on customer 

service 
·  Assessing the current level of customer 

focus in the organisation and work unit* 
·  The Manager's role in creating a customer 

focused organisation 
·  The Service Triangle – making quality 

service happen 
·  Using systems that are critical to customer 

satisfaction 
·  Setting Quality Service Standards 
·  Creating a Customer Service Culture 
·  Building and Leading a Top Customer 

Service Team 
·  Monitoring and Reporting on Customer 

Service 
·  Recognising and rewarding success 

 
*Knock Your Socks Off Service – Readiness 
Assessment (Self Assessment tool). 

�  Course Features 

·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding 
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for reference 

in the workplace  

�  Who should attend 

Suitable for line managers and team leaders. 

�  Pre-Requisite 

Building Client Relationships. 
 

 
�  Key Topics 

·  Applying an analytical framework to 
time-management challenges to 
produce an objective rather than 
emotional view 

·  Establishing what we can and cannot 
manage when we interact with people, 
tasks and time frames 

·  Self analysis of strengths and 
weaknesses, against a list of common 
problem areas 

·  Techniques for avoiding ‘poor me’ 
behaviours, and increasing ‘can do’ 
behaviours 

·  Understanding how our motivation 
impacts the 4 critical areas of planning, 
prioritising, handling interruptions, and 
procrastination 

·  Building a realistic daily plan and 
defending it 

·  Planning to improve skills 
 

�  Course Features 

·  Opportunities to practice the skills 
learnt 

·  Interactive workshop to enhance 
understanding  

·  Learning from the experiences of other 
delegates 

·  Course notes and checklists for 
reference in the workplace  

 

�  Who should attend 

Suitable for all Staff. 
 

�  Pre-Requisite 

Not applicable. 
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PD Hours = 4 
 
Of particular importance to intermediaries, the skill of 
negotiation can result in more profitable sales 
results, happier clients, a more confident team and 
better inter-departmental relationships. 
 
This session presents techniques in dealing 
effectively with obstacles and opposition tactics and 
negotiating for successful outcomes using integrity, 
assertive communication styles and the ‘win-win’ 
philosophy. 
 
The session is also useful to learn effective 
communication skills to diffuse and resolve conflict in 
the workplace. 
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PD Hours = 4 - 6 
 
“Speaking in public” – three words guaranteed to 
raise the heart rate of the most confident of 
individuals! 
 
This workshop addresses the situations that your 
team will come across almost daily, such as 
presenting reports to management teams and 
boards, company or product benefits to clients, 
recommendations to committees and so on. 

�  Key Topics 

·  Understanding the human needs and 
challenges within the negotiation process ‘I’ 
statement 

·  Analysing the instinctive communication 
skills that block the negotiation process 

·  Effective techniques for the planning stage 
of the negotiation 

·  Examining key interpersonal skills that 
enable client satisfaction 

·  Self analysis of areas for skill improvement 
 

�  Course Features 

·  Opportunities to practice the skills you 
learn 

·  Interactive workshop to enhance 
understanding 

·  Learning from the experiences of other 
delegates 

·  Course notes and checklists for reference 
in the workplace  

 

�  Who should attend 

Suitable for all Staff including those involved in 
claims management and broking. 
  

�  Pre-Requisite 

Not applicable. 
 

 
�  Key Topics 

·  Preparing the presentation 
·  Know the audience 
·  Use of humour 
·  Dealing with adult learners 
·  First and last impressions 
·  Non-verbal communication  
·  Developing and using visual aids 
·  Handling different behaviours 
·  Skills practice session 

 
* Actual topics will be dependant on course 
duration. 
 

�  Course Features 

·  Opportunities to practice the skills 
learnt 

·  Interactive workshop to enhance 
understanding  

·  Learning from the experiences of other 
delegates 

·  Course notes and checklists for 
reference in the workplace 

 

�  Who should attend 

Suitable for all Staff. 
  

�  Pre-Requisite 

Not applicable. 
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PD Hours = 3 
 
In today's professional business environment, the 
telephone is used as a key communication tool. This 
puts our telephone skills clearly in the limelight, and 
they have become a priority to ensure career 
success. 
 
This program provides participants with useful 
strategies to ensure they employ a high level of 
telephone etiquette, and maximise their opportunities 
when conducting telephone business. 

�

�  Key Topics 

·  Establishing a professional first impression 
·  Provide effective client service through 

sound telephone skills 
·  Using telephone skills to establish rapport 
·  Customer-focused telephone techniques 
·  Manage and deal with difficult callers 
·  The importance of non-verbal 

communication in telephone 
communication: 

·  Vocal pitch and tone 
·  Questioning skills 
·  Listening skills 

 

�  Course Features 

·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for reference 

in the workplace  
 

�  Who should attend 

Especially suitable for front line staff, brokers and 
broking staff, line managers and team leaders. 
  

�  Pre-Requisite 

Not applicable. 
 

 

What our clients say…  
 
 
A relaxed session which did not rehash other 
information provided in other negotiation 
workshops undertaken. 

Student’s Feedback 
Negotiation Skills workshop 

 
 
 
The size of the group enabled a good level of 
interaction. Got some very valuable tactics that I 
will be able to use. Very happy! 

Student’s Feedback 
Managing Client Service workshop 
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PD Hours = 6 
 
Effective HR management is a combination of best 
practice and risk management.   
 
This workshop overviews the elements of the 
Human Resources Portfolio and discusses the link 
between HR and the Business Plan.  
 
Participants will learn about sound people 
management processes and develop an awareness 
of the IR/HR legislation that governs our 
employment landscape.  Incorporates Fairwork 
Australia changes. 
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PD Hours = 3 
 
This course is critical to owners and managers to 
assist in managing the people risk to the 
business.   
 
It educates participants in the legislative 
background to Equal Opportunity, and will raise 
awareness of the behavioural requirements of 
both employees and employers in the workplace. 
 
It will also help to identify and correct 
inappropriate behaviour to comply with the 
legislation. 

�  Key Topics 

·  ‘Best fit’ versus ‘best practice’ – what's right 
for YOUR workplace? 

·  RG 104 & 105 and People Management 
practices 

·  Employment Contracts and Workplace 
Agreements – making agreements with 
employees and contractors under the new 
regime 

·  Overview of recruitment and selection 
·  Overview of induction and managing the 

probationary period  
·  Overview of performance management 
·  Overview of training and development 
·  Overview of termination issues  

 

�  Course Features 

·  A full day course to maximise learning 
·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for reference 

in the workplace 
 

�  Who should attend 

HR Managers and Senior/Line Managers. 
 

�  Pre-Requisite 

Not applicable. 

 
�  Key Topics 

·  Equal Opportunity Legislation – an 
overview 

·  The three categories of discrimination: 
- Direct  
- Indirect 
- Harassment 

·  Workplace Bullying – what is it?  
·  The legal responsibility – who is liable? 
·  Avenues of recourse 

 

�  Course Features 

·  Case studies to exercise knowledge  
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for 

reference in the workplace 
·  Template policies and procedures to 

use in the workplace 
 

�  Who should attend 

Suitable for inductees, new entrants and all staff. 
  

�  Pre-Requisite 

Not applicable. 
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PD Hours = 6 
 
The Recruitment process is without doubt one of the 
most critical areas of people management. 
 
Fraught with legal issues throughout the process, 
plus the bottom line costs of not getting it right can 
be incredibly daunting for the uninitiated.  The 
interviewer can feel lost without specific guidelines 
to follow.   
 
This course helps to ensure that the organisation 
hires the right people for the right job. 
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PD Hours = 3 - 6 
 
An increasingly important people and practice 
management skill, this practical course will help 
participants to understand the benefits of good 
performance management, such as better 
business results, higher staff retention and 
morale, and compliance with both financial 
services regulatory requirements and 
employment laws. 

�  Key Topics 

·  The impact of poor recruitment decisions 
·  Legal obligations in recruitment 
·  Sourcing candidates 
·  Making decisions during the selection 

process  
·  Collection and assessment of candidate 

information based on behaviours 
associated with high performers 

·  Complying with EO legislation during the 
hiring process 

 

�  Course Features 

·  A full day course to maximise learning 
·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes and checklists for reference 

in the workplace 
 

�  Who should attend 

HR Managers and Senior/Line Managers. 
 

�  Pre-Requisite 

Not applicable. 

 
�  Key Topics 

·  Implementing or improving performance 
management – tips and traps 

·  Developing performance objectives that 
link to the business plan 

·  The importance of behavioural 
objectives 

·  The appraisal interview 
·  Developing skills in giving constructive 

feedback 
·  Counselling for poor performance 
·  Monitoring the performance plan 
·  Legal implications of performance 

management  
 
*Actual topics will be dependant on course 
duration 

�  Course Features 

·  A full day course to maximise learning 
·  Opportunities to practice the skills 

learnt 
·  Interactive workshop to enhance 

understanding 
·  Learning from the experiences of other 

delegates 
·  Course notes for reference in the 

workplace 
·  Practical forms and templates to use in 

the workplace 

�  Who should attend 

HR and Practice Managers, Business Owners, 
and Line/Team Managers. 

�  Pre-Requisite 

Not applicable. 
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All employers and employees have legal obligations 
regarding health and safety in the workplace.  
 
This workshop, designed specifically for the office 
environment, will help employers meet their legal 
responsibilities by understanding key elements of 
the OH&S programme.  
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PD Hours = 4 
 
Most employees don't come to work to do a bad 
job deliberately!  But on occasion, the 
performance of an individual can slip below 
required standards, leading to workplace 
challenges varying from slight corrections 
through to summary dismissal. 
 
The skill of performance counselling can then 
become critical, both for risk management 
purposes and to maintain the morale of the poor 
performer.   
 
This workshop provides guidelines and 
addresses the communication skills required to 
assist managers to conduct this task.  

�  Key Topics 

·  Key elements of OH&S legislation 
·  Management and employee responsibilities 
·  Common office hazards 
·  Office ergonomics 
·  Use of risk control measures 
·  Recording incidents & injuries 

 

�  Course Features 

·  A half day workshop to maximise 
understanding of health and safety in the 
office 

·  Interactive activities to enhance 
understanding  

·  Learning from the experiences of other 
delegates  

·  Course notes for reference in the 
workplace 

 

�  Who should attend 

Managers and employees who are responsible for 
health and safety in the office. 
 

�  Pre-Requisite 

Not applicable. 

 
�  Key Topics 

·  When counselling is required 
·  Feedback vis-a-vis counselling 
·  The importance of agreed outcomes 
·  Recording the discussion 
·  Communication during the discussion 
·  Handling termination for poor 

performance 
·  Handling summary dismissal 

 

�  Course Features 

·  Opportunities to practice the skills 
learnt 

·  Interactive workshop to enhance 
understanding  

·  Learning from the experiences of other 
delegates 

·  Course notes and checklists for 
reference in the workplace  

 

�  Who should attend 

HR Managers and Senior/Line Managers. 
 

�  Pre-Requisite 

Not applicable. 
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We know that sound business practices, risk 
management and success in business are often 
dependent on effective Business Planning – but we 
are often confounded by the intangible nature of the 
task. 
 
For those who can relate to this frustration, this 
programme is designed to provide knowledge and 
skills to help you prepare a plan that all in your 
organisation can use – and that steers business 
performance. 

 

�  Key Topics 

·  Contents of an effective Business Plan 
·  Linking people performance to business 

goals 
·  Identifying business objectives 
·  Mission, vision, values – make them work 
·  Developing quantifiable objectives 
·  Implementing the plan 
·  Choosing the team for successful 

implementation 
·  Action planning for go-getters 
·  Monitoring the plan 

 

�  Course Features 

·  A full day course to maximise learning 
·  Opportunities to practice the skills learnt 
·  Interactive workshop to enhance 

understanding  
·  Learning from the experiences of other 

delegates 
·  Course notes for reference in the workplace 
·  Includes a Business Plan template 

 

�  Who should attend 

·  Responsible Managers 
·  Practice Managers 
·  Business Owners 
·  Line/Team Managers  

 

�  Pre-Requisite 

Not applicable. 

 

What our clients say…  
 

 
 
 
 
I found the workshop very informative and 
thorough… What worked well for me were the 
open discussions with other participants and 
the facilitator on scenarios that occur in the 
workplace. 

 
Students’ Feedback 

People Management Skills workshops 
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Module Unit of Competency Tier 
2 

Certificate 
IV in 

Financial 
Services 

Tier 1 

Diploma of 
Financial 
Services 

(Insurance 
Broking) 

Establish client relationship and analyse needs 
FNSASIC301B �  �    

Develop, present and negotiate client solutions 
FNSASIC302B �  �    

Provide appropriate services, advice & products to 
clients FNSICADV501B 

�  �    

Develop & maintain in depth knowledge of products & 
services used by your organisation or sector 
FNSICPRO401B 

�  �    

Match financial products to customer needs 
FNSICPRO402B �  �    

Tailor a product/service to meet customer needs 
FNSICPRO403B �  �    

Tier 2 General 
Insurance 

Sell financial products & services FNSICSAM401B �  �    

Establish client relationship and analyse needs 
FNSASIC301B �      Tier 2 General 

Insurance Short 
Course Develop, present and negotiate client solutions 

FNSASIC302B �      

Respond to customer enquiries FNSICCUS301B  �    

Process customer complaints FNSICCUS302B  �    

Provide inbound telephone service FNSICCUS303B  �    

Deliver a professional service to customers FNSICCUS401B  �    

Maintain customer relationship FNSICCUS402B  �    

Customer 
Relationship 
Management 

Resolve disputes FNSICGEN404B  �    

Communicate in the workplace FNSICGEN301B  �   �  

Use technology in the workplace FNSICGEN302B  �   �  

Apply health & safety practices in the workplace  
FNSICGEN304B  �   �  

Collect, assess and use information  FNSICGEN403B  �  �  �  

Introduction to the 
Insurance Profession  

Apply principles of professional practice to work in the 
financial services industry FNSICIND401B  �  �   �  

Respond to customer enquiries FNSICCUS301B   �  �  

Provide advice in insurance broking FNSASIC503YB   �  �  

Produce research reports and make presentations 
FNSICGEN501B   �  �  

Prepare a new business submission for a broking client 
FNSINBK501B   �  �  

Monitor broking clients FNSINBK502B   �  �  

Implement changes to broking client’s insurance program 
FNSINBK503B   �  �  

Identify and advise on significant risk changes to broking 
client insurance FNSINBK504B   �  �  

Tier 1 Insurance 
Broking 

Review insurance brokerage service performance 
FNSINBK603B   �  �  

Meet compliance requirements relating to insurance 
broking FNSINBK507B    �  Compliance and 

Claims Management  
in Insurance Broking Negotiate complex claims settlement for insurance 

broking client FNSINBK508B    �  

 

 

 

 

 

 

All courses are designed for students currently working in the insurance sector and Assessment activities 
are all designed to be carried out in an insurance workplace. 
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PD Hours = 6 

 

This self-paced learning programme or facilitator-led workshop will give participants the education and guidance 
that they need to ensure that they comply with the law and provide general advice only to retail clients about 
general insurance products and services (other than personal accident and sickness). 

 

Participants will obtain ASIC Tier 2 General Insurance – General Advice compliance upon successful completion. 

 

�  Key Topics  

·  Structure of the financial services industry 
·  Regulatory environment 
·  The affect of financial services laws on financial products and services provided to 

customers 
·  Corporations Act – aim of the laws; retail vs wholesale; non-compliance 
·  Factual Information, General Advice and Personal Advice 
·  Retail disclosure documents  
·  Time critical cases 
·  What to say and how to say it 
 

 

�  Course Features 

·  Gives the education and guidance required to ensure compliance with the financial services laws when 
speaking to and servicing prospective or existing clients about financial products 

·  Provides a greater understanding of the financial services laws and their impact on servicing and 
advising clients 

·  Will help licensees meet ASIC’s requirement for advisors to have the relevant competence to perform 
their role 

·  Participants will be provided with a Statement of Attainment for the unit of competency FNSICADV301B 
- Provide general advice on financial products and services 

�  Who should attend 

The course is suitable for staff members who will be authorised to provide general advice only to retail clients 
about general insurance products and services (other than personal accident and sickness). 

 

�  Pre-Requisite 

Not applicable. 
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An ASIC Tier 2 accreditation programme offering a ch oice of delivery methods and an exam free 
assessment.  This programme forms part of Gold Seal’ s Certificate IV in Financial Services. 

�  Key Topics  

·  The Australian Financial System and 
Markets 

·  Financial Services Reform 
·  Compliance and Disclosure 
·  Retail General Insurance Products 

·  Analyse Client Needs 
·  Develop and Present Client Solutions 
·  Implement Client Solutions and Provide 

for Ongoing Service 

�  Programme Features 

·  Gold Seal’s Tier 2 accreditation programme meets ASIC requirements and provides general insurance 
product knowledge information that exceeds the minimum requirements. 

·  A Statement of Attainment will be issued to the student once they have been assessed and competency 
has been demonstrated. 

�  Who should attend 

This programme is aimed at existing insurance staff wishing to attain Tier 2 accreditation in general insurance 
products. 

�  Pre-Requisite 

There are no formal pre-requisites for this accreditation, although it is desirable for students to have insurance 
sector and financial services regulatory framework knowledge, and 6-12 months industry experience. 

�  Course Structure - Workshop 

The one day workshop presents a simple, comprehensive option for obtaining ASIC Tier 2 accreditation.  It has 
proven extremely popular with our students who have described the day as instructive, entertaining and full of 
practical learning.  Completion of the module following the workshop includes workplace-based assessment 
activities which will be verified through an ‘Assessment Portfolio’ submitted to Gold Seal. 

�  Timeframes 

·  Facilitated Workshop – 1 day 

�   Course Structure – Distance Education 

The distance education programme consists of one module.  Completion of the module includes workplace-based 
assessment activities which will be verified through an ‘Assessment Portfolio’ submitted to Gold Seal.  This 
course may take up to six months to complete. 

 

To download the Tier 2 brochure, please click here. 

Here’s what some of our students say…. 
Not reading directly from the book but using it as a reference tool worked really well. By being proactive, it kept 
me alert and interested in the topics being discussed. 

The facilitator was able to relate tricky parts to you to help you understand easily. Examples given were easy to 
understand.  
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An ASIC Tier 1 (Insurance Broking) accreditation pro gramme offering a choice of delivery methods and 
NO EXAMS.  This programme forms almost half of Gold Se al’s Diploma of Financial Services (Insurance 
Broking). 

�  Key Topics 

·  Financial Systems and Markets 
·  Compliance and Disclosure 
·  Client Relationship Management 
·  Monitoring and Measuring Service 
·  Client Needs Analysis 
·  Advising the Clients 

·  Insurance Products including - Personal 
Sickness & Accident, Business & Trades 
Pack 

·  Risk Management 
·  Managing and Monitoring ongoing client 

requirements 

�  Programme Features 

·  A Statement of Attainment will be issued to the student once they have been assessed and competency 
has been demonstrated. 

·  This programme cover the principles, knowledge, skills and compliance requirements for providing 
insurance broking services and advice and meets ASIC requirements for Tier 1 (Insurance Broking) 
requirements. 

�  Who should attend 

This programme is aimed at existing broking staff wishing to attain a Tier 1 (Insurance Broking) accreditation. 

�  Entry Requirements   

ASIC Tier 2 Accreditation in general insurance products AND a minimum of 12 months broking experience. 
 
Prospective students or employers of prospective students that do not currently meet these entry requirements 
should contact Gold Seal for guidance prior to registration.  

�  Course Structure - Workshop 

The two-day workshop offers a fast track option for obtaining ASIC Tier 1 accreditation.  Offers a great way 
forward for your industry qualifications and a very sound ‘kick start’ for your education.  Completion of the module 
following the workshop includes workplace assessment activities which will be verified through an assessment 
portfolio submitted to Gold Seal. 

�  Timeframes 

·  Facilitated workshop – 2 days 

�  Course Structure – Distance Education 

The distance education course consists of one module. Completion of the module includes workplace 
assessment activities which will be verified through an assessment portfolio submitted to Gold Seal.  This course 
may take up to 12 months to complete. 
 

To download the Tier 1 brochure, please click here. 

Here’s what some of our students say…. 

The facilitator was very articulate, using a good number of aids which allow the workshop to flow with great 
examples to help with understanding. 

Good balance of activities and practical. Well presented and kept us engaged and interested. 
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The Certificate IV in Financial Services FNS40107 is a  nationally recognised qualification accredited 
under the Australian Qualifications Framework. 

�  Target Audience 

This course is aimed at general insurance and insurance broking staff wishing to attain or upgrade to Certificate 
IV level qualification and is also suitable for use as part of a Traineeship.  The initial modules in the Certificate IV 
can be used for new entrants to the industry or workplace and are suitable for inclusion as part of a workplace 
induction programme.  

�  Pre-Requisite 

There are no formal pre-requisites for this qualification, although it is desirable for students completing only the 
Tier 2 programme to have insurance industry and regulatory framework knowledge. 

Prospective students may also apply for Recognition of Prior Learning  for advanced standing into the course. 

 

For students who have previously completed units of competency with other accredited institutions, or wish to 
submit an RPL application, Gold Seal will map individual pathways  for completion of the Certificate IV. 

 

Note:  RPL is not available for Tier 2 Accreditation. 

�  Delivery and Assessment 

Gold Seal’s Certificate IV in Financial Services is offered as a distance education or mixed mode delivery 
programme. A phone and e-mail support service is available for individuals or groups. 
Statements of Attainment will be issued progressively for each module once assessed and competency has been 
demonstrated by the student. 
 
Distance Education 
The distance education programme consists of three modules. Completion of the modules includes assessment 
activities which will be verified through an ‘Assessment Portfolio’ submitted to Gold Seal. 
 
Mixed Mode Delivery – Optional Workshops  
The mixed mode delivery programme enables students to elect to complete one of the modules through an 
optional 1-day workshop.   The ASIC Tier 2 Accreditation Workshop consists of pre-course work, the workshop 
and a workplace assignment.  This is available through publicly advertised courses and can also be run in-house. 

�  Course Fee 

Previously completed education is likely to reduce the number of modules required to achieve these 
qualifications.  Contact Gold Seal for a quotation suited to your specific requirements. 

�  Enrolment 

To enrol, prospective students will need to complete an Enrolment Form .  Please call Gold Seal on 03 9510 
5100 for a copy of the form. 

�  Duration 

12-18 months to complete all 3 modules  
 
 
 

To download the Certificate IV brochure, please click here. 
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The Diploma of Financial Services (Insurance Broking ) FNS50107 is a nationally recognised qualification 
accredited under the Australian Qualifications Fram ework.  

�  Target Audience 

This course is aimed at current broking staff wishing to attain or upgrade to Tier 1 Accreditation or Diploma level 
qualification, in particular Account Executives, Senior Account Executives, Broking Managers and those who wish 
to hold Responsible Manager positions. 

�  Pre-Requisite 

Although there are no formal pre-requisites, it is desirable for students to have completed some previous study in 
general insurance including Tier 2 and have a minimum of 12 months broking and/or general insurance 
experience.  Students who do not meet these criteria should contact Gold Seal for guidance prior to enrolment. 
 
Prospective students may also apply for Recognition of Prior Learning  for advanced standing into the course.  
 
For students who have previously completed units of competency with other accredited institutions, or wish to 
submit an RPL application, Gold Seal will map individual pathways  for completion of Tier 1 requirements and/or 
the Diploma. 
 
Note:  ASIC place severe restrictions on RPL opportunities for Tier 1 requirements, it is not possible to RPL the 
whole of Tier 1, please contact Gold Seal for more information.                         

�  Delivery and Assessment 

Gold Seal’s Diploma of Financial Services (Insurance Broking) is offered as a distance education or mixed 
mode delivery programme.  A phone and e-mail support service is available for individuals or groups. 
 
Distance Education 
The distance education programme consists of three modules. Completion of these modules includes 
assessment activities which will be verified through assessment portfolios submitted to Gold Seal. 
 
Mixed Mode Delivery – Optional Workshops 
The mixed mode delivery programme enables students to complete some of the programme requirements via a 
workshop.  The ASIC Tier 1 (Insurance Broking) Accreditation Workshop replaces the one module required for 
Tier 1 Accreditation. This workshop consists of pre-course work, attendance at the 2-day workshop and a 
workplace assignment. This is available through publicly advertised courses and can also be run in-house. 
 
Statements of Attainment will be issued progressively for each module once assessed and competency has been 
demonstrated by the student. 

�  Course Fee 

Previously completed education is likely to reduce the number of modules required to achieve these 
qualifications.  Contact Gold Seal for a quotation suited for your specific purposes. 

�  Enrolment 

To enrol, prospective students will need to complete an Enrolment Form .  Please call Gold Seal on 03 9510 
5100 for a copy of the form. 

�  Duration 

Approximately 2 years to complete the 3 modules. 

To download the Diploma brochure, please click here.  
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Frequently Asked Questions 

Q: What is competency based training? 

A: Competency-based training develops the skills, knowledge, behaviours and attitudes required to 
achieve the specified competency standards.  A competency standard is an industry-determined 
level of performance which sets out the skills, knowledge, behaviours and attitudes required to 
operate effectively in the workplace.   

 

Q: What is a unit of competency? 

A: Competencies describe the skills and knowledge that individuals need to perform effectively in the 
workplace.  Each unit of competency is based on a defined work activity., and also includes 
elements of relevant employability skills at the appropriate level.  For each unit of competency 
information is provided that: 

·  Explains what the work activity involves 
·  Describes the skills and/or knowledge 

required to perform the activity 
·  Specifies the performance level required 

for each skill 

·  Outlines the conditions under which the 
work activity may be conducted 

·  Clarifies what evidence is needed to prove 
that a person is competent 

·  Identifies any pre-requisite or co-requisite 
units of competency 

Aspects of work performance included in this concept involve: 

·  Performance at an acceptable level of 
technical skill 

·  Organising one's tasks 

·  Responding and reacting appropriately 
when things go wrong 

·  Transferring skills and knowledge to new 
situations and contexts 

  
Q: What is a module? 

A: A module is a self contained learning booklet with clearly defined learning outcomes.  Each module 
contains information, activities and assessment tasks that will enable a student to demonstrate 
their competence to the standards required for a specific unit of competency, or collection of 
related units of competency. 

 

Q: How is a module assessed?  

A: To demonstrate competence in the required competencies, students are asked to complete 
various assessment tasks during the completion of a module.  This will build an assessment 
portfolio which is submitted to Gold Seal at the end of the training.  Gold Seal will assess this body 
of evidence to decide whether the standard of competence required has been achieved.  
Assessment results are returned to students with feedback.   

In the event the standard of competency required is not met, the student will be given the 
opportunity to resubmit the assessment or to appeal. 

 

Q: What is Recognition of Prior Learning (RPL)? 

A: Recognition of prior learning is the formal acknowledgement of a person’s competencies, 
regardless of how, when or where the learning occurred.  It is an integral component of the 
vocational education and training system in Australia and is also referred to by a number of other 
terms, such as recognition of current competence. 

Under the Australian Quality Training Framework, competencies may be attained through: 

·  Formal or informal training and 
education 

·  Work experience 
 

·  General life experience 
·  Any combination of the above 

 
Q: What is a Credit Transfer? 

A: A Credit Transfer is the recognition of qualifications and Statements of Attainment issued by other 
Registered Training Organisations.  It exempts a student from being assessed in a unit or units of 
competency due to them having completed the identical or equivalent units at another Registered 
Training Organisation. 
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Frequently Asked Questions 

Q: How does the RPL process differ from the Credit Tran sfer process? 

A: An RPL application involves a student collecting and submitting evidence for assessment, to 
demonstrate their level of competence against the requirements for one or more units of 
competency.  Evidence typically includes samples of work, letters from employers, copies of 
course outlines and certificates for training programmes, details of work history and job 
descriptions etc.  In order to grant recognition for prior learning, an assessor must be satisfied by 
the student’s evidence that he or she meets the requirements of the unit/s of competency.  Where 
the initial evidence is insufficient or doesn’t cover all of the requirements, the assessor will contact 
the student to discuss the provision of additional evidence or to clarify any further requirements. 

An RPL assessment also evaluates whether or not the individual's skills and knowledge are current 
and can be applied in today's workplace.  As a general rule, competencies that have not been 
demonstrated within the past 3 years are not usually accepted as ‘current’. 

The Credit Transfer process involves the student presenting a verified transcript, or Statement of 
Attainment for formal education that have completed with a registered Training organisation.  Gold 
Seal will then match the units of competency to those included within the new education 
programme being undertaken to determine any exemptions.  

A fee is usually payable for each RPL application.  Credit Transfers attract no fees. 

 

Q: What is a learning pathway? 

A: A learning pathway is a list of the modules and units of competency that a student needs for their 
qualification or accreditation programme.  Any applicable credit transfers or RPL applications are 
noted on a pathway to indicate the remaining requirements.  These remaining requirements 
represent the customised pathway the student should follow in order to achieve the required 
accreditation or qualification. 

 

Q: What’s involved in obtaining a customised learning pathway? 

A: In order to obtain a customised learning pathway, students, after a discussion with one of our 
education specialists, will be asked to provide Gold Seal with information relating to their work 
history, previous education and training programs, their current role and the Gold Seal education 
programme they would like to undertake.  On receipt of this information, an individual learning 
pathway will be created as part of the enrolment process and detailed within the ‘welcome letter’ 
provided to all new students. 

 

Q: Can Gold Seal modules be done separately, and not as  part of a qualification or 
accreditation programme? 

A: Yes, all Gold Seal modules have been designed as self contained learning events and can be 
completed separately.  As each module meets the requirements for the units of competency 
identified at the start of the module, successful completion of the assessment activities will enable 
Gold Seal to issue a Statement of Attainment.  Statements of Attainment are transferable and may 
be used for Credit Transfer purposes towards relevant qualifications or accreditations. 

There are also no pre-requisites for most Gold Seal modules, subject to any pre-requisite or co-
requisite requirements detailed in the competency description.  Some of the more advanced 
modules assume a basic understanding of the insurance sector and the compliance framework in 
which it operates; however the content of these modules includes a summary of relevant 
information.  A Gold Seal Education Specialist can provide detailed guidance on these modules. 

 

Q: Is Gold Seal able to assist with education and train ing programmes for someone with no 
previous industry experience? 

A: The attention given to the development of an employee can make a significant difference to an 
organisation’s ability to retain employees and, in the case of new employees, can significantly 
increase the speed at which they feel valued and are able to make a demonstrable contribution. 

While someone new to the insurance industry will need to participate first in induction activities, 
depending on their role, they may also need additional education and training to meet both 
operational and ASIC requirements.  As with all development plans, the individual’s role and any 
previous work history would need to be discussed to ascertain appropriate learning requirements. 
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Frequently Asked Questions 

Gold Seal has a range of education and training programmes suitable for individuals that have no 
previous industry and/or work experience.  A Gold Seal consultant would be happy to assist in 
identifying appropriate programmes that will assist in meeting organisational and individual needs, 
as well as compliance requirements. 

 

Q: An employee, who has been working in the industry f or 5 years and has previously 
undertaken some education and training activities, is looking to obtain a Diploma of 
Finance Services (Insurance Broking). How does Gold Seal help with the process? 

A: An education specialist at Gold Seal would enquire after the individual’s previous work, training 
and education history.  Based on these discussions, Gold Seal will send an email outlining the 
discussion, proposed option; including potential RPL or Credit Transfer opportunities; and provide 
detailed information to enable the enrolment process to occur.   

On receipt of the enrolment information, including documents relating to any RPL and/or Credit 
Transfers, a welcome pack is prepared and issued to each student.  This pack includes a letter 
containing their individual learning pathway, inclusive or any applicable credit transfers, and 
information regarding the issue of modules and the submission of assessments.  Credit Transfer 
outcomes are advised with the welcome letter.  RPL applications are usually indicated within the 
welcome letter and the outcomes are advised to the student after the formal assessment has taken 
place. 

 

Q: What are employability skills? 

A: Employability skills are sometimes referred to as generic skills, capabilities or Key Competencies.  
In the Employability Skills Framework eight Employability skills have been identified. 

·  Communication 
·  Teamwork 
·  Problem solving 
·  Initiative and enterprise 

·  Planning and organising 
·  Self-management 
·  Learning 
·  Technology 
 

 
Q: What is the difference between Tier 1 and Tier 2? 

A: Tier 2 Accreditation is required for people providing advice on designated retail products to retail 
clients.  The accreditation at this level is product based – not activity based.  The competency 
requirements do not make a distinction between underwriting, insurer and broking activities and as 
such, if an accreditation is for general insurance products, it covers providing advice on general 
insurance products (unless it states that it only covers general advice).   

Tier 1 Accreditation, on the other hand, is required for those providing advice on products EXCEPT 
those listed under Tier 2 and is activity based – not product based.  There are actually multiple Tier 
1 accreditations (for different activities) and this training is aligned to a Diploma level qualification. 
 The group of competencies required for Tier 1 are equivalent to about half of a Diploma, 

 

Q: Does Tier 1 Accreditation cover me for Tier 2 requi rements? 

A: If someone is advising on both Tier 2 products and Tier 1 products, they need both a Tier 2 
Accreditation for the product group/s on which they are advising (i.e. General Insurance), as well 
as a Tier 1 accreditation based on the type of activities they do, i.e. Insurance Broking, Financial 
Planning etc. 

 
 

*** 


