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BSBHRM501B Manage human resources services 

Competency Element 

Elements describe the 
essential outcomes of a 
unit of competency. 

Performance Criteria 

Performance Criteria describe the required performance needed to 
demonstrate achievement of the Element. Where bold text is used, 
further information is detailed in the Required Skills and Knowledge 
and/or Range Statement. Assessment of performance is to be 
consistent with the Evidence Guide. 

1 Determine 
strategies for 
delivery of human 
resources services 

1.1 Analyse business strategy and operational plans to determine 
human resources requirements 

1.2 Review external business environment and likely impacts on 
organisation’s human resources requirements 

1.3 Consult line and senior managers to identify human resources 
needs in their area 

1.4 Review organisation’s requirements for diversity in the workforce 
1.5 Develop options for delivery of human resources services that 

comply with legislative requirements, organisational policies and 
business goals 

1.6 Develop and agree on strategies and action plans for delivery of 
human resources services 

1.7 Agree and document roles and responsibilities of human 
resources team, line managers, and external contractors 

2 Manage the delivery 
of human resources 
services 

2.1 Develop and communicate information about human resources 
strategies and services to internal and external stakeholders 

2.2 Develop and negotiate service agreements between the human 
resources team, service providers and client groups 

2.3 Document and communicate service specifications, performance 
standards and timeframes 

2.4 Identify and arrange training support if required 
2.5 Agree and arrange monitoring of quality assurance processes 
2.6 Ensure that services are delivered by appropriate providers 

according to service agreements and operational plans 
2.7 Identify and rectify under-performance of human resources team 

or service providers 
2.8 Identify appropriate return on investment in providing human 

resources services 
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Competency Element 

Elements describe the 
essential outcomes of a 
unit of competency. 

Performance Criteria 

Performance Criteria describe the required performance needed to 
demonstrate achievement of the Element. Where bold text is used, 
further information is detailed in the Required Skills and Knowledge 
and/or Range Statement. Assessment of performance is to be 
consistent with the Evidence Guide. 

3 Evaluate human 
resources service 
delivery 

3.1 Establish systems for gathering and storing information needed 
to provide human resources services 

3.2 Survey clients to determine level of satisfaction 
3.3 Capture ongoing client feedback for the review processes 
3.4 Analyse feedback and surveys and recommend changes to 

service delivery 
3.5 Obtain approvals to variations in service delivery from 

appropriate managers 
3.6 Support agreed change processes across the organisation 

4 Manage integration 
of business ethics in 
human resources 
practices 

4.1 Ensure that personal behaviour is consistently ethical and reflects 
values of the organisation 

4.2 Ensure that code of conduct is observed across the organisation 
and that its expectations are incorporated in human resources 
policies and practices 

4.3 Observe confidentiality requirements in dealing with all human 
resources information 

4.4 Deal with unethical behaviour promptly 
4.5 Ensure that all persons responsible for the human resources 

functions are clear about the ethical expectations of their 
behaviour 
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Required Skills and Knowledge 
This section describes the essential skills and knowledge and their level, required for this unit.  

Required skills  analytical and problem-solving skills to review business and operational 
plans and to develop and evaluate human resources strategies to support 
them 

 communication and negotiation skills to consult with key stakeholders 
across the organisation and ensure their support for human resources 
strategies 

 communication skills to manage service delivery 

 learning skills to see that performance is managed and skills are developed 
in a range of contexts 

 technology skills to: 

 communicate with key stakeholders 
 support HR functions, including data collection and managing 

information according to legislation and organisational policies. 

Required 
knowledge 

 human resources strategies and planning processes as they relate to 
business and operational plans 

 performance and contract management 

 relevant legislation that applies to human resources. 
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Range Statement 
The range statement relates to the unit of competency as a whole. It allows for different work 
environments and situations that may affect performance. Bold wording in the Performance 
Criteria is detailed below.  

Human resources 
requirements may 
include: 

 assessment and development centres 
 career management 
 competency development processes 
 counselling 
 discrimination, vilification and harassment advice 
 education and training programs 
 feedback 
 flexible work arrangements 
 induction and orientation programs 
 industrial relations advice 
 work health and safety (WHS) processes and procedures 
 personal and career development planning 
 rehabilitation and return-to-work schemes 
 remuneration and benefits advice 
 self-analysis and self-assessment 
 staff selection 
 succession planning 
 tele-working procedures 
 workers’ compensation. 

External business 
environment may 
include: 

 unemployment rates 
 competition for workers 
 skills and labour shortages 
 market trends 
 economic conditions 
 changes in technology 
 industry changes. 

Options will include:  cost-benefit analysis 
 risk analyses 
 recommendations to groups and individuals who have a role in the 

implementation of policies, procedures or decisions and/or are 
affected by their implementation. 

Legislative 
requirements and 
organisational 
policies may include: 

 award and enterprise agreements, and relevant industrial 
instruments 

 relevant industry codes of practice 
 relevant legislation from all levels of government that affects 

business operation, especially in regard to WHS and environmental 
issues, equal employment opportunity, industrial relations and anti-
discrimination 

 strategic and business plans. 
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1.4 Diversity 

Workforce diversity 
Workforce diversity refers to an organisation employing a wide range of employees from a wide 
range of backgrounds. These differences may relate to an employee’s age, gender, ethnicity, 
physical ability, sexual orientation, religious beliefs, work experience, educational background, 
etc. 

Source: www.business.gov.au/business-topics/employing-people/diversity-in-the-workplace/Pages/default.aspx, 
retrieved 20 March 2015 

It has been determined that there are many advantages to operating with a diverse workforce 
due to the increased range of perspectives and ideas. Some of these advantages include: 

 increased innovation through the range of processes and activities completed 

 improved client service through an employee base which reflects the customer base 

 improved motivation and engagement from a workforce that sees its organisation 
recognising and valuing its people for their individual talents. 

 

 

Exercise 1: Workforce diversity 

Read through the presentation on workforce diversity published by the 
Australian Public Service at: 

www.apsc.gov.au/apsinduction/module-6/about-module 

Diversity policy 

Many organisations have now implemented a specific diversity policy which sets out their beliefs 
and rules in relation to managing this element of workforce planning. The types of information 
that are usually captured in this type of policy document include: 

 definition of diversity 

 purpose of the diversity policy 

 guidelines and rules around diversity within the organisation 

 measures used to determine the success of the diversity policy in the workplace. 
 

 

Exercise 2: Diversity policy example 

Review the following diversity policy published by Commonwealth Bank 
Australia to see a working policy document at: 

www.commbank.com.au/about-us/PDS_PDF/CBT638-Diversity-Policy.pdf 

 

http://www.business.gov.au/business-topics/employing-people/diversity-in-the-workplace/Pages/default.aspx
http://www.apsc.gov.au/apsinduction/module-6/about-module
https://www.commbank.com.au/about-us/PDS_PDF/CBT638-Diversity-Policy.pdf


Diversity Determine strategies for delivery of human 
resources services 
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Diversity reporting 

Organisations are also beginning to generate regular reporting to determine the level of diversity 
achieved. This reporting generally identifies the following elements of diversity in the workforce: 

 gender composition in the workforce 

 remuneration equity between the genders  

 utilisation of flexible work practices across the organisation where available. 

Data generated from this type of reporting is often used to try and set an organisation apart 
from its competitors when seeking socially conscious clients or high performing resources. 

Anti-discrimination laws 

In addition to the benefits suggested above, there is also legislation prohibiting employers from 
discriminating against employees or potential employees based on the following: 

 race 

 colour 

 gender 

 sexual preference 

 age 

 physical or mental ability 

 marital status 

 family or carer’s responsibilities 

 pregnancy 

 religion 

 political opinion 

 national extraction 

 social origin. 
 

 

Exercise 3: Anti-discrimination laws 

For more information on Australia’s anti-discrimination laws, review the 
content at: 

www.humanrights.gov.au/guide-australias-anti-discrimination-laws 

 

https://www.humanrights.gov.au/guide-australias-anti-discrimination-laws


Determine strategies for delivery of human 
resources services 

Diversity 

 

© Veronica Ritchie, 2015 23 

 

Task 6: Diversity policy 

Using an organisation you are familiar with, source a copy of the current 
diversity policy and answer the following question. If they do not have one, 
source a copy of any anti-discrimination policy information that they have in 
place. 

Is the current policy appropriate for the size of the organisation and 
industry? Why? 

Submit your completed task as instructed by your trainer. 
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