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Subcontractor Request for Proposal 

Project: Customer Aggression: Designing 
Learning Resources to support Service Industries 
Service and Creative Skills Australia (SaCSA) has received approval from the Department of Employment and 
Workplace Relations (the department) to undertake an Implementation, Promotion and Monitoring (IPM) 
Activity Project, Customer Aggression: Designing Learning Resources to support the Retail Industry (title 
updated to SCS_ANN_2526_010 Customer Aggression: Designing Learning Resources to support Service 
Industries) to design, develop, validate and implement a suite of learning resources, trainer materials and 
assessment guidance to education and training providers to support the launch of the new SIR Retail Services 
units of competency (UoC) aligned to the SCS_ANN_2425_005 Retail Qualifications Continuum Review Activity 
Project.  

This IPM Activity Project has the following objectives:  

• Developing a full suite of learning resources, trainer materials and assessment guidance, including learner 
guides, trainer manuals, digital Sharable Content Object Reference Model (SCORM) materials and an 
assessment guidance document. 

• Support a faster-to-market approach for education and training organisations to deliver the necessary skills 
to workers who are either working in retail or other similar customer facing sectors. 

• Promotion of the learning resources to training providers and industry stakeholders to support 
implementation  

OVERVIEW 

In June 2025, SaCSA received approval from the department to review and update five qualifications in the SIR 
Retail Services Training Package. 

Throughout the Retail Qualifications Continuum Review, stakeholders have consistently communicated the lack 
of customer aggression specific UoCs that provide workers to have the knowledge and skills to assist, respond, 
support and manage disrespectful, aggressive or abusive customer behaviour. 

Incidents of customer aggression are increasing across retail and other customer-facing industries, and industry 
feedback indicates this behaviour is becoming a more common experience in day-to-day work for frontline 
teams. Employers report that workers require more than basic de-escalation training. Frontline staff need 
broader skills to recognise early signs of risk, respond appropriately, maintain personal safety, support 
colleagues and understand the correct actions following an incident. 

Customer aggression is also creating psychosocial risks and affecting the attraction and retention of workers, 
particularly younger and early-career employees who are often the first point of contact with customers. 
Businesses are also experiencing increasing costs associated with managing incidents, supporting affected staff 
and addressing workplace health and safety obligations. Stakeholder consultation has indicated that there is 
currently an approach of informal and inconsistent learning approaches that do not adequately equip workers 
with the practical capabilities needed to manage these situations or support the development of future 
frontline leaders. 

In alignment with the SCS_ANN_2425_005 Retail Qualifications Continuum Review, SaCSA has been approved 
to develop resources that support the knowledge and skills associated with the proposed responding to 
Customer Aggression and Difficult Behaviour units, aligned to service workers and contributing to the frontline 
workers, supervisors and managers. The resources will support capability development in the following areas: 

• Assist with customer difficulties 

• Respond appropriately to aggressive, abusive or disrespectful customer behaviour 

• Support teams and individuals experiencing aggressive, abusive or disrespectful customer behaviour 

• Manage workplace responses to disrespectful, aggressive or abusive customer behaviour 
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Currently, there are no commercially available training or assessment guidance materials that directly align 
with these new UoCs. When the units developed through the SCS_ANN_2425_005 Retail Qualifications 
Continuum Review are published on training.gov.au in November 2026, there is likely to be a delay between 
publication and when education and training organisations are able to deliver training. RTOs wishing to add the 
new units to their scope would need to undertake substantial design and development of learner resources 
and supporting assessment tools before delivery could commence. This requirement may slow the adoption of 
the new units and delay training for frontline workers who require these critical skills. 

To address this gap, SaCSA proposes to develop a timely and comprehensive suite of learning resources, trainer 
materials and assessment guidance aligned with the endorsed units. This will enable RTOs to add the UoCs to 
their scope of registration and commence delivery more quickly following endorsement and launch. 

OBJECTIVES 

SaCSA proposes to develop a suite of learning resources and assessment guidance that enable education and 
training organisations to commence timely delivery of the newly created UoCs aligned to the retail and other 
customer facing sectors.  

This Activity Project has the following objectives:  

• Develop learning resources, trainer supporting materials and assessment guidance for education and 
training organisations who add the new culinary aged care units to their scope of registration. 

• Support a faster-to-market approach for education and training organisations to deliver the necessary 
skills to cooks and chefs working in aged care and other similar specialised sub-sectors. 

SaCSA will work closely with industry, subject matter experts and education specialists to co-design resources 
that are practical, evidence-based and fit for purpose. SaCSA will develop materials that are future-focused, 
digitally accessible and compliant with requirements. Training providers will be involved in structured 
validation processes to ensure resources meet industry needs, learner expectations and the Standards for RTOs 
(2025). 

TIMEFRAME 

It is anticipated that the subcontractor will align to the following timelines (Business days): 

• Technical Writing of learner resources, trainer materials, assessment guidance x 4 units of 
competency: 60 days 

• Updating of Implementation Guide and supporting documentation: 10 days 

• Stakeholder Consultation meetings: 15 days 

IN SCOPE 

• Developing a full suite of learning resources, trainer materials and assessment guidance, including 
learner guides, trainer manuals, digital Sharable Content Object Reference Model (SCORM) materials 
and an assessment guidance document. 

• Validating draft materials with selected training providers to confirm appropriateness of resources. 

• Finalising and publishing all materials, supported by webinars, implementation guidance and a 
feedback framework for continuous improvement. 

OUT OF SCOPE 

The following activities are not included within the scope of this IPM Activity Project and will not be 
undertaken through this activity: 

• Development of new training products (e.g. creation or revision of UoCs, qualifications or skill sets). 
These are already being developed as part of the SCS_ANN_2425_005 Retail Qualifications Continuum 
Review approved in June 2025. 

https://www.asqa.gov.au/for-providers/standards-for-RTOs
https://www.asqa.gov.au/for-providers/standards-for-RTOs
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• Accreditation or endorsement activities beyond the scope of resource implementation. 

• Direct learner training or delivery by SaCSA. (SaCSA will produce resources for use by RTOs, not 
deliver training directly to students.) 

• Ongoing maintenance or commercial updates of the resources beyond the project period (post-
October 2026). 

• Any external software or LMS licensing costs, including those incurred by RTOs. 

• Marketing or media campaigns beyond the approved implementation webinars and digital 
dissemination activities. 

• Development of assessment tools. 
 

DELIVERABLES 

As a subcontractor, you will be required to:   
• Attend fortnightly meetings with the Training Products Team  

• Provide a monthly report to the Training Products Team on progress of project. (This report 
must be accepted provided prior to acceptance of monthly invoice).  

  
By the completion of the Project, the following will be delivered to SaCSA:  

• The full suite of learning resources inclusive of the following:   
o Trainer materials and assessment guidance 
o Learner guides 
o Trainer manuals 
o Digital Sharable Content Object Reference Model (SCORM) materials 
o The assessment guidance document.  

REPORTING MECHANISM 

Role Name Contact 

Project Sponsor Aaron Hines 
Executive Director, Products & Projects 

Aaron.hines@sacsa.org.au 
P: 0447 573 472  

Project Manager Katrina Higham 
General Manager, Product Design and 
Development 

Katrina.higham@sacsa.org.au  
P: 0417 669 724 

QUOTE/PROPOSAL REQUIREMENTS 

SaCSA will require the subcontractor to provide a proposal outlining their skills, knowledge and experience to 
meet the requirements of the project. SaCSA will review the proposal taking into consideration the description 
of services provided, value for money considerations as well as the ability to provide the services in a timely 
manner.  

As part of the proposal, the subcontractor must provide the following information:  

• Full name of subcontractor, including business name  

• ABN/ACN 

• Type of subcontractor organisation 

• Description of services, deliverables, and proposed timeline 

• Methodology that demonstrates a clear and structured approach that aligns directly with the project 
objectives, deliverables, and SaCSA’s operating environment 

• Evidence of experience in undertaking/delivering projects of similar size, scope, complexity and sector 
context, with measurable outcomes 

• Outline of key risks and mitigation strategies associated with the project 

mailto:Aaron.hines@sacsa.org.au
mailto:Katrina.higham@sacsa.org.au
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• Itemised breakdown of fees and charges 

• Value for money considerations 
o Capability 
o Methodology 
o Ability to deliver the required services 

• Resume/CV of each individual who will be directly engaging with the Project 

• Copy of the following insurances 
o Public and product liability (at least $20m in respect of any claim) 
o Professional indemnity (at least $5m in respect of any claim) 
o Workers compensation 

• Three references from individuals who the proposed subcontractor has engaged with in a previous 
Project 

• Completed Interests Disclosure Form by all individuals who are directly engaging with the project 
• Written acceptance of SaCSA’s standard Subcontractor Contract terms (available upon submitting 

application on SaCSA’s website) 
 
Please note: Past performance with SaCSA will be considered as part of the selection process.  
 

PAYMENT TERMS 

Payments for this project will be made on a monthly basis, contingent on satisfactory performance, throughout 
the term of the contract. 

Subcontractors will be required to send an invoice to:  

Katrina Higham, General Manager, Product Design and Development:  
Katrina.higham@sacsa.org.au 

FURTHER INFORMATION 

For further information about this document or project, please contact the Project Manager.  

mailto:Katrina.higham@sacsa.org.au

	Overview
	Objectives
	Timeframe
	IN Scope
	Out of Scope
	Deliverables
	Reporting Mechanism
	Quote/Proposal Requirements
	Payment Terms
	Further Information

