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Summary of SIP12 Community Pharmacy Training Package 
 
Summary of AQF qualifications in SIP12 

  
Code Title 

SIP20112 Certificate II in Community Pharmacy 

SIP30112 Certificate III in Community Pharmacy 

SIP40112 Certificate IV in Community Pharmacy  

 
Summary of Units of Competency in SIP12 and their Pre-requisite Requirements 

  
 

 
 

Code Title Pre-requisite 

Community Pharmacy Management 

SIPCCPM501  Lead and develop pharmacy teams Nil 

SIPCCPM502  Manage pharmacy sales and service 
delivery 

Nil 

SIPCCPM503  Manage pharmacy premises and 
equipment 

Nil 

SIPCCPM504  Investigate new front of pharmacy 
products and services 

Nil 

Dispensary 

SIPCDIS301  Accept prescriptions and return 
dispensed medicines to customers 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCDIS302  Deliver medicines to customers 
outside the pharmacy 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCDIS303  Assist in dispensing prescriptions SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 
SIPCDIS301 Accept prescriptions 
and return dispensed medicines to 
customers 

SIPCDIS404  Assist in dispensary stock control SIPCDIS303 Assist in dispensing 
prescriptions 

SIPCDIS405  Assist in dispensary administration SIPCDIS303 Assist in dispensing 
prescriptions 

SIPCDIS406  Assist in preparing dose 
administration aids 

SIPCDIS303 Assist in dispensing 
prescriptions 

SIPCDIS407  Assist in preparing extemporaneous 
prescriptions 

SIPCDIS303 Assist in dispensing 
prescriptions 

SIPCDIS408  Coordinate service to patients in 
residential care settings 

SIPCDIS406 Assist in preparing 
dose administration aids 

Health Care Support 

SIPCHCS201  Support the supply of Pharmacy 
Medicines and Pharmacist Only 
Medicines 

Nil 

SIPCHCS302  Assist in managing Pharmacy 
Medicines and Pharmacist Only 
Medicines 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS303  Advise on asthma management  SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 
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Code Title Pre-requisite 

SIPCHCS304  Advise on smoking cessation SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS305  Advise on continence management Nil 

SIPCHCS306  Advise on complementary medicines SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS407  Test blood pressure and advise on 
self-monitoring 

Nil 

SIPCHCS408  Test blood glucose  and advise on 
equipment and services for diabetes 
management 

HLTIN402C Maintain infection 
control standards in office practice 
settings  
SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS409  Advise on diet, nutrition and weight-
management products and services 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS410  Advise on pregnancy and maternal 
health products and services 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS411  Advise on wound care products and 
self-care 

HLTIN301C Comply with infection 
control policies and procedures 
SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCHCS412  Provide Australian  Needle and 
Syringe Program services 

Nil 

SIPCHCS413  Supply and hire aids and equipment 
to support home health care 

Nil 

SIPCHCS414  Support the management of 
obstructive sleep apnoea 

Nil 

SIPCHCS415  Coordinate pharmacy health 
promotions and home medicine 
reviews 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

Industry 

SIPCIND201  Operate in a community pharmacy 
framework 

Nil 

SIPCIND202  Plan a career in community 
pharmacy 

Nil 

Merchandising 

SIPCMER401  Market and promote a pharmacy 
products and services area 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

Pharmacy Product Knowledge 

SIPCPPK201  Assist customers seeking commonly 
requested vitamins, minerals and 
supplements 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK202  Assist customers seeking eye and 
ear products 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 
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Code Title Pre-requisite 

SIPCPPK203  Assist customers seeking first aid 
and wound care products 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK204  Assist customers seeking oral care 
products 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK205  Assist customers seeking to relieve 
cough and cold symptoms 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK206  Assist customers seeking to relieve 
skin and fungal conditions 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK207  Supply medical devices Nil 

SIPCPPK308  Assist customers seeking relief from 
gastro-intestinal conditions 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK309  Assist customers seeking to relieve 
common allergic symptom reactions 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK310  Assist customers seeking analgesic 
and anti-inflammatory products 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK311  Assist customers seeking baby or 
infant care medicines and products 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

SIPCPPK312  Assist customers seeking sexual 
health medicines and products 

SIPCHCS201 Support the supply of 
Pharmacy Medicines and 
Pharmacist Only Medicines 

Quality 

SIPCQUA401  Coordinate a pharmacy quality 
system 

Nil 
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Imported Units of Competency in SIP12 Community Pharmacy Training Package 

 
Code Title Origin 

BSB07 Business Services Training Package  

BSBCUS401A Coordinate the implementation of 
customer service strategies 

BSB07 Business Services (Version 
5.0) 

BSBFIA302A Process payroll BSB07 Business Services (Version 
5.0) 

BSBMED301B Interpret and apply medical 
terminology appropriately 

BSB07 Business Services (Version 
5.0) 

BSBMGT403A Implement continuous improvement  BSB07 Business Services (Version 
5.0) 

BSBMGT405A Provide personal leadership BSB07 Business Services (Version 
5.0) 

BSBRES401A Analyse and present research 
information 

BSB07 Business Services (Version 
5.0) 

BSBSUS201A Participate in environmentally 
sustainable work practices 

BSB07 Business Services (Version 
5.0) 

BSBSUS301A  Implement and monitor 
environmentally sustainable work 
practices 

BSB07 Business Services (Version 
5.0) 

BSBWOR301A Organise personal work priorities 
and development 

BSB07 Business Services (Version 
5.0) 

HLT07 Health Training Package 

HLTCOM408C Use specific health terminology to 
communicate effectively 

HLT07 Health (Version 4.0) 

HLTCSD306C Respond to difficult or challenging 
behaviour 

HLT07 Health (Version 4.0) 

HLTIN301C Comply with infection control 
policies and procedures 

HLT07 Health (Version 4.0) 

HLTIN402C Maintain infection control standards 
in office practice settings 

HLT07 Health (Version 4.0) 

HLTHIR403C Work effectively with culturally 
diverse clients and co-workers 

HLT07 Health (Version 4.0) 

HLTHIR404D Work effectively with Aboriginal 
and/or Torres Strait Islander people  

HLT07 Health (Version 4.0) 

HLTSL408C Perform home based assessments 
for sleep studies 

HLT07 Health (Version 4.0) 

SIB10  Beauty Training Package 

SIBBFAS201A Demonstrate retail skin care 
products 

SIB10 Beauty (Version 1.2) 

SIBBSKS201A Pierce ears SIB10 Beauty (Version 1.2) 

SIBXFAS201A Design and apply make-up SIB10 Beauty (Version 1.2) 

SIR07 Retail Services Training Package 

SIRXCCS201 Apply point of sale handling 
procedures 

SIR07 Retail Services (Version 2.0) 

SIRXCCS202 Interact with customers SIR07 Retail Services (Version 2.0) 

SIRXCCS203 Promote loyalty programs SIR07 Retail Services (Version 2.0) 

SIRXCCS304 Coordinate interaction with 
customers 

SIR07 Retail Services (Version 2.0) 

SIRXCCS406 Provide customer service for high 
value and complex sale 

SIR07 Retail Services (Version 2.0) 

SIRXCCS408 Build retail relationships and sustain 
customer loyalty 

SIR07 Retail Services (Version 2.0) 
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Code Title Origin 

SIRXCLM101 Organise and maintain work areas SIR07 Retail Services (Version 2.0) 

SIRXCOM101 Communicate in the workplace to 
support team and customer 
outcomes 

SIR07 Retail Services (Version 2.0) 

SIRXFIN201 Balance and secure point of sale 
terminal 

SIR07 Retail Services (Version 2.0) 

SIRXFIN003A Produce financial results SIR07 Retail Services (Version 2.0) 

SIRXHRM001A Administer human resources policy SIR07 Retail Services (Version 2.0) 

SIRXHRM002A Recruit and select personnel SIR07 Retail Services (Version 2.0) 

SIRXICT001A Operate retail technology SIR07 Retail Services (Version 2.0) 

SIRXICT303 Operate retail information 
technology systems 

SIR07 Retail Services (Version 2.0) 

SIRXIND101 Work effectively in a customer 
service environment 

SIR07 Retail Services (Version 2.0) 

SIRXINV001A Perform stock control procedures SIR07 Retail Services (Version 2.0) 

SIRXINV002A Maintain and order stock SIR07 Retail Services (Version 2.0) 

SIRXINV003A Plan inventory levels SIR07 Retail Services (Version 2.0) 

SIRXINV005A Control inventory SIR07 Retail Services (Version 2.0) 

SIRXMER201 Merchandise products SIR07 Retail Services (Version 2.0) 

SIRXMER202 Plan, create and maintain displays SIR07 Retail Services (Version 2.0) 

SIRXMER405 Manage store presentation and 
pricing 

SIR07 Retail Services (Version 2.0) 

SIRXMGT001A Coordinate work teams SIR07 Retail Services (Version 2.0) 

SIRXMGT002A Maintain employee relations SIR07 Retail Services (Version 2.0) 

SIRXMGT003A Lead and manage people SIR07 Retail Services (Version 2.0) 

SIRXMPR002A Provide marketing and promotion 
program support 

SIR07 Retail Services (Version 2.0) 

SIRXRPK002A Recommend hair, beauty and 
cosmetic products and services 

SIR07 Retail Services (Version 2.0) 

SIRXRSK201 Minimise loss SIR07 Retail Services (Version 2.0) 

SIRXRSK002A Maintain store security SIR07 Retail Services (Version 2.0) 

SIRXSLS201 Sell products and services SIR07 Retail Services (Version 2.0) 

SIRXSLS303 Build relationships with customers SIR07 Retail Services (Version 2.0) 

SIRXSLS304 Coordinate sales performance SIR07 Retail Services (Version 2.0) 

SIRXWHS101 Apply safe work practices SIR07 Retail Services (Version 2.0) 

SIRXWHS302 Maintain store safety SIR07 Retail Services (Version 2.0) 

TAE10 Training and Education Training Package 

TAEASS301B Contribute to assessment TAE10 Training and Education 
(Version 2.0) 

TAEDEL301A Provide work skill instruction TAE10 Training and Education 
(Version 2.0) 

TAEDEL404A Mentor in the workplace TAE10 Training and Education 
(Version 2.0) 
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Mapping to Previous Training Package 
 

SIP12 Qualifications mapping table 
 

Code and Title Relates to Nature of Relationship 

SIP20112 Certificate II in 
Community Pharmacy 

SIR20107 Certificate II in 
Community Pharmacy  
 

SIP20112 replaces SIR20107 
as the intent of the qualification 
remains unchanged.  
The total number of units 
required to complete this 
qualification has decreased to 
18 units.  
The number of core units has 
decreased from 19 to 10.  
The number of elective units 
has increased from 3 to 8.  

SIP30112 Certificate III in 
Community Pharmacy 

SIR30107 Certificate III in 
Community Pharmacy  

SIP30112 replaces SIR30107 
as the intent of the qualification 
remains unchanged.  
The total number of units 
required to complete this 
qualification has decreased 
from 34 to 26.  
The number of core units has 
decreased from 21 to 17.  
The number of elective units 
has decreased from 13 to 9.  

SIP40112 Certificate IV in 
Community Pharmacy 

SIR40107 Certificate IV in 
Community Pharmacy  

SIP40112 replaces SIR40107 
as the intent of the qualification 
remains unchanged.  
The total number of units 
required to complete this 
qualification has decreased 
from 33 to 14.  
The number of core units has 
decreased from 22 to 4. 
The number of elective units 
has decreased from 11 to 10.  
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SIP12 Units of competency mapping table 
 
 

 
 

Code and Title 
  

Relates to Nature of Relationship 
E = equivalent 
N = not equivalent 

Community Pharmacy Management 

SIPCCPM501 Lead and 
develop pharmacy teams 

 N 
New unit 

SIPCCPM502 Manage 
pharmacy sales and service 
delivery 

 N  
New unit 

SIPCCPM503 Manage 
pharmacy premises and 
equipment  

 N  
New unit 

SIPCCPM504 Investigate 
new front of pharmacy 
products and services  

 N  
New unit 

Dispensary 

SIPCDIS301 Accept 
prescriptions and return 
dispensed medicines to 
customers 

SIRPDIS001A Accept 
prescriptions and deliver 
medicine 

E 
Updated and equivalent to 
SIRPDIS001A. 

SIPCDIS302 Deliver 
medicines to customers 
outside the pharmacy 

SIRPDIS002A Deliver 
medicines  to customers 
outside the pharmacy 

E 
Updated and equivalent to 
SIRPDIS002A. 

SIPCDIS303 Assist in 
dispensing prescriptions  

SIRPDIS003A Assist in 
dispensary operations 

E 
Updated and equivalent to 
SIRPDIS003A. 

SIPCDIS404 Assist in 
dispensary stock control 

SIRPDIS004A Assist in 
dispensary stock control 

E 
Updated and equivalent to 
SIRPDIS004A. 

SIPCDIS405 Assist in 
dispensary administration 

 N 
New unit 

SIPCDIS406 Assist in 
preparing dose administration 
aids 

SIRPDIS005A Assist in 
preparing dose administration 
containers 

E 
Updated and equivalent to 
SIRPDIS005A. 

SIPCDIS407 Assist in 
preparing extemporaneous 
prescriptions 

SIRPDIS006A Assist in 
preparing extemporaneous 
prescriptions 

E 
Updated and equivalent to 
SIRPDIS006A. 

SIPCDIS408 Coordinate 
service to patients in 
residential care settings 

 N 
New unit 

Health Care Support 

SIPCHCS201 Support the 
supply of Pharmacy 
Medicines and Pharmacist 
Only Medicines 

SIRPPKS001A Support the 
sale of pharmacy only and 
pharmacist-only medicines 

E 
New functional area. Unit 
descriptor expanded to define 
regulatory environment. 
Application statement 
expanded to define scope and 
boundaries of pharmacy 
assistant role. 
No change to the overall scope 
or outcomes of the unit. 
Equivalent to SIRPPKS001A. 
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Code and Title 
  

Relates to Nature of Relationship 
E = equivalent 
N = not equivalent 

SIPCHCS302 Assist in 
managing Pharmacy 
Medicines and Pharmacist 
Only Medicines 

SIRPPKS010A Assist in the 
management of pharmacy 
only and pharmacist-only 
medicines 

E 
New functional area. Unit 
descriptor expanded to define 
regulatory environment. 
Application statement 
expanded to define scope and 
boundaries of pharmacy 
assistant role. No change to 
the overall scope or outcomes 
of the unit. Equivalent to 
SIRPPKS010A. 

SIPCHCS303 Advise on 
asthma management  

SIRPPKS011A Provide 
information, products and 
services on asthma 

E 
New functional area. No 
change to the overall scope or 
outcomes of the unit. 
Equivalent to SIRPPKS011A.   

SIPCHCS304 Advise on 
smoking cessation 

SIRPPKS018A Provide 
information, products and 
services on smoking 
cessation 

E 
New functional area. No 
change to the overall scope or 
outcomes of the unit. 
Equivalent to SIRPPKS018A. 

SIPCHCS305 Advise on 
continence management 

 N 
New unit 
 

SIPCHCS306 Advise on 
complementary medicines 

SIRPPKS013A Provide 
information, products and 
services on complementary 
medicine 

E 
New functional area. Unit 
descriptor expanded to define 
regulatory environment. 
Application statement 
expanded to define scope and 
boundaries of pharmacy 
assistant role. Content 
strengthened to better define 
range of medicines. No change 
to the overall scope or 
outcomes of the unit. 
Equivalent to SIRPPKS013A. 

SIPCHCS407 Test blood 
pressure and advise on self-
monitoring 

SIRPPKS012A Provide 
information, products and 
services on blood pressure  

N 
New functional area. Unit 
scope and outcomes changed 
to include performing blood 
pressure testing. 

SIPCHCS408 Test blood 
glucose  and advise on 
equipment and services for 
diabetes management 

SIRPPKS014A Provide 
information, products and 
services on diabetes 

N 
New functional area. Unit 
scope and outcomes changed 
to include performing blood 
sugar testing. 
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Code and Title 
  

Relates to Nature of Relationship 
E = equivalent 
N = not equivalent 

SIPCHCS409 Advise on diet, 
nutrition and weight-
management products and 
services 

SIRPPKS015A Provide 
information, products and 
services on diet, nutrition and 
weight management  

E 
New functional area. No 
change to the overall scope or 
outcomes of the unit. 
Equivalent to SIRPPKS015A.  

SIPCHCS410 Advise on 
pregnancy and maternal 
health products and services 

SIRPPKS017A Provide 
information, products and 
services on pregnancy and 
maternal health 

E 
New functional area. No 
change to the overall scope or 
outcomes of the unit. 
Equivalent to SIRPPKS017A.  

SIPCHCS411 Advise on 
wound care products and 
self-care  

SIRPPKS020A Provide 
information, products and 
services on wound care 

E 
Updated and equivalent to 
SIRPPKS020A. 

SIPCHCS412 Provide 
Australian  Needle and 
Syringe Program services 

 N 
New unit 

SIPCHCS413 Supply and hire 
aids and equipment to 
support home health care  

SIRPPKS016A Provide 
information, products and 
services to support home 
health care  

E 
New functional area and unit 
title. No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS015A.  

SIPCHCS414 Support the 
management of obstructive 
sleep apnoea  

 N 
New unit  

SIPCHCS415 Coordinate 
pharmacy health promotions 
and home medicine reviews 

 N 
New unit 

Industry  

SIPCIND201 Operate in a 
community pharmacy 
framework 

 N 
New unit 

SIPCIND202 Plan a career in 
community pharmacy 

 N 
New unit 

Merchandising 

SIPCMER401 Market and 
promote a pharmacy products 
and services area 

SIRPMER001A Market and 
promote a pharmacy products 
and services area 

E 
New functional area. Updated 
and equivalent to 
SIRPMER001A. 

Pharmacy Product Knowledge 

SIPCPPK201 Assist 
customers seeking commonly 
requested vitamins, minerals 
and supplements 

 N 
New unit 
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Code and Title 
  

Relates to Nature of Relationship 
E = equivalent 
N = not equivalent 

SIPCPPK202 Assist 
customers seeking eye and 
ear products 

SIRPPKS006A Identify, 
locate and sell eye, ear and 
oral care products 

N 
New unit. Technical 
modification of all areas of the 
unit. Change to scope and 
outcomes of unit which no 
longer includes oral care. 
Covers intent and outcomes of 
eye and ear care that was 
previously included in 
SIRPPKS006A. 

SIPCPPK203 Assist 
customers seeking first aid 
and wound care products 

SIRPPKS008A Identify, 
locate and sell first aid and 
wound care products 

E   
New unit title. Technical 
modification of all areas of the 
unit. No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS008A. 

SIPCPPK204 Assist 
customers seeking oral care 
products  

SIRPPKS006A Identify, 
locate and sell eye, ear and 
oral care products 

N 
New unit. Covers content on 
oral care that was previously 
included in SIRPPKS006A. 

SIPCPPK205 Assist 
customers seeking to relieve 
cough and cold symptoms 

SIRPPKS005A Identify, 
locate and sell cough and 
cold products 

E 
New unit title. Technical 
modification of all areas of the 
unit. No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS005A. 

SIPCPPK206 Assist 
customers seeking to relieve 
skin and fungal conditions 

SIRPPKS009A Identify, 
locate and sell products for 
skin and fungal conditions 

E 
New unit title. Technical 
modification of all areas of the 
unit. No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS009A. 

SIPCPPK207 Supply medical 
devices 

 N 
New unit 

SIPCPPK308 Assist 
customers seeking relief from 
gastro-intestinal conditions 

SIRPPKS007A Identify, 
locate and sell products for 
gastro-intestinal conditions 

E 
New unit title. Technical 
modification of all areas of the 
unit. No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS007A. 

SIPCPPK309 Assist 
customers seeking to relieve 
common allergic symptom 
reactions 

SIRRPKS001A Identify, 
locate and sell products 
related to allergies 

 E 
New unit title. Technical 
modification of all areas of the 
unit.  No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS001A. 
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Code and Title 
  

Relates to Nature of Relationship 
E = equivalent 
N = not equivalent 

SIPCPPK310 Assist 
customers seeking analgesic 
and anti-inflammatory 
products 

SIRPPKS003A Identify, 
locate and sell analgesic and 
anti-inflammatory products 

E  
New unit title. Technical 
modification of all areas of the 
unit. No change to the overall 
scope or outcomes of the unit. 
Equivalent to SIRPPKS003A. 

SIPCPPK311 Assist 
customers seeking baby or 
infant care medicines and 
products 

SIRPPKS004A Identify, 
locate and sell baby and 
infant products 
 

E 
Technical modification of all 
areas of the unit.  No change to 
the overall scope or outcomes 
of the unit. Equivalent to 
SIRPPKS004A. 

SIPCPPK312 Assist 
customers seeking sexual 
health medicines and 
products 

SIRPPKS019A Provide 
information, products and 
services on womenôs and 
menôs health 

E 
Confined to sexual health and 
equivalent to related outcomes 
in SIRPPKS019A.  

Quality 

SIPCQUA401 Coordinate a 
pharmacy quality system 

 N 
New unit 
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Overview 
 

 
 

 
 

 
 

Review of SIR07 Retail Services ï Community Pharmacy 
 
The SIP12 Community Pharmacy Training Package represents the review, redevelopment and 
re-establishment of an independent Community Pharmacy Training Package. The review of the 
community pharmacy content within the SIR07 Retail Services Training Package formed the 
basis for the SIP12 Community Pharmacy Training Package.  
SIP12 was funded by the Department of Education, Employment and Workplace Relations 
(DEEWR) and managed by the Service Industries Skills Council. The review was directed by a 
Management Committee of the Wholesale, Retail and Personal Services Industry Advisory 
Committee and involved input from a diverse range of community pharmacy industry 
stakeholders including employers, employer bodies, employees, unions, public and private 
RTOs and state training authorities. 
The review commenced in March 2010 and a discussion paper was released. The 
óRecommended Actions Report ï Community Pharmacyô was developed based on the feedback 
received from industry and other stakeholders. The report, published in June 2011, formed the 
basis for further consultation with stakeholders and the development of the Training Package. 
Validation involved dissemination of all content of the reviewed Training Package to ensure the 
enhanced product meets the needs of users and provides industry with quality training and 
assessment outcomes. 
Changes within industry since 2007 and within the policy framework for the development of 
Training Packages have resulted in the following key changes: 

 Employability and sustainability skills are explicitly embedded in units of competency as the 
result of major industry and DEEWR initiatives. 

 Units of competency are presented using the latest DEEWR template designed to ensure 
consistency across all Training Packages: 

Ǝ The óApplicationô statement at unit level provides clear information about how the unit 
can apply to different contexts, industry sectors and environments; and who performs 
the function described by the unit, and at what level of workplace responsibility. The 
nomination of typical job titles clarifies the unitôs applicability to different job roles. 
Information on the intent of the unit and how it can apply to the development of different 
types of products provides clarity on the complexity of the skills described within the unit. 

Ǝ The óCritical Aspectsô statement in the unit evidence guide provides focused information 
on the essential evidence to be collected by the assessor to ensure that the candidate 
demonstrates competency. This statement synthesises all of the unit content into a 
summarised statement that describes the absolute essence of a rigorous assessment. It 
describes the essential knowledge and skill to be demonstrated and a requirement for 
multiple assessments over a period of time and coverage of diverse products and range 
of complexities, so that evidence of consistency and adaptability is collected. 

Ǝ The óContext of and Specific Resources for Assessmentô statement prescribes specific 
assessment environments and the mandatory equipment, resources, workplace 
documentation (for example, product information) and customer traffic required for these 
environments. 

Ǝ The óMethods of Assessmentô statement provides guidance on a range of practical 
assessment methods that can be used to gather evidence, and recommends where 
related units can be grouped together for integrated (holistic) assessment. 

 Units of competency have been updated and enhanced to: 

Ǝ ensure that new technology and industry trends are fully covered 

Ǝ provide clearer advice on the breadth and depth of knowledge, and the literacy, 
numeracy and communication skills required 

Ǝ reflect industryôs requests to outline stringent assessment requirements more clearly and 
explicitly in the evidence guide component. In all cases, the evidence guide statements 
that direct the assessor are tailored to each specific unit and provide practical 
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information set in the context of each unit. 

 All units of competency have been reviewed to remove any duplication. Competency fields 
and unit titles have been reviewed and updated to better reflect the nature of the skills and 
knowledge.  

 New and strengthen units of competency have been developed in the areas of: 

Ǝ community pharmacy management  

Ǝ dispensary administration 

Ǝ coordinating service to patients in residential care settings 

Ǝ continence management 

Ǝ testing and advising on blood pressure  

Ǝ testing blood glucose and advising on equipment and services for diabetes management 

Ǝ providing support for the Australian Needle and Syringe Program services 

Ǝ supporting the management of obstructive sleep apnoea 

Ǝ coordinating pharmacy health education promotions and home medicine reviews 

Ǝ operating within the community pharmacy industry 

Ǝ planning a career in the community pharmacy industry  

Ǝ pharmacy product knowledge areas: 
- vitamins, minerals and supplements 
- eye and ear  
- oral care 

Ǝ supplying medical devices 

Ǝ coordinating a pharmacy quality system.  

 Qualifications have been improved to ensure they are flexible to meet the diverse needs of 
multiple community pharmacy industry environments. This flexibility also meets industryôs 
need for multi-skilled workers within the many small businesses that make up the 
community pharmacy industry. Key actions taken to improve and broaden the application of 
community pharmacy qualifications include: 

Ǝ a clear progression from fundamental skills packaged at Certificate II level to more 
broader skills required for the Certificate III level, while maintaining both qualification 
levels as entry points 

Ǝ clear specialisations for candidates of the Certificate IV qualification, to provide those 
with experience with the opportunity for further skills development. 

 Each qualification is introduced by a statement that clearly outlines its applicability to 
common job functions within the community pharmacy industry and to different industry 
business types and environments. 

 An Employability Skills Summary is provided for each qualification to provide holistic 
guidance to trainers and assessors and to assist employers to understand the generic skills 
delivered by the qualification. 

Details of specific changes and a mapping between the previous Training Package and this 
version are outlined in the preliminary pages in this volume of the Training Package. 
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Components of the SIP12 Community Pharmacy Training Package 
 
The SIP12 Community Pharmacy Training Package consists of three major components 
endorsed by the National Skills Standards Council (NSSC). The three components have been 
design to establish the criteria and guidelines against which community pharmacy qualifications 
will be awarded. All components have been developed through a consultative process with 
industry in conjunction with other critical stakeholders.  

 
Qualifications  
The Qualifications Framework sets out the requirements for attainment of qualifications in the 
community pharmacy industry. There are three qualifications ranging from Certificate II to 
Certificate IV.  
Details of the transition from qualifications in SIR07 to SIP12 may be found in the preliminary 
pages in this volume of the SIP12 Community Pharmacy Training Package. 

 
Assessment Guidelines 
The Assessment Guidelines provide the framework for assessment of units of competency in 
SIP12 Community Pharmacy Training Package. They are designed to ensure that assessment 
activities are consistent with the Standards for NVR Registered Training Organisations and 
AQTF; and that assessment processes are valid, reliable, flexible and fair. 

 
Competency Standards 
The competency standards represent the skills and knowledge applied at work and identified by 
the industry as appropriate across the full range of community pharmacy workplaces.  
The SIP12 Community Pharmacy Training Package comprises of 90 units of competency:  

 43 community pharmacy units of competency, organized into the following competency 
fields:  

Ǝ CPM ï Community Pharmacy Management 

Ǝ DIS ï Dispensary  

Ǝ HCS ï Health Care Support 

Ǝ IND ï Industry  

Ǝ MER ï Merchandising 

Ǝ PPK ï Pharmacy Product Knowledge 

Ǝ QUA ï Quality  

 56 units of competency imported from the following Training Packages:  

Ǝ BBS07 Business Services (version 5.0) 

Ǝ HLT07 Health (version 4.0) 

Ǝ SIB10 Beauty (version 1.2) 

Ǝ SIR07 Retail Services (version 2.0) 

Ǝ TAE10 Training and Education (version 2.0). 
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Industry Requirements for Employability Skills 
 
This Training Package seeks to ensure that industry-endorsed employability skills are explicitly 
embedded in units of competency. The application of each skill and the level of detail included 
in each part of the unit will vary according to industry requirements and the nature of the unit of 
competency. 
Employability skills must be both explicit and embedded within units of competency. This means 
that employability skills will be: 

 embedded in units of competency as part of the other performance requirements that make 
up the competency as a whole 

 explicitly described within units of competency to enable Training Packages users to identify 
accurately the performance requirements of each unit with regards to employability skills. 

This Training Package also seeks to ensure that employability skills are well-defined and written 
into units of competency so that they are apparent, clear and can be delivered and assessed as 
an essential component of unit work outcomes. 
The following table contains examples of embedded employability skills for each component of 
a unit of competency. Please note that in the examples below the bracketed skills are provided 
only for clarification and will not be present in units of competency within this Training Package. 
 
 
 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

Examples from this Training Package of Employability Skills embedded within 
unit components 

Unit component Example of embedded Employability Skill 

Unit Title Give formal presentations and take part in meetings. 
(communication) 

Unit Descriptor This unit covers the skills and knowledge required to 
promote the use and implementation of innovative work 
practices to effect change. (initiative and enterprise) 

Element Proactively resolve issues. (problem solving) 

Performance Criteria Information is organised in a format suitable for analysis 
and dissemination in accordance with organisational 
requirements. (planning and organising) 

Range Statement Software applications may include email, internet, word 
processing, spreadsheet, database or accounting 
packages. (technology) 

Required Skills and 
Knowledge 

Modify activities depending on differing workplace contexts, 
risk situations and environments. (learning) 
Work collaboratively with others during a fire emergency. 
(teamwork) 
Instructions, procedures and other information relevant the 
maintenance of vessel and port security. (communication) 

Evidence Guide Evidence of having worked constructively with a wide range 
of community groups and stakeholders to solve problems 
and adapt or design new solutions to meet identified needs 
in crime prevention. In particular, evidence must be 
obtained on the ability to: 

 assess response options to identified crime-prevention 
needs and determine the optimal action to be 
implemented 

 in consultation with relevant others, design an initiative 
to address identified issues. (initiative and enterprise) 
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List of AQF Qualifications 
 

 
 

 

 

Qualification 
Code 

Title 

SIP20112 Certificate II in Community Pharmacy 

SIP30112 Certificate III in Community Pharmacy  

SIP40112 Certificate IV in Community Pharmacy  
 

 

 

 
 
 
 
Whole of Industry Qualification Information 
 
An RTO will award a qualification when the required number of competencies, as determined by 
the packaging rules for the specific qualification, has been demonstrated. If a learner does not 
complete all of the competencies required for a qualification he/she will receive a Statement of 
Attainment for the unit/s of competency completed. 
Units of competency within each qualification have been categorised as either core or elective. 
The core units are essential to the qualification. Candidates must also choose the specified 
number of elective units required for each qualification. 
 

Qualification code 
and title 

Number of core 
units required 

Number of elective 
units required 

Total number of 
units required 

SIP20112 Certificate 
II in Community 
Pharmacy 

10 8 18 

SIP30112 Certificate 
III in Community 
Pharmacy 

17 9 26 

SIP40112 Certificate 
IV in Community 
Pharmacy  

4 10 14 
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Qualifications Pathways 
 
  

SIP20112 Certificate II in Community 
Pharmacy 

This qualification reflects the role of individuals who 
apply retail operational tasks and provide initial 

customer service in a community pharmacy 
environment. These individuals provide preliminary 

advice to customers, and function under supervision, as 
part of a pharmacy team, recognising the limitations of 
their job role and referring customers to more senior 

pharmacy assistants or a pharmacist where appropriate. 

SIP30112 Certificate III in Community 
Pharmacy 

This qualification reflects the role of individuals who 
apply pharmacy product and service knowledge along 
with retail skills to provide service to customers in a 

community pharmacy environment. Work is undertaken 
with some autonomy but under the supervision of a 

pharmacist. The structure of this qualification 
recognises the diversity of business models that 

characterise the community pharmacy industry. It 
supports multi-skilling and participation in work teams. 
as appropriate to the size and structure of the business. 

SIP40112 Certificate IV in Community 
Pharmacy 

This qualification reflects the role of individuals who 
apply knowledge and skills to provide leadership in the 

pharmacy team, working relatively autonomously under 
the broad supervision of the pharmacist. They may also 
coordinate and supervise others in the workplace. The 

role involves the use of a broad knowledge base 
incorporating some theoretical concepts and requires 

the identification, analysis and evaluation of 
information from a variety of sources. 

 
The flexible structure of the 
qualification recognises the diversity 
of business models that characterise 
the community pharmacy industry. It 
supports multi-skilling and leading or 
participating in work teams as 
appropriate to the size and structure 
of the business. 
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SIP20112 Certificate II in Community Pharmacy  
Qualification Notes 

Modification 
history  

SIP20112 replaces SIR20107 Certificate II in Community Pharmacy as 
the intent of the qualification remains unchanged.  
The total number of units required to complete this qualification has 
decreased to 18 units.  
The number of core units has decreased from 19 to 10.  
The number of elective units has increased from 3 to 8. 

Descriptor 
This qualification reflects the role of individuals who apply retail operational tasks and provide 
initial customer service in a community pharmacy environment. These individuals provide 
preliminary advice to customers, and function under supervision, as part of a pharmacy team, 
recognising the limitations of their job role and referring customers to more senior pharmacy 
assistants or a pharmacist where appropriate. 
 
Work could be undertaken in a variety of community pharmacy settings.  
 
This qualification is suitable for an Australian Apprenticeship pathway. The Certificate II in 
Community Pharmacy is suitable for VET in Schools delivery. 
 
Job roles 
Individuals with this qualification are able to perform roles, such as: 

 responding to and advising customers on general retail products 

 accepting prescriptions 

 applying product knowledge to recommend and supply a defined range of pharmacy 
products and services to customers 

 referring customers to more senior pharmacy assistants or a pharmacist 

 operating within the legislative framework, regulation and protocols that apply to community 
pharmacy  

 operating a point of sale area 

 maintaining stock levels and displays 

 organising and maintaining work areas  
 
Licensing and regulatory  
All relevant federal, state or territory legislation, Pharmacy Board of Australia Guidelines, and 
established practice and quality assurance standards are to be met. 
 
Qualifications Pathways  
 
Pathways into the qualification 
People may enter this qualification with limited or no vocational experience and without a lower 
level qualification. 
 
Pathways from the qualification 
After achieving this qualification, people may progress to a Certificate III in Community 
Pharmacy or to Certificate III qualifications other service industry fields.  
 
Entry requirements 
There are no entry requirements for this qualification.  
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Packaging Rules 

To achieve a Certificate II in Community Pharmacy ,18 units must be completed: 

 10 core units 

 8 elective units: 

Ǝ 4 units must be selected from Group A ï Pharmacy Product Knowledge 

Ǝ the remaining 4 units may be selected from: 
- Group B ï General Elective Units, or 
- SIP12 Community Pharmacy or another endorsed Training Package or accredited 

course, provided the units are first packaged at AQF level 2 or 3 in the parent 
Training Package.  

 
In all cases, selection of electives must be guided by the job outcome, local industry 
requirements and the characteristics of this qualification (as per the AQF descriptors). 

Core Units 

HLTIN301C Comply with infection control policies and procedures 

SIPCIND201 Operate in a community pharmacy framework 

SIPCHCS201 Support the supply of Pharmacy Medicines and Pharmacist Only 
Medicines 

SIRXCCS201 Apply point of sale handling procedures 

SIRXCLM101 Organise and maintain work areas 

SIRXCOM101 Communicate in the workplace to support team and customer outcomes 

SIRXIND101 Work effectively in a customer service environment 

SIRXMER201 Merchandise products 

SIRXRSK201 Minimise loss  

SIRXWHS101 Apply safe work practices 

Elective Group A ï Pharmacy Product Knowledge  

SIPCPPK201 Assist customers seeking commonly requested vitamins, minerals and 
supplements 

SIPCPPK202 Assist customers seeking eye and ear products 

SIPCPPK203 Assist customers seeking first aid and wound care products 

SIPCPPK204 Assist customers seeking oral care products  

SIPCPPK205 Assist customers seeking to relieve cough and cold symptoms 

SIPCPPK206 Assist customers seeking to relieve skin and fungal conditions 

SIPCPPK207 Supply medical devices 

SIRXRPK002A Recommend hair, beauty and cosmetic products and services  

Elective Group B ï General Elective Units 

Client and Customer Service 

SIRXCCS202 Interact with customers 

Computer Operations and ICT Management 

SIRXICT001A Operate retail technology 

Finance 



30 
 

SIRXFIN201 Balance and secure point of sale terminal 

Inventory 

SIRXINV001A Perform stock control procedures 

Pharmacy Product Knowledge 

SIPCPPK201 Assist customers seeking commonly requested vitamins, minerals and 
supplements 

SIPCPPK202 Assist customers seeking eye and ear products 

SIPCPPK203 Assist customers seeking first aid and wound care products 

SIPCPPK204 Assist customers seeking oral care products  

SIPCPPK205 Assist customers seeking to relieve cough and cold symptoms 

SIPCPPK206 Assist customers seeking to relieve skin and fungal conditions 

SIPCPPK207 Supply medical devices 

SIRXRPK002A Recommend hair, beauty and cosmetic products and services  

Retail Make-Up and Skin Care 

SIBBFAS201A Demonstrate retail skin care products 

SIBXFAS201A Design and apply make-up 

Sales 

SIRXSLS201 Sell products and services 

Skin Services 

SIBBSKS201A Pierce ears 

Sustainability  

BSBSUS201A Participate in environmentally sustainable work practices 

Industry 

SIPCIND202 Plan a career in community pharmacy 
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EMPLOYABILITY SKILLS QUALIFICATION SUMMARY 

Employability Skill Industry/enterprise requirements for this qualification 
include: 

Communication Use questioning and active listening skills to establish customer 
requirements, answer questions and provide information on the 
location of pharmacy product or service areas. Refer requests for 
product advice to a more senior team member or a pharmacist.   
Regularly carry out verbal instructions from other team members 
and supervisors. Interpret simple workplace documents, complete 
simple written workplace forms and share work related information 
with other team members. 

Teamwork Work collaboratively with other team members, supporting the 
team, respecting and understanding othersô views and giving and 
receiving feedback in the context of a pharmacy customer service 
environment where employees are expected to perform their 
individual tasks but also look for opportunities to assist others. 

Problem-solving Demonstrate sensitivity to customer needs and concerns 
anticipating problems and acting to avoid them where possible. 
Solve problems in the context of a team structure where after 
clarification, recognition of risk may be referred to another team 
member or a supervisor for resolution depending upon store policy 
and procedures.   

Initiative and enterprise Look for opportunities to do things better and suggest ideas to 
supervisors and other team members and supervisors in the 
context of the job role. Positively accept and adapt to changes in 
procedures or arrangements in the pharmacy. Take positive action 
to report hazards or risks to supervisors.  

Planning and organising Plan and carry out simple front of pharmacy tasks to timelines and 
priorities that are set by a supervisor. 

Self-management Understand and follow pharmacy regarding work availability, 
rosters and work duties. Work within the pharmacy culture by 
practising inclusive behaviour, effective management of personal 
presentation, hygiene, and time; and the ability to efficiently 
prioritise and complete delegated tasks under instruction.  

Learning Identify personal strengths and weaknesses in the context of the 
job role and to recognise how to personally learn best at work. 
Accept opportunities to learn new ways of doing things and 
implement changes under instruction within the context of store 
procedures.  

Technology Use of computer based point of sale systems in the context of 
available equipment and pharmacy procedures. Recognise and 
report faulty equipment and follow pharmacy occupational health 
and safety procedures.  
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SIP30112 Certificate III in Community Pharmacy 

Qualification Notes 
Modification 
history 

SIP30112 replaces SIR30107 Certificate III in Community Pharmacy as 
the intent of the qualification remains unchanged.  
The total number of units required to complete this qualification has 
decreased from 34 to 26.  
The number of core units has decreased from 21 to 17.  
The number of elective units has decreased from 13 to 9. 

Descriptor 
This qualification reflects the role of individuals who apply pharmacy product and service 
knowledge along with retail skills to provide service to customers in a community pharmacy 
environment. Work is undertaken with some autonomy but under the supervision of a 
pharmacist.  
 
The structure of this qualification recognises the diversity of business models that characterise 
the community pharmacy industry. It supports multi-skilling and participation in work teams as 
appropriate to the size and structure of the business. 
 
This qualification is suitable for an Australian Apprenticeship pathway and is not recommended 
for VET in Schools delivery. 
 
Job roles 
Individuals with this qualification are able to perform pharmacy assistant roles, such as: 

 communicating with customers to identify needs  

 accepting and delivering prescriptions to and from customers 

 applying specialised product knowledge to recommend and supply pharmacy products and 
services to customers  

 operating within the legislative framework, regulation and protocols that apply to community 
pharmacy  

 recognising and acting on situations or requests that require referral to a pharmacist  

 assisting in the dispensary 

 creating and maintaining displays  

 merchandising products and performing stock control.  
 
Licensing and regulatory  
All relevant federal, state or territory legislation, Pharmacy Board of Australia Guidelines, and 
established practice and quality assurance standards are to be met. 
 
Qualifications Pathways  
 
Pathways into the qualification 
People may enter this qualification with limited or no vocational experience and without a lower 
level qualification, or they may have previously completely a Certificate II qualification. 
 
Pathways from the qualification 
After achieving this qualification, people may progress to a Certificate IV in Community 
Pharmacy or to Certificate IV qualifications other service industry fields. 
 
Entry requirements 
There are no entry requirements for this qualification. 
 



33 
 

SIP30112 Certificate III in Community Pharmacy 

Packaging Rules 
 
To achieve a Certificate III in Community Pharmacy 26 units must be completed: 

 17 core units 

 9 elective units: 

Ǝ 5 units must be selected from Group A ï Pharmacy Support 

Ǝ the remaining 4 units may be selected from: 
- Group B ï General Elective Units, or 
- SIP12 Community Pharmacy or another endorsed Training Package or accredited 

course, provided the units are first packaged at AQF level 2, 3 or 4 in the parent 
Training Package.  

 
In all cases selection of electives must be guided by the job outcome, local industry 
requirements and the characteristics of this qualification (as per the AQF descriptors). 
 

Core units 

HLTIN301C Comply with infection control policies and procedures 

HLTCSD306C Respond effectively to difficult or challenging behaviour 

SIPCDIS301 Accept prescriptions and return dispensed medicines to customers 

SIPCHCS201 Support the supply of Pharmacy Medicines and Pharmacist Only 
Medicines 

SIPCPPK205 Assist customers seeking to relieve cough and cold symptoms 

SIPCPPK206 Assist customers seeking to relieve skin and fungal conditions 

SIPCPPK308 Assist customers seeking relief from gastro-intestinal conditions 

SIPCPPK309 Assist customers seeking to relieve common allergic symptom reactions 

SIPCPPK310 Assist customers seeking analgesic and anti-inflammatory products  

SIRXCCS201 Apply point of sale handling procedures 

SIRXCCS202 Interact with customers 

SIRXCLM101 Organise and maintain work areas 

SIRXCOM101 Communicate in the workplace to support team and customer outcomes 

SIRXIND101 Work effectively in a customer service environment 

SIRXINV001A Perform stock control procedures 

SIRXRSK201 Minimise loss 

SIRXWHS101 Apply safe work practices 

Elective Group A ï Pharmacy Support 

SIPCHCS302 Assist in managing Pharmacy Medicines and Pharmacist Only Medicines 

SIPCHCS303 Advise on asthma management 

SIPCHCS304 Advise on smoking cessation 

SIPCHCS305 Advise on continence management 

SIPCHCS306 Advise on complementary medicines 
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SIP30112 Certificate III in Community Pharmacy 
SIPCPPK201 Assist customers seeking commonly requested vitamins, minerals and 

supplements  

SIPCPPK202 Assist customers seeking eye and ear products 

SIPCPPK203 Assist customers seeking first aid and wound care products 

SIPCPPK204 Assist customers seeking oral care products  

SIPCPPK311 Assist customers seeking baby or infant care medicines and products 

SIPCPPK312 Assist customers seeking sexual health medicines and products 

SIRXRPK002A Recommend hair, beauty and cosmetic products and services 

Elective Group B ï General Elective Units 

Client and Customer Service 

SIRXCCS203 Promote loyalty programs  

Computer Operations and ICT Management 

SIRXICT303 Operate retail information technology systems 

Dispensary 

SIPCDIS302 Deliver medicines to customers outside the pharmacy 

SIPCDIS303 Assist in dispensing prescriptions  

Finance 

SIRXFIN201 Balance and secure point of sale terminal 

Health Care Support 

SIPCHCS302 Assist in managing Pharmacy Medicines and Pharmacist Only Medicines 

SIPCHCS303 Advise on asthma management 

SIPCHCS304 Advise on smoking cessation 

SIPCHCS305 Advise on continence management 

SIPCHCS306 Advise on complementary medicines 

Inventory 

SIRXINV002A Maintain and order stock  

Medical Services Administration 

BSBMED301B Interpret and apply medical terminology appropriately 

Management 

SIRXMGT001A Coordinate work teams  

SIRXMGT002A Maintain employee relations 

Marketing and Promotion 

SIRXMPR002A Provide marketing and promotion program support 

Merchandising 

SIRXMER201 Merchandise products 

SIRXMER202 Plan, create and maintain displays 
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SIP30112 Certificate III in Community Pharmacy 

Pharmacy Product Knowledge 

SIPCPPK201 Assist customers seeking commonly requested vitamins, minerals and 
supplements  

SIPCPPK202 Assist customers seeking eye and ear products 

SIPCPPK203 Assist customers seeking first aid and wound care products 

SIPCPPK204 Assist customers seeking oral care products  

SIPCPPK311 Assist customers seeking baby or infant care medicines and products 

SIPCPPK312 Assist customers seeking sexual health related medicines and products 

SIRXRPK002A Recommend hair, beauty and cosmetic products and services 

Skin Services  

SIBBSKS201A Pierce ears 

Sales 

SIRXSLS201 Sell products and services 

Sustainability 

BSBSUS201A Participate in environmentally sustainable work practices 

Training and Education 

TAEASS301B Contribute to assessment 

TAEDEL301A Provide work skill instruction 

Workplace Effectiveness 

BSBWOR301A Organise personal work priorities and development 
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SIP40112 Certificate IV in Community Pharmacy 

Qualification Notes 
Modification 
history 

SIP40112 replaces SIR40107 as the intent of the qualification remains 
unchanged.  
The total number of units required to complete this qualification has 
decreased from 33 to 14.  
The number of core units has decreased from 22 to 4. 
The number of elective units has decreased from 11 to 10. 

 
Descriptor 
This qualification reflects the role of individuals who apply knowledge and skills to provide 
leadership in the pharmacy team; working relatively autonomously under the broad supervision 
of the pharmacist. They may also coordinate and supervise others in the workplace. The role 
involves the use of a broad knowledge base incorporating some theoretical concepts and 
requires the identification, analysis and evaluation of information from a variety of sources. 
 
The flexible structure of the qualification recognises the diversity of business models that 
characterise the community pharmacy industry. It supports multi-skilling and leading or 
participating in work teams as appropriate to the size and structure of the business. 
 
This qualification is suitable for an Australian Apprenticeship pathway. 
 
Job roles 
Individuals with this qualification are able to perform roles, such as: 

 maintaining store safety and security 

 coordinating sales and customer service 

 leading a team  

 supervising front of pharmacy staff 

 coordinating merchandise and pharmacy presentation 

 coordinating pharmacy health promotions 

 providing specialised pharmacy product advice  

 providing health care support services  

 assisting a pharmacist in dispensary operations and administration 

 coordinating stock control requirements for the pharmacy 

 coordinating the administration of the pharmacy quality program.   
 
Licensing and regulatory  
All relevant federal, state or territory legislation, Pharmacy Board of Australia Guidelines, and 
established practice and quality assurance standards are to be met. 
 
Qualifications Pathways  
 
Preferred Pathway 
The preferred pathway for candidates entering this qualifications is the: 

 SIP30112 Certificate III in Community Pharmacy. 
 
Entry Requirements  
In the absence of this qualification, the following entry requirements apply.  
 
The candidate must demonstrate employment experience in a community pharmacy setting, 
demonstrating the following skills: 

 communicating with customers to identify needs  

 accepting and delivering prescriptions to and from customers 

 applying current specialised product knowledge to recommend and supply pharmacy 
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SIP40112 Certificate IV in Community Pharmacy 
products and services to customers  

 operating within the legislative framework, regulation and protocols that apply to community 
pharmacy  

 recognising and acting on situations or requests that require referral to a pharmacist  

 creating and maintaining displays  

 merchandising products and performing stock control.  

Packaging Rules 

To achieve a Certificate IV in Community Pharmacy, 14 units must be completed: 

 4 core units 

 10 elective units: 

Ǝ all 4 units from one of the following elective groups: 
- Group A ï Front of Pharmacy Supervision  
- Group B ï Health Care Support and Promotion 
- Group C ï Community Pharmacy Dispensary 
- Group D ï Stock Control. 

Ǝ the remaining 6 units:  
- 3 must be selected from Group E - General Elective Units 
- a maximum of 3 units may be selected from SIP12 Community Pharmacy or another 

endorsed Training Package or accredited course, provided the units are first 
packaged at AQF level 4 or 5 in the parent Training Package.  

 
In all cases selection of electives must be guided by the job outcome, local industry 
requirements and the characteristics of this qualification (as per the AQF descriptors). 
 

Core units 

HLTCSD306C Respond effectively to difficult or challenging behaviour 

SIPCHCS302 Assist in managing Pharmacy Medicines and Pharmacist Only Medicines 

SIRXWHS302  Maintain store safety  

SIRXMGT003A Lead and manage people  

Elective Group A ï Front of Pharmacy Supervision 

SIPCMER401 Market and promote a pharmacy products and services area 

SIRXCCS304 Coordinate interaction with customers 

SIRXMGT001A Coordinate work teams  

SIRXSLS304 Coordinate sales performance 

Elective Group B ï Health Care Support 

SIPCHCS407 Test blood pressure and advise on self-monitoring 

SIPCHCS408 Test blood glucose and advise on equipment and services for diabetes 
management 

SIPCHCS409 Advise on diet, nutrition and weight-management products and services 

SIPCHCS415 Coordinate pharmacy health promotions and home medicine reviews 

Elective Group C ï Community Pharmacy Dispensary 
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SIP40112 Certificate IV in Community Pharmacy 

SIPCDIS303 Assist in dispensing prescriptions 

SIPCDIS404 Assist in dispensary stock control 

SIPCDIS405 Assist in dispensary administration 

SIPCDIS406 Assist in preparing dose administration aids 

Elective Group D ï Stock Control 
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SIP40112 Certificate IV in Community Pharmacy 

SIRXINV001A Perform stock control procedures 

SIRXINV002A Maintain and order stock 

SIRXINV003A Plan inventory levels 

SIRXINV005A Control inventory 

Elective Group E ï General Elective Units 

Client and Customer Service 

BSBCUS401A Coordinate implementation of customer service strategies 

SIRXCCS304 Coordinate interaction with customers 

SIRXCCS406 Provide customer service for high value and complex sales 

SIRXCCS408 Build retail relationships and sustain customer loyalty 

Communication and Teamwork 

HLTCOM408C Use specific health terminology to communicate effectively 

BSBRES401A Analyse and present research information 

Dispensary 

SIPCDIS303 Assist in dispensing prescriptions  

SIPCDIS404 Assist in dispensary stock control 

SIPCDIS405 Assist in dispensary administration 

SIPCDIS406 Assist in preparing dose administration aids 

SIPCDIS407 Assist in preparing extemporaneous prescriptions 

SIPCDIS408 Coordinate service to patients in residential care settings 

Finance 

BSBFIA302A Process payroll 

SIRXFIN003A Produce financial results 

Health Care Support 

HLTHIR403C Work effectively with culturally diverse clients and co-workers 

HLTHIR404D Work effectively with Aboriginal and/or Torres Strait Islander people  

HLTIN402C Maintain infection control standards in office practice settings 

HLTSL408C Perform home based assessments for sleep studies 

SIPCHCS201 Support the supply of Pharmacy Medicines and Pharmacist Only Medicines 

SIPCHCS303 Advise on asthma management 

SIPCHCS304 Advise on smoking cessation 

SIPCHCS305 Advise on continence management 

SIPCHCS306 Advise on complementary medicines 

SIPCHCS407 Test blood pressure and advise on self-monitoring 

SIPCHCS408 Test blood glucose and advise on equipment and services for diabetes 
management 
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SIP40112 Certificate IV in Community Pharmacy 

SIPCHCS409 Advise on diet, nutrition and weight-management products and services 

SIPCHCS410 Advise on pregnancy and maternal health products and services 

SIPCHCS411 Advise on wound care products and self-care 

SIPCHCS412 Provide Australian Needle and Syringe Program services 

SIPCHCS413 Supply and hire aids and equipment to support home health care 

SIPCHCS414 Support the management of obstructive sleep apnoea 

SIPCHCS415 Coordinate pharmacy health promotions and home medicine reviews 

Human Resources 

SIRXHRM001A Administer human resources policy 

SIRXHRM002A Recruit and select personnel 

Infection Control 

HLTIN301C Comply with infection control policies and procedures 

Inventory 

SIRXINV001A Perform stock control procedures 

SIRXINV002A Maintain and order stock 

SIRXINV003A Plan inventory levels 

SIRXINV005A Control inventory 

Merchandising 

SIPCMER401 Market and promote a pharmacy products and services area  

SIRXMER405 Manage store presentation and pricing  

Management and Leadership 

BSBMGT403A Implement continuous improvement 

BSBMGT405A Provide personal leadership 

SIRXMGT002A Maintain employee relations 

Quality and Innovation 

SIPCQUA401 Coordinate a pharmacy quality system 

Risk Management and Security  

SIRXRSK002A Maintain store security 

Sales 

SIRXSLS303 Build relationships with customers  

SIRXSLS304 Coordinate sales performance 

Sustainability 

BSBSUS301A  Implement and monitor environmentally sustainable work practices 

Training and Education 

TAEASS301B Contribute to assessment 

TAEDEL404A Mentor in the workplace 
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EMPLOYABILITY SKILLS QUALIFICATION SUMMARY 

Employability 
Skill 

Industry/enterprise requirements for this qualification include: 

Communication  Apply communication skills to provide instruction and feedback, mentor 
others in the workplace and co-ordinate customer service. Interact with 
customers who may be elderly, ill or drug affected, often about highly 
personal and sensitive matters requiring empathy, tact and confidentiality. Be 
familiar with technical terms used to describe products and/or used in product 
and health care information. 

Teamwork Effectively participate in community pharmacy teams, working closely with 
the pharmacist and other members of the staff team (according to business 
size). Lead front of pharmacy teams where required in the context of the job 
role. Mentor workplace procedures and protocols to others, provide 
leadership and support team members to carry out their role. 

Problem-solving Demonstrate sensitivity to customer needs and concerns, anticipating 
problems and acting to avoid them where possible. Solve problems within a 
framework of established business procedures and protocols and with 
reference to the pharmacist. Respond to staffing and resource issues, 
investigate and resolve stock discrepancies and respond to customer 
requests. 

Initiative and 
enterprise 

Use initiative in identifying the most appropriate products and services for 
customers and maintain current knowledge of product range and market 
trends. Opportunities for initiative and enterprise occur within established 
business procedures and protocols and with reference to the pharmacist. 
Those responsible for marketing and merchandising develop and coordinate 
promotional strategies for community pharmacy products. 

Planning and 
organising 

Support the pharmacist in planning and providing a safe and secure work 
environment and overseeing implementation of work procedures and 
protocols consistent with legislative, business and customer requirements. 
Identify and source required resources to support management of sales and 
customer service. Schedule work activities, co-ordinate inputs of specialist 
service providers and ensure that the required resources are available for the 
staff team to deliver business outcomes. 

Self-
management 

Understand how a personal job role fits into the context of the wider business 
values and directions. Manage own time and oversee or establish schedules 
and routines for others in consultation with the pharmacist and/or other staff. 
Understand the legal context, including the boundaries of the job role and 
also an awareness of the special requirements for selling medicines and 
managing scheduled medicines. This involves a detailed understanding of 
the roles and responsibilities of the pharmacy assistant and how these relate 
to the role of the pharmacist. 

Learning Identify personal strengths and weaknesses in the context of the job role and 
recognise how to personally learn best at work. Maintain current knowledge 
of market trends and products and services that could be sold by the 
pharmacy. Access a range of sources of information and expertise to update 
personal knowledge and provide current information to customers. Make 
current product knowledge available to other team members. 

Technology Update and maintain computer-based information and database systems. 
Sell a range of health care products including kits, aids and equipment. 
Understand how these items operate, to assist the customer in appropriate 
selection depending on their need/capacity, demonstrate safe use and 
provide information on care and maintenance as appropriate. 
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Skill Sets in this Training Package 

Skill Set Community Pharmacy Management  

Target group This skills set provides the skills and knowledge required for a manager in the 
community pharmacy setting.    

Units Unit Code Unit Title  

SIPCCPM501 Lead and develop pharmacy teams  

SIPCCPM502 Manage pharmacy sales and service delivery 

SIPCCPM503 Manage pharmacy premises and equipment 

SIPCCPM504 Investigate new front of pharmacy products and services 

Pathway These units provide a credit towards the SIR50112 Diploma of Retail 
Management.  

Suggested form 
of words on 
Statement of 
Attainment 

These competencies from the SIP12 Community Pharmacy Training 
Package meet skills required to be a manager in the community pharmacy 
industry. 
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Introduction 
These Assessment Guidelines provide the endorsed framework for assessment of units of 
competency in this Training Package. They are designed to ensure that assessment is 
consistent with the Australian Quality Training Framework (AQTF) Essential Standards for Initial 
and Continuing Registration or Standards for NVR Registered Training Organisations. 
Assessments against the units of competency in this Training Package must be carried out in 
accordance with these Assessment Guidelines.  

Assessment System Overview 
This section provides an overview of the requirements for assessment when using this Training 
Package, including a summary of the AQTF requirements; licensing and registration 
requirements; Standards for NVR Registered Training Organisations; and assessment 
pathways. 
Quality assessment underpins the credibility of the vocational education and training sector.  
The Assessment Guidelines of a Training Package are an important tool in supporting quality 
assessment. 
Assessment within the National Skills Framework is the process of collecting evidence and 
making judgements about whether competency has been achieved to confirm whether an 
individual can perform to the standards expected in the workplace, as expressed in the relevant 
endorsed unit of competency. 
Assessment must be carried out in accordance with the: 

- benchmarks for assessment 
- specific industry requirements  
- principles of assessment 
- rules of evidence 
- assessment requirements set out in the AQTF. 

Benchmarks for Assessment 
The endorsed units of competency in this Training Package are the benchmarks for 
assessment. As such, they provide the basis for nationally recognised Australian Qualifications 
Framework (AQF) qualifications and Statements of Attainment issued by Registered Training 
Organisations (RTOs).  

Principles of Assessment 
All assessments carried out by RTOs are required to demonstrate compliance with the 
principles of assessment: 

- validity 
- reliability 
- flexibility 
- fairness 
- sufficiency. 

These principles must be addressed in the: 
- design, establishment and management of the assessment system for this Training 

Package 
- development of assessment tools, and 
- the conduct of assessment. 

Validity 
Assessment is valid when the process is sound and assesses what it claims to assess. Validity 
requires that: 

(a)  assessment against the units of competency must cover the broad range of skills 
and knowledge that are essential to competent performance  

(b)  assessment of knowledge and skills must be integrated with their practical 
application 

(c)  judgement of competence must be based on sufficient evidence (that is, evidence 
gathered on a number of occasions and in a range of contexts using different 
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assessment methods). The specific evidence requirements of each unit of 
competency provide advice on sufficiency 

Reliability  
Reliability refers to the degree to which evidence presented for assessment is consistently 
interpreted and results in consistent assessment outcomes. Reliability requires the assessor to 
have the required competencies in assessment and relevant vocational competencies (or to 
assess in conjunction with someone who has the vocational competencies). It can only be 
achieved when assessors share a common interpretation of the assessment requirements of 
the unit(s) being assessed. 

Flexibility 
To be flexible, assessment should reflect the candidateôs needs; provide for recognition of 
competencies no matter how, where or when they have been acquired; draw on a range of 
methods appropriate to the context, competency and the candidate; and support continuous 
competency development. 

Fairness  
Fairness in assessment requires consideration of the individual candidateôs needs and 
characteristics, and any reasonable adjustments that need to be applied to take account of 
them. It requires clear communication between the assessor and the candidate to ensure that 
the candidate is fully informed about, understands and is able to participate in, the assessment 
process, and agrees that the process is appropriate. It also includes an opportunity for the 
person being assessed to challenge the result of the assessment and to be reassessed if 
necessary. 

Sufficiency  
Sufficiency relates to the quality and quantity of evidence assessed. It requires the collection of 
enough appropriate evidence to ensure that all aspects of competency have been satisfied and 
that competency can be demonstrated repeatedly. Supplementary sources of evidence may be 
necessary. The specific evidence requirements of each unit of competency provide advice on 
sufficiency. Sufficiency is also one of the rules of evidence. 

Rules of Evidence 
The rules of evidence guide the collection of evidence that address the principles of validity and 
reliability, guiding the collection of evidence to ensure that it is valid, sufficient, current and 
authentic. 

Valid 
 Valid evidence must relate directly to the requirements of the unit of competency.  In ensuring 
evidence is valid, assessors must ensure that the evidence collected supports demonstration of 
the outcomes and performance requirements of the unit of competency together with the 
knowledge and skills necessary for competent performance. Valid evidence must encapsulate 
the breadth and depth of the unit of competency, which will necessitate using a number of 
different assessment methods. 

Sufficient 
Sufficiency relates to the quality and quantity of evidence assessed. It requires the collection of 
enough appropriate evidence to ensure that all aspects of competency have been satisfied and 
that competency can be demonstrated repeatedly. Supplementary sources of evidence may be 
necessary. The specific evidence requirements of each unit of competency provide advice on 
sufficiency. 

Current 
In assessment, currency relates to the age of the evidence presented by a candidate to 
demonstrate that they are still competent. Competency requires demonstration of current 
performance, so the evidence collected must be from either the present or the very recent past. 
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Authentic 

To accept evidence as authentic, an assessor must be assured that the evidence presented for 
assessment is the candidateôs own work. 
 

Assessment Requirements of the Australian Quality Training Framework  
 
Assessment leading to nationally recognised AQF qualifications and Statements of Attainment 
in the vocational education and training sector must meet the requirements of the AQTF as 
expressed in the AQTF 2010 Essential Standards for Registration or the Standards for NVR 
Registered Training Organisations.  
 
The AQTF 2010 Essential Standards for Initial and Continuing Registration can be downloaded 
from <www.training.com.au>.  
 
The Standards for NVR Registered Training Organisations can be downloaded from 
<www.asqa.gov.au>. 
The following points summarise the assessment requirements: 

Registration of Training Organisations 
Assessment must be conducted by, or on behalf of, an RTO formally registered by a State or 
Territory Registering Body in accordance with the AQTF or Standards for NVR Registered 
Training Organisations. The RTO must have the specific units of competency and/or AQF 
qualifications on its scope of registration.  

Quality Training and Assessment 
Each RTO must provide quality training and assessment across all its operations. See the 
AQTF Essential Standards for Initial and Continuing Registration, Standard 1 or refer to the 
Standards for NVR Registered Training Organisations.  

Assessor Competency Requirements 
Each person involved in training and assessment must be competent for the functions they 
perform. See the AQTF Essential Standards for Initial and Continuing Registration, Standard 1 
for assessor (and trainer) competency requirements.  See also the AQTF Usersô Guide to the 
Essential Standards for Registration ï Appendix 2 or refer to the Standards for NVR Registered 
Training Organisations. 

Assessment Requirements 
The RTOs assessments, including RPL, must meet the requirements of the relevant endorsed 
Training Package. See the AQTF Essential Standards for Initial and Continuing Registration or 
the Standards for NVR Registered Training Organisations. 

Assessment Strategies 

Each RTO must have strategies for training and assessment that meet the requirements of the 
relevant Training Package or accredited course and are developed in consultation with industry 
stakeholders. See the AQTF Essential Standards for Initial and Continuing Registration or the 
Standards for NVR Registered Training Organisations.  

National Recognition 
Each RTO must recognise the AQF qualifications and Statements of Attainment issued by any 
other RTO. See the AQTF Essential Standards for Initial and Continuing Registration or the 
Standards for NVR Registered Training Organisations.   

Access and Equity and Client Outcomes 
Each RTO must adhere to the principles of access and equity and maximise outcomes for its 
clients. See the AQTF Essential Standards for Initial and Continuing Registration or the 
Standards for NVR Registered Training Organisation.  

 

http://www.training.com.au/
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Monitoring Assessments 
Training and/or assessment provided on behalf of the RTO must be monitored to ensure that it 
is in accordance with all aspects of the AQTF Essential Standards for Initial and Continuing 
Registration or the Standards for NVR Registered Training Organisations. 

Recording Assessment Outcomes 
Each RTO must manage records to ensure their accuracy and integrity. See the AQTF 2010 
Essential Standards for Initial and Continuing Registration or the Standards for NVR Registered 
Training Organisations. 

Issuing AQF qualifications and Statement of Attainment 
Each RTO must issue AQF qualifications and Statements of Attainment that meet the 
requirements of the current AQF Implementation Handbook and the endorsed Training 
Packages within the scope of its registration. An AQF qualification is issued once the full 
requirements for a qualification, as specified in the nationally endorsed Training Package are 
met. A Statement of Attainment is issued when an individual has completed one or more units 
of competency from nationally recognised qualification(s)/courses(s).  
 
See the AQTF and the edition of the AQF Implementation Handbookðavailable on the AQF 
Council website <www.aqf.edu.au> or refer to the ASQA website <www.asqa.gov.au>. 

Licensing/Registration Requirements 
This section provides information on licensing/registration requirements for this Training 
Package, with the following important disclaimer.  
The developers of this Training Package consider that no licensing or registration requirements 
apply to RTOs, assessors or candidates with respect to this Training Package. Contact the 
relevant State or Territory Department(s) to check if there are any licensing or registration 
requirements with which you must comply. For further information on this topic contact 
www.serviceskills.com.au 

Pathways 
The competencies in this Training Package may be attained in a number of ways including 
through: 

 formal or informal education and training  

 experiences in the workplace 

 general life experience, and/or 

 any combination of the above. 
Assessment under this Training Package leading to an AQF qualification or Statement of 
Attainment may follow a learning and assessment pathway, or a recognition pathway, or a 
combination of the two as illustrated in the following diagram. 

 

Units of 
Competency 

   

Statement of 
Attainment and/or 
qualification under 

the Australian 
Qualifications 
Framework 

Ĕ Learning  and Assessment Pathways Ĕ 

 Ę  

 and/or  

 Ę  

Ĕ 
Credit Pathways 

(RPL and Credit Transfer) 
Ĕ 
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Each of these assessment pathways leads to full recognition of competencies held ï the critical 
issue is that the candidate is competent, not how the competency was acquired.  
Assessment, by any pathway, must comply with the assessment requirements set out in the 
Assessment Guidelines of the Training Package , the AQTF and, where relevant, the Australian 
Qualifications Framework.  

Learning and Assessment Pathways 
Usually, learning and assessment are integrated, with evidence being collected and feedback 
provided to the candidate at anytime throughout the learning and assessment process. 
Learning and assessment pathways may include structured programs in a variety of contexts 
using a range of strategies to meet different learner needs. Structured learning and assessment 
programs could be: group-based, work-based, project-based, self-paced, action learning-based; 
conducted by distance or e-learning; and/or involve practice and experience in the workplace.  
Learning and assessment pathways to suit Australian Apprenticeships have a mix of formal 
structured training and structured workplace experience with formative assessment activities 
through which candidates can acquire and demonstrate skills and knowledge from the relevant 
units of competency. 

Credit Pathways  
Credit is the value assigned for the recognition of equivalence in content between different 
types of learning and/or qualifications which reduces the volume of learning required to achieve 
a qualification.  
Credit arrangements must be offered by all RTOs that offer Training Package qualifications.  
Each RTO must have a systematic institutional approach with clear, accessible and transparent 
policies and procedures. 
Competencies already held by individuals can be formally assessed against the units of 
competency in this Training Package, and should be recognised regardless of how, when or 
where they were acquired, provided that the learning is relevant to the unit of competency 
outcomes.   
 
Recognition of Prior Learning 
Recognition of Prior Learning (RPL) is an assessment process which determines the credit 
outcomes of an individual application for credit. 
The availability of Recognition of Prior Learning (RPL) provides all potential learners with 
access to credit opportunities. 
The recognition of prior learning pathway is appropriate for candidates who have previously 
attained skills and knowledge and who, when enrolling in qualifications, seek to shorten the 
duration of their training and either continue or commence working.  This may include the 
following groups of people:   

 existing workers 

 individuals with overseas qualifications 

 recent migrants with established work histories 

 people returning to the workplace 

 people with disabilities or injuries requiring a change in career.  
 
As with all assessment, RPL assessment should be undertaken by academic or teaching staff 
with expertise in the subject, content of skills area, as well as knowledge of and expertise in 
RPL assessment policies and procedures. 
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Assessment methods used for RPL should provide a range of ways for individuals to 
demonstrate that they have met the required outcomes and can be granted credit. These might 
include:  

 questioning (oral or written)  

 consideration of a portfolio and review of contents  

 consideration of third party reports and/or other documentation such as documentation such 
as articles, reports, project material, papers, testimonials or other products prepared by the 
RPL applicant that relate to the learning outcomes of the relevant qualification component  

 mapping of learning outcomes from prior formal or non-formal learning to the relevant 
qualification components  

 observation of performance, and  

 participation in structured assessment activities the individual would normally be required to 
undertake if they were enrolled in the qualification component/s.  

 
In a Recognition of Prior Learning (RPL) pathway, the candidate provides current, quality 
evidence of their competency against the relevant unit of competency.  This process may be 
directed by the candidate and verified by the assessor. Where the outcomes of this process 
indicate that the candidate is competent, structured training is not required.  The RPL 
requirements of the AQTF must be met. 
As with all assessment, the assessor must be confident that the evidence indicates that the 
candidate is currently competent against the endorsed unit of competency. This evidence may 
take a variety of forms and might include certification, references from past employers, 
testimonials from clients, work samples and/or observation of the candidate. The onus is on 
candidates to provide sufficient evidence to satisfy assessors that they currently hold the 
relevant competencies. In judging evidence, the assessor must ensure that the evidence of prior 
learning is: 

 authentic (the candidateôs own work) 

 valid (directly related to the current version of the relevant endorsed unit of competency) 

 reliable (shows that the candidate consistently meets the endorsed unit of competency) 

 current (reflects the candidateôs current capacity to perform the aspect of the work covered 
by the endorsed unit of competency) 

 sufficient (covers the full range of elements in the relevant unit of competency and 
addresses the four dimensions of competency, namely task skills, task management skills, 
contingency management skills, and job/role environment skills). 

Credit Transfer 
Credit transfer is a process which provides learners with agreed and consistent credit outcomes 
based on equivalences in content between matched qualifications.  
 
This process involves education institutions:  

 mapping, comparing and evaluating the extent to which the defined learning outcomes and 
assessment requirements of the individual components of one qualification are equivalent to 
the learning outcomes and assessment requirements of the individual components of 
another qualification  

 making an educational judgment of the credit outcomes to be assigned between the 
matched components of the two qualifications  

 setting out the agreed credit outcomes in a documented arrangement or agreement, and  

 publicising the arrangement/agreement and credit available.  

Combination of Pathways 
Credit may be awarded on the basis of a combination of credit transfer plus an individual RPL 
assessment for additional learning. Once credit has been awarded on the basis of RPL, 
subsequent credit transfer based on these learning outcomes should not include revisiting the 
RPL assessment but should be based on credit transfer or articulation or other arrangements 
between providers.  
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Where candidates for assessment have gained competencies through work and life experience 
and gaps in their competence are identified, or where they require training in new areas, a 
combination of pathways may be appropriate. 
In such situations, the candidate may undertake an initial assessment to determine their current 
competency. Once current competency is identified, a structured learning and assessment 
program ensures that the candidate acquires the required additional competencies identified as 
gaps. 
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Assessor Requirements 
This section identifies the specific requirements on the vocational competence and experience 
for assessors, to ensure that they meet the needs of industry and their obligations under AQTF 
or Standards for NVR RTOs, and clarifies how others may contribute to the assessment process 
where one person alone does not hold all the required competencies.  
 
Assessor Competencies 
The AQTF specifies mandatory competency requirements for assessors. For information, 
Element 1.4 from the AQTF Essential Standards for Registration (which is equivalent to 
Standards for Initial Registration (SNR)4, 4.4 from the standards for NVR Registered Training 
Organisations) follows: 

  

 

1.4 Training and assessment are conducted by trainers and assessors who: 

a)  have the necessary training and assessment competencies as determined by the 
National Quality Council or its successors, and 

b) have the relevant vocational competencies at least to the level being delivered or 
assessed, and 

c) can demonstrate current industry skills directly relevant to the training/assessment 
being undertaken, and 

d) continue to develop their Vocational Education and Training (VET) knowledge and 
skills as well as their industry currency and trainer/assessor competence. 

* See AQTF 2010 Usersô Guide to the Essential Standards for Registration ï Appendix 2 

 

Requirements for Assessors 

Community pharmacy industry assessors, or at least one person in the assessment team, must satisfy 
the following community pharmacy vocational competency requirements for each assessment to meet 
for AQTF/NSR compliance:  
 
1. Hold a formal qualification as a pharmacist 
Or  
2. Hold a formal qualification, recognition or industry recognition as a pharmacy/dispensary 

assistant 

 Have industry experience in the field in which they are assessing, that must include the 
workplace application of the specific units of competency they are assessing.  

 Have comprehensive current knowledge of the industry, including knowledge of current 
industry practices and the job role against which performance is being assessed. This 
current knowledge shall be developed and demonstrated through two or more of the 
following:  

Ǝ recent and relevant work experience in a community pharmacy environment  

Ǝ involvement in professional industry networks and memberships  

Ǝ participation in assessment and or training activities conducted in the workplace.  
 
Currency of vocational competence is crucial to the success of assessment outcomes for 
community pharmacy. It ensures that those involved in assessment processes have current 
industry knowledge, expertise in current operational practice and knowledge of what workplace 
equipment is currently used so that assessments reflect up-to-date workplace practice.  
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Alternative ways of meeting the requirement to use qualified assessors  
 
OPTIONS Assessors, technical experts and workplace supervisors 

(includes mandated requirements and recommended attributes) 

Single assessor 
An individual 
assessor conducts 
the assessment 

An assessor is required to: 
hold formal recognition of competence as per the Standard 1, 
element 1.4 from the AQTF Essential Conditions and Standards for 
Registration - (2010), which is equivalent to SNR4, 4.4 at the 
Standards for NVR Registered Training Organisations.   
be deemed competent and,  hold formal recognition in the specific 
units of competency from this Training Package, at least to the level 
being assessed 
have experience in workplace application of the specific units of 
competency they are assessing 
demonstrate current knowledge of the industry, industry practices, 
and the job or role against which performance is being assessed 
demonstrate current knowledge and skill in assessing against this 
Training Package in a range of contexts. 

Partnership 
arrangement 
An assessor works 
with a technical 
expert to conduct the 
assessment 

An assessor is required to: 
hold formal recognition of competence as per the Standard 1, 
element 1.4 from the AQTF Essential Conditions and Standards for 
Registration - (2010), which is equivalent to SNR4, 4.4 at the 
Standards for NVR Registered Training Organisations.   
demonstrate current knowledge and skill in assessing against this 
Training Package in a range of contexts. 
communicate and liaise with the technical expert throughout the 
assessment process  
A technical expert shall be a person who: 
is deemed competent and, holds formal recognition of competence 
in the specific units of competency from this Training Package, at 
least to the level being assessed 
has experience in workplace application of the specific units of 
competency they are assessing  
demonstrates current knowledge of the industry, industry practices, 
and the job or role against which performance is being assessed 
communicates and liaises with the assessor throughout the 
assessment process. 

 

Designing Assessment Tools 
This section provides an overview on the use and development of assessment tools. 

Use of Assessment Tools 
Assessment tools provide a means of collecting the evidence that assessors use in making 
judgements about whether candidates have achieved competency.  
 
There is no set format or process for the design, production or development of assessment 
tools. Assessors may use prepared assessment tools, such as those specifically developed to 
support this Training Package, or they may develop their own. 

Using Prepared Assessment Tools 
If using prepared assessment tools, assessors should ensure these relate to the current version 
of the relevant unit of competency. The current unit of competency can be checked on the 
National Register <www.training.gov.au>.  

Developing Assessment Tools 
When developing their own assessment tools, assessors must ensure that the tools: 



56 
 

 are benchmarked against the relevant unit or units of competency; 

 are reviewed as part of the validation of assessment strategies required under the AQTF; 
and 

 meet the assessment requirements expressed in the AQTF Essential Standards for Initial 
and Continuing Registration or the Standards for NVR Registered Training Organisations.  

A key reference for assessors developing assessment tools is TAE10 Training and Education 
Training Package. 
 
Language, Literacy and Numeracy  
The design of assessment tools must reflect the language, literacy and numeracy competencies 
required for the performance of a task in the workplace and not exceed these expectations. 
 
Conducting Assessment 
This section details the mandatory assessment requirements and provides information on equity 
in assessment including reasonable adjustment. 
 
 Mandatory Assessment Requirements  
 Assessments must meet the criteria set out in the AQTF Essential Standards for Initial and 
Continuing Registration or the Standards for NVR Registered Training Organisations.   For 
information, the mandatory assessment requirements from Standard 1 from the AQTF Essential 
Standards for Initial and Continuing Registration are as follows:  

 

 

1.5 Assessment, including Recognition of Prior Learning (RPL): 

a) meets the requirements of the relevant Training Package or accredited course 

b) is conducted in accordance with the principles of assessment and the rules of 
evidence 

c) meets workplace and, where relevant, regulatory requirements 

d) is systematically validated. 
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Assessment of Employability Skills 
Employability Skills are integral to workplace competency. As such, they must be considered in 
the design, customisation, delivery and assessment of vocational education and training 
programs in an integrated and holistic way, as represented diagrammatically below.  

  

 
Employability Skills are embedded within each unit of competency, and an Employability Skills 
Summary is available for each qualification. Training providers must use Employability Skills 
information in order to design valid and reliable training and assessment strategies. This 
analysis could include:  

 reviewing units of competency to locate relevant Employability Skills and determine how 
they are applied within the unit 

 analysing the Employability Skills Summary for the qualification in which the unit or units are 
packaged to help clarify relevant industry and workplace contexts and the application of 
Employability Skills at that qualification outcome 

 designing training and assessment to address Employability Skills requirements. 
 
The National Quality Council has endorsed a model for assessing and reporting Employability 
Skills, which contains further suggestions about good practice strategies in teaching, assessing, 
learning and reporting Employability Skills. The model is available from 
<http://www.training.com.au/>. 
The endorsed approach includes learners downloading qualification specific Employability Skills 
Summaries for Training Package qualifications from an online repository at 
<http://employabilityskills.training.com.au> 
For more information on Employability Skills in SIP12 Community Pharmacy Training Packages 
go to the Service Skills Australia website at <www.serviceskills.com.au>  
Employability Skills are reported on each qualification using the following statement on the 
qualification testamur: "A summary of the Employability Skills developed through this 
qualification can be downloaded from http://employabilityskills.training.com.au "  
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Access and Equity 
An individual's access to the assessment process should not be adversely affected by 
restrictions placed on the location or context of assessment beyond the requirements specified 
in this Training Package: training and assessment must be bias-free. 
Under the rules for their development, Training Packages must reflect and cater for the 
increasing diversity of Australiaôs VET clients and Australiaôs current and future workforce. The 
flexibilities offered by Training Packages should enhance opportunities and potential outcomes 
for all people so that we can all benefit from a wider national skills base and a shared 
contribution to Australiaôs economic development and social and cultural life. 

Reasonable Adjustments 
It is important that education providers take meaningful, transparent and reasonable steps to 
consult, consider and implement reasonable adjustments for students with disability. 
Under the Disability Standards for Education 2005, education providers must make reasonable 
adjustments for people with disability to the maximum extent that those adjustments do not 
cause that provider unjustifiable hardship. While óreasonable adjustmentô and óunjustifiable 
hardshipô are different concepts and involve different considerations, they both seek to strike a 
balance between the interests of education providers and the interests of students with and 
without disability.  
An adjustment is any measure or action that a student requires because of their disability, and 
which has the effect of assisting the student to access and participate in education and training 
on the same basis as students without a disability. An adjustment is reasonable if it achieves 
this purpose while taking into account factors such as the nature of the studentôs disability, the 
views of the student, the potential effect of the adjustment on the student and others who might 
be affected, and the costs and benefits of making the adjustment.  
An education provider is also entitled to maintain the academic integrity of a course or program 
and to consider the requirements or components that are inherent or essential to its nature 
when assessing whether an adjustment is reasonable. There may be more than one adjustment 
that is reasonable in a given set of circumstances; education providers are required to make 
adjustments that are reasonable and that do not cause them unjustifiable hardship. 
The Training Package Guidelines provides more information on reasonable adjustment, 
including examples of adjustments.  Go to http://www.deewr.gov.au/tpdh/Pages/home.aspx . 
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Industry Requirements 

 Industry has determined that due to the complexity of medicines, services and the 
requirement for pharmacist supervision, learning and assessment in a real workplace 
context is most appropriate to all units of competency whenever possible.  

 Dispensary units may only be assessed in the workplace. 

 Competency should therefore be demonstrated in the workplace or in a simulated workplace 
environment, as detailed in each unit of competency and indicated on the following unit 
summary.  

 Individual units of competency include, where relevant, an identification of the specific 
environment required for assessment. In addition to the broad requirements specified below, 
assessment in these environments will require a range of equipment and resources specific 
to the industry context. 

 
Unit Code and Title  Simulated Workplace 

Community Pharmacy Management 

SIPCCPM501 Lead and develop pharmacy teams P P 

SIPCCPM502 Manage pharmacy sales and service delivery P P 

SIPCCPM503 Manage pharmacy premises and equipment  P P 

SIPCCPM504 Investigate new front of pharmacy products 
and services  

P P 

Dispensary 

SIPCDIS301 Accept prescriptions and return dispensed 
medicines to customers 

 P 

SIPCDIS302 Deliver medicines to customers outside the 
pharmacy 

 P 

SIPCDIS303 Assist in dispensing prescriptions   P 

SIPCDIS404 Assist in dispensary stock control  P 

SIPCDIS405 Assist in dispensary administration   P 

SIPCDIS406 Assist in preparing dose administration aids  P 

SIPCDIS407 Assist in preparing extemporaneous 
prescriptions 

 P 

SIPCDIS408A Coordinate service to patients in residential 
care settings 

 P 

Health Care Support 

SIPCHCS201 Support the supply of Pharmacy Medicines 
and Pharmacist Only Medicines 

P P 

SIPCHCS302 Assist in managing Pharmacy Medicines and 
Pharmacist Only Medicines 

P P 

SIPCHCS303 Advise on asthma management P P 

SIPCHCS304 Advise on smoking cessation P P 

SIPCHCS305 Advise on continence management P P 

SIPCHCS306 Advise on complementary medicines P P 

SIPCHCS407 Test blood pressure and advise on self-
monitoring 

P P 

SIPCHCS408 Test blood glucose  and advise on equipment 
and services for diabetes management 

P P 

SIPCHCS409 Advise on diet, nutrition and weight-
management products and services 

P P 

SIPCHCS410 Advise on pregnancy and maternal health 
products and services 

P P 
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SIPCHCS411 Advise on wound care products and self-care  P P 

SIPCHCS412 Provide Australian  Needle and Syringe 
Program services 

P P 

SIPCHCS413 Supply and hire aids and equipment to support 
home health care  

P P 

SIPCHCS414 Support the management of obstructive sleep 
apnoea  

P P 

SIPCHCS415 Coordinate pharmacy health promotions and 
home medicine reviews 

P P 

Industry 

SIPCIND201 Operate in a community pharmacy framework P P 

SIPCIND202 Plan a career in community pharmacy P P 

Merchandising 

SIPCMER401 Market and promote a pharmacy products and 
services area 

P P 

Pharmacy Product Knowledge 

SIPCPPK201 Assist customers seeking commonly requested 
vitamins, minerals and supplements 

P P 

SIPCPPK202 Assist customers seeking eye and ear products P P 

SIPCPPK203 Assist customers seeking first aid and wound 
care products 

P P 

SIPCPPK204 Assist customers seeking oral care products  P P 

SIPCPPK205 Assist customers seeking to relieve cough and 
cold symptoms 

P P 

SIPCPPK206 Assist customers seeking to relieve skin and 
fungal conditions 

P P 

SIPCPPK207 Supply medical devices P P 

SIPCPPK308 Assist customers seeking relief from gastro-
intestinal conditions 

P P 

SIPCPPK309 Assist customers seeking to relieve common 
allergic symptom reactions 

P P 

SIPCPPK310 Assist customers seeking analgesic and anti-
inflammatory products 

P P 

SIPCPPK311 Assist customers seeking baby or infant care 
medicines and products 

P P 

SIPCPPK312 Assist customers seeking sexual health 
medicines and products 

P P 

Quality 

SIPCQUA401 Coordinate a pharmacy quality system P P 

 
A simulated work environment may be required for the following reasons: 

 the learner may not have access to a workplace 

 the workplace may not use the relevant skill, equipment or process 

 conducting assessments may be disruptive or interfere with work requirements, e.g. there 
may be ethical, privacy or confidentiality issues to consider 

In order to be valid and reliable, the simulation must closely resemble what occurs in a real work 
environment. The simulated work environment should involve a range of activities that reflect 
real work experience. 
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It is critical that when a simulated work environment is being set up, the assessor is thoroughly 
familiar with the competency standard as well as experienced in the current circumstances and 
environment of the workplace. 
In deciding whether a simulation or an assessment environment has been adequately set up, 
the following criteria should be applied. The simulated environment must: 

 provide access to the full range of up-to-date equipment and technology that would 
generally be available in a modern working community pharmacy 

 stock a comprehensive community pharmacy medicines and product range that will support 
the development and demonstration of the full range of skills and knowledge described in 
SIP12 Community Pharmacy Training Package units of competency 

 provide access to appropriate workplace documents which are used in a modern community 
pharmacy business  

 provide access to designated front of pharmacy and dispensary areas and sufficient client 
traffic to reflect the complexity of the role and allow learners to deal with multiple tasks 
simultaneously 

 require that learners provide services within timeframes that reflect accepted industry 
service times 

 involve learners in prioritising competing tasks 

 allow learners to deal with customers, including difficult ones 

 require learners to work with others in a team, which would typically include pharmacy 
assistants, dispensary assistants and front of pharmacy managers and pharmacists.  

 
Individual units of competency include, where relevant, an identification of the specific 
environment required for assessment. In addition to the broad requirements specified above, 
assessment in these environments will require a range of equipment and resources specific to 
the industry context. 
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Further Sources of Information 

The section provides a listing of useful contacts and resources to assist assessors in planning, 
designing, conducting and reviewing of assessments against this Training Package  

Contacts 
Industry Skills Council  
Service Skills Australia  
(Service Industries Skills Council Ltd) 
GPO Box 4194, Sydney NSW 2001 
Level 10, 171 Clarence Street, Sydney NSW 
2000 
Telephone:  +61 2 8243 1200 
Fax:            +61 2 8243 1299 
Email: info@serviceskills.com.au  
Web:           www.serviceskills.com.au 

 

For information on the TAE10 Training and 
Education Training Package contact: 

Innovation & Business Skills Australia 
Telephone: (03) 9815 7000 
Facsimile:   (03) 9815 7001 
Email:          virtual@ibsa.org.au 
Web:            www.ibsa.org.au 

 

 

General Resources 

AQF Implementation Handbook, Fifth Edition 2011. <www.aqf.edu.au>  

Australian Quality Training Framework (AQTF) and AQTF Usersô Guide to the Essential 
Standards for Registration ï www.training.com.au 

Australian Skills Quality Authority www.asqa.gov.au 

For general information and resources go to http://www.training.com.au 

The National Register is an electronic database providing comprehensive information about 
RTOs, Training Packages and accredited courses ï www.training.gov.au 

The Training Package Development Handbook site provides National Quality Council policy for 
the development of Training Packages. The site also provides guidance material for the 
application of that policy, and other useful information and links.   
<http://www.deewr.gov.au/Skills/Overview/Policy/TPDH/Pages/main.aspx 

Assessment Resources 

Registered training organisations (RTOs) are at the forefront of vocational education and 
training (VET) in Australia. They translate the needs of industry into relevant, quality, client-
focussed training and assessment. 

RTOs should strive for innovation in VET teaching and learning practices and develop highly 
flexible approaches to assessment which take cognisance of specific needs of learners, in order 
to improve delivery and outcomes of training. 

mailto:info@serviceskills.com.au
mailto:virtual@ibsa.org.au
http://www.ibsa.org.au/
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Resources can be purchased or accessed from: 
Service Skills Australia 
(Service Industries Skills Council Ltd) 
GPO Box 4194, Sydney NSW 2001 
Level 10, 171 Clarence Street, Sydney NSW 2000 
Telephone: +61 2 8243 1200 
Fax:          +61 2 8243 1299 
Email: info@serviceskills.com.au  
Web:   www.serviceskills.com.au 

 

 

 

 

mailto:info@serviceskills.com.au
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Competency 
Standards   
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List of ALL Units within Training Package 
 
 

 

 
 

 

Code Name Volume 

Community Pharmacy Management 

SIPCCPM501  Lead and develop pharmacy teams 1 

SIPCCPM502  Manage pharmacy sales and service delivery 1 

SIPCCPM503  Manage pharmacy premises and equipment 1 

SIPCCPM504  Investigate new front of pharmacy products and 
services 

1 

Dispensary 

SIPCDIS301  Accept prescriptions and return dispensed medicines 
to customers 

1 

SIPCDIS302  Deliver medicines to customers outside the pharmacy 1 

SIPCDIS303  Assist in dispensing prescriptions 1 

SIPCDIS404  Assist in dispensary stock control 1 

SIPCDIS405  Assist in dispensary administration 1 

SIPCDIS406  Assist in preparing dose administration aids 1 

SIPCDIS407  Assist in preparing extemporaneous prescriptions 1 

SIPCDIS408  Coordinate service to patients in residential care 
settings 

1 

Health Care Support 

SIPCHCS201  Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

1 

SIPCHCS302  Assist in managing Pharmacy Medicines and 
Pharmacist Only Medicines 

1 

SIPCHCS303  Advise on asthma management  1 

SIPCHCS304  Advise on smoking cessation 1 

SIPCHCS305  Advise on continence management 1 

SIPCHCS306  Advise on complementary medicines 1 

SIPCHCS407  Test blood pressure and advise on self-monitoring 1 

SIPCHCS408  Test blood glucose  and advise on equipment and 
services for diabetes management 

1 

SIPCHCS409  Advise on diet, nutrition and weight-management 
products and services 

1 

SIPCHCS410  Advise on pregnancy and maternal health products 
and services 

1 

SIPCHCS411  Advise on wound care products and self-care 1 

SIPCHCS412  Provide Australian  Needle and Syringe Program 
services 

1 

SIPCHCS413  Supply and hire aids and equipment to support home 
health care 

1 

SIPCHCS414  Support the management of obstructive sleep apnoea 1 

SIPCHCS415  Coordinate pharmacy health promotions and home 
medicines reviews 

1 

Industry 

SIPCIND201  Operate in a community pharmacy framework 1 

SIPCIND202  Plan a career in community pharmacy 1 
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Code Name Volume 

Merchandising 

SIPCMER401  Market and promote a pharmacy products and 
services area 

1 

Pharmacy Product Knowledge  

SIPCPPK201  Assist customers seeking commonly requested 
vitamins, minerals and supplements 

1 

SIPCPPK202  Assist customers seeking eye and ear products 1 

SIPCPPK203  Assist customers seeking first aid and wound care 
products 

1 

SIPCPPK204  Assist customers seeking oral care products 1 

SIPCPPK205  Assist customers seeking to relieve cough and cold 
symptoms 

1 

SIPCPPK206  Assist customers seeking to relieve skin and fungal 
conditions 

1 

SIPCPPK207  Supply medical devices 1 

SIPCPPK308  Assist customers seeking relief from gastro-intestinal 
conditions 

1 

SIPCPPK309  Assist customers seeking to relieve common allergic 
symptom reactions 

1 

SIPCPPK310  Assist customers seeking analgesic and anti-
inflammatory products 

1 

SIPCPPK311  Assist customers seeking baby or infant care 
medicines and products 

1 

SIPCPPK312  Assist customers seeking sexual health medicines 
and products 

1 

Quality 

SIPCQUA401  Coordinate a pharmacy quality system 1 
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SIPCCPM501 Lead and develop pharmacy teams 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to lead and develop staff in a community 
pharmacy. 
 
The unit covers the essential skills and knowledge for business 
success: building a strong team culture, setting clear performance 
goals, and motivating and leading team members. It is critical that 
the appropriate profile and number of staff are available to drive 
the business. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to managers and business owners responsible for 
managing and leading a team within a community pharmacy, which 
may include management across single or multiple outlet 
businesses. 

Competency field Community Pharmacy Management 

Unit sector Community Pharmacy 
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Plan the staffing 
needs of the 
pharmacy. 

1.1. Use the pharmacyôs health-care standards, values and 
goals to inform own understanding of staffing 
requirements. 

1.2. Analyse current and projected volume and type of work to 
be undertaken.  

1.3. Assess existing staff skills, knowledge and behaviour to 
ensure access to the required mix and level of skills. 

1.4. Identify need for additional staff to meet pharmacy human 
resource requirements. 

1.5. Ensure appropriate human resources policies are in 
place to support the effective operation of staff and 
pharmacy.  

2. Influence individuals 
and teams in a 
positive manner. 

2.1. Encourage, value and reward individual and team 
contributions. 

2.2. Promote accountability of work undertaken by individuals 
and teams by communicating roles, responsibilities and 
expectations clearly. 

2.3. Gain positive acceptance and support from the team for 
information and ideas. 
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ELEMENT PERFORMANCE CRITERIA 
3. Make informed 

decisions. 
3.1. Gather and analyse information relevant to issues under 

consideration. 
3.2. Encourage individuals and teams to actively participate in 

the decision-making process. 
3.3. Determine preferred course of action after risks and 

options are examined and assessed. 
3.4. Communicate decisions to individuals and teams clearly 

and in a timely manner. 
3.5. Prepare plans to implement decisions after agreement by 

relevant individuals and teams.  
3.6. Monitor the implementation and impact of decisions using 

reliable feedback processes. 

4. Review and respond 
to the development 
needs of staff. 

4.1. Identify current and future staff development needs using 
a range of methods and in line with organisational policies.  

4.2. Provide ongoing personal advice, coaching and mentoring 
to staff to build team skill base and performance. 

4.3. Provide opportunities for staff to develop their skills and 
knowledge in line with organisational policies. 

4.4. Include cost of staff training and development needs in 
relevant budgets and operational plans. 

4.5. Provide feedback and direction to staff members on their 
professional development needs. 

5. Enhance the image of 
the business. 

5.1. Conduct business in a way that is consistent with 
pharmacy health-care standards and values. 

5.2. Note and promptly discuss inappropriate values, standards 
and behaviour exhibited in the pharmacy with the 
appropriate person. 

5.3. Consistently model a high standard of personal 
presentation in line with pharmacy expectations. 

 

 

 
 

 
 

 

 
 

 
 

 
 

 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ coach and mentor team members  

Ǝ inform team members of pharmacy protocols and procedures 

Ǝ provide direction and support to team members 

Ǝ explain changes in product and service delivery to team members 

 initiative and enterprise skills to promote pharmacy standards and values 

 literacy skills to: 

Ǝ access and analyse complex information from varied sources 

Ǝ develop documents that detail service standards, systems and procedures 

 learning skills to identify and follow relevant human resource policies and procedures  

 numeracy skills to calculate cost of staff training and development 

 planning and organising skills to: 

Ǝ ensure the required mix and level of skills in the pharmacy team 

Ǝ predict factors that affect resource availability 

Ǝ identify and plan for current and future staff development needs 

 problem-solving skills to assess the need for, and make, systemic improvements to address 
service quality issues  

 teamwork skills to motivate and lead a customer service team 

 technology skills to access and use online information as required by the job role 
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REQUIRED SKILLS AND KNOWLEDGE 
 

Required knowledge 

 coaching and mentoring techniques 

 key features of operational environment, including: 

Ǝ customer base 

Ǝ pharmacy products and services 

 pharmacy human resources policies  

 methods for: 

Ǝ assessing staff skills, knowledge and behaviour 

Ǝ building a pharmacy team-oriented environment, including: 
- affirming respect for individual behaviour and differences 
- applying techniques to resolve conflict within the team 
- facilitating team building activities and behaviour 

Ǝ implementing quality assurance in the pharmacy, including: 
- establishing and monitoring standards and procedures 
- involving and rewarding staff 
- evaluating customer service 

 pharmacy standards and values 
 

 

 
 

 
 

 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Human resources policies may 
include: 

 application of industrial relations legislation and 
regulations, such as Fair Work Act 

 relevant agreements and awards 

 administration of human resources records and 
databases 

 induction processes and programs 

 job description and performance appraisals 

 leave entitlements 

 work health and safety (WHS) 

 recruitment and selection 

 remuneration practices 

 rewards and recognition practices 

 termination procedures. 

Staff development needs may be 
determined by many factors, 
including: 

 changes to work practices and processes 

 customer feedback  

 individual staff requests for training 

 introduction of new technologies or software 
applications 

 performance appraisals 

 staff surveys 

 supervisor reports on individual staff. 
 
 

 
 

 

 
 

 
 

 
 

 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment Evidence of the ability to: 
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EVIDENCE GUIDE 

and evidence required to 
demonstrate competency in this 
unit 

 plan the staffing needs of the pharmacy 

 communicate pharmacy expectations to staff of 
team member roles and responsibilities  

 involve team members in the decision-making 
process, and develop and communicate clear 
outcomes and plans 

 plan for and organise the ongoing professional 
development of pharmacy staff  

 promote pharmacy standards and values to 
pharmacy staff and others. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated over sufficient time to include 
handling of a range of contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a pharmacy team 

 customers with different requirements 

 current information on pharmacy products and 
service provision  

 relevant pharmacy human resources policies and 
procedures. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse team and customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 

 

  



73 
 

 

SIPCCPM502 Manage pharmacy sales and service delivery 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to monitor, maintain and improve pharmacy 
sales and service delivery. 
 
It involves the continuous improvement of operations by seeking, 
evaluating and reporting feedback from customers and colleagues 
on sales and service delivery and working conditions; and sourcing 
and negotiating adequate supply of stock and other necessary 
resources in accordance with pharmacy policy. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to persons with managerial responsibility in 
community pharmacies and may include management across 
single or multiple outlet businesses. 
 
Persons in this role are required to apply initiative and judgement, 
using a range of problem-solving and decision-making strategies. 

Competency field Community Pharmacy Management 

Unit sector Community Pharmacy 
 
 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Establish and respond 
to customer 
requirements. 

1.1. Plan and develop strategies to enhance provision of 
customer service according to pharmacy policy. 

1.2. Research and analyse customer needs in regard to 
pharmacy products and services, along with local 
demographic and cultural issues. 

1.3. Resolve customer complaints referred by team members 
according to pharmacy policy. 

1.4. Monitor sales and service targets and plans to ensure that 
customer requirements are met, and take appropriate 
remedial action if required. 

1.5. Encourage team members to take responsibility for 
meeting customer requirements. 

1.6. Seek and use feedback from customers to improve future 
operations. 

2. Monitor, maintain and 
improve sales and 
service delivery. 

2.1. Implement, communicate and review policies and 
procedures for sales and service delivery on a regular 
basis. 

2.2. Maintain adequate resources for optimum customer 
service provision and in line with relevant budget 
allocation.  

2.3. Ensure sales and service targets and plans are consistent 
with pharmacy values, objectives and business plan. 
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ELEMENT PERFORMANCE CRITERIA 
2.4. Communicate sales and service targets and plans to 

relevant personnel according to implementation schedules. 
2.5. Provide feedback to staff and take corrective measures to 

minimise factors that may disrupt operations. 
2.6. Monitor and evaluate effectiveness of corrective actions for 

future operational planning. 
2.7. Ensure current and accurate records on sales are 

available to authorised personnel and act on relevant 
reports as required.  

3. Negotiate supply of 
goods. 

3.1. Negotiate and implement arrangements with suppliers 
and communicate to relevant personnel. 

3.2. Monitor records of suppliers and stock for accuracy and 
legibility and take appropriate action where necessary. 

3.3. Identify and communicate market factors affecting supply 
of pharmacy medicines or products to the pharmacist in 
charge and relevant team members. 

3.4. Convey complete and accurate records of negotiations and 
agreements to appropriate personnel within designated 
time limits. 

3.5. Take immediate corrective action where potential or actual 
problems with supply are indicated. 

3.6. Identify and develop new suppliers where relevant, to 
maintain and improve sales and service delivery. 

4. Provide productive 
work environment. 

4.1. Regulate and monitor staff access to and use of resources 
for maximum efficiency and sustainability. 

4.2. Maintain staff work conditions to meet requirements of 
relevant agreements, legislation and pharmacy policy. 

4.3. Ensure that maintenance frequency and use of equipment 
conform to recommended schedules and procedures. 

4.4. Replace, repair or adapt resources that do not meet 
requirements as soon as practicable and with minimum 
disruption to work activity. 

4.5. Communicate recommendations for improving conditions 
to relevant personnel within designated timeframe. 

4.6. Maintain complete and accurate records and make them 
available to authorised personnel. 

 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ ask questions to identify and confirm requirements 

Ǝ communicate with staff through clear and direct communication 

Ǝ negotiate with suppliers and customers 

Ǝ share information 

Ǝ use and interpret non-verbal communication  

Ǝ use language and concepts appropriate to cultural differences 

 literacy skills to: 

Ǝ research and interpret a broad range of written material 

Ǝ prepare reports 

Ǝ document results 

 planning and organising skills to manage sales and service delivery 
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REQUIRED SKILLS AND KNOWLEDGE 

 problem-solving skills to: 

Ǝ handle supply and service contingencies 

Ǝ negotiate effective complaint resolution outcomes with customers 

 numeracy skills to: 

Ǝ interpret and maintain pharmacy medicines, product supply and sales data 

Ǝ estimate stock volume 

Ǝ calculate costs and pricing arrangements 

Ǝ set and monitor achievement of sales and service targets  

 technology skills to monitor and maintain data relating to stock levels 
 

Required knowledge 

 customer demographics and associated demand and market trends 

 location of merchandise in pharmacy 

 pharmacy policies and procedures in regard to: 

Ǝ efficient and sustainable use of resources 

Ǝ product pricing  

Ǝ sales and service delivery 

Ǝ stock maintenance and control 

Ǝ supply specifications 

 range and availability of pharmacy products and services  

 awards and agreements governing the employment of pharmacy staff 

 pharmacy quality procedures 

 relevant legislation and statutory requirements, including work health and safety (WHS) 
requirements applicable to the sales environment  

 sales and service targets 

 sources of product supply 
 

 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Team members may include:  allied health professionals 

 dispensary assistants 

 pharmacists 

 pharmacy assistants. 
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Policies and procedures for sales 
and service delivery may involve: 

 accepting and returning prescriptions 

 advising customers 

 customer privacy protocols 

 customer service procedures  

 documenting testing, such as: 

Ǝ blood glucose 

Ǝ blood pressure  

 handling customer complaints 

 handling and supplying Pharmacy Medicines (S2) 
and Pharmacist Only Medicines (S3) 

 making appointments for special pharmacy 
services, such as home medicine reviews  

 triggers for referral to a pharmacist or a more 
experienced pharmacy assistant 

 staff induction 

 staff presentation. 

Resources may include:  equipment and technology 

 materials 

 rostered team members 

 pharmacy stock. 

Factors may include:  staff shortages 

 supply of stock. 

Negotiate may include:  correspondence 

 email 

 face-to-face contact 

 meetings 

 telephone. 

Arrangements with suppliers may 
include: 

 credit levels 

 delivery 

 partnerships and exclusivity 

 pricing. 

Problems with supply may involve:  cost 

 coverage or content 

 quality 

 quantity 

 time schedules. 

Relevant agreements and 
legislation may include: 

 awards and agreements relating to the employment 
of staff 

 equal employment opportunity and 
anti-discrimination laws 

 federal, state or territory, and local legislation 

 WHS. 

Relevant personnel may include:  pharmacist owner 

 pharmacist in charge 

 team members. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 maintain, monitor, improve and evaluate sales and 
service delivery 

 communicate sales and service targets and plans to 
relevant personnel and provide feedback on 
operations and outcomes 

 maintain and interpret data on sales and service 
delivery 

 negotiate and arrange supply of goods  

 maintain, monitor and evaluate supply of stock. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated over sufficient time to include 
handling of a range of contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a front of pharmacy sales and services team 

 real or simulated customers with different 
requirements 

 relevant documentation, such as: 

Ǝ awards and agreements governing the 
employment of pharmacy staff 

Ǝ pharmacy quality procedures 

Ǝ relevant legislation and statutory requirements, 
including WHS requirements applicable to the 
sales environment  

 pharmacy protocols and procedures relating to: 

Ǝ efficient and sustainable use of resources 

Ǝ pricing  

Ǝ sales and service delivery 

Ǝ stock maintenance and control. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace 

 customer feedback 

 research report 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 
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Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCCPM503 Manage pharmacy premises and equipment 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to ensure pharmacy merchandise, premises 
and equipment are consistently presented and maintained in line 
with the image of a professional health provider. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to persons with managerial responsibility in 
community pharmacies and may include management across 
single or multiple outlet businesses. 
 
Persons in this role are required to apply initiative and judgement, 
using a range of problem-solving and decision-making strategies. 

Competency field Community Pharmacy Management 

Unit sector Community Pharmacy 
 

 
 

 
 

 
 

 

 
 

 
 

 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Manage pharmacy 
appearance and 
access.  

1.1. Develop and implement pharmacy procedures for 
pharmacy housekeeping and maintenance. 

1.2. Ensure pharmacy housekeeping standards are monitored 
and maintained. 

1.3. Provide easy and safe access into and within the 
pharmacy for people with mobility aids. 

1.4. Maintain professional services area that is clearly 
distinguishable from the general trading area and 
supervised at all times by a pharmacist. 

1.5. Initiate contingency plans in the event of merchandise or 
pharmacy presentation problems. 

2. Manage pharmacy 
stock storage and 
equipment 
maintenance. 

2.1. Ensure all equipment used in the pharmacy is kept clean, 
serviceable and calibrated where required. 

2.2. Maintain areas for receiving and storing stock under 
appropriate conditions, according to stock category. 

2.3. Ensure refrigerated storage is cold chain tested and 
certified at regular intervals. 

2.4. Maintain a room temperature at no more than 25 degrees 
in professional, trading and storage areas of the pharmacy.  

3. Manage pharmacy 
merchandise 
presentation. 

3.1. Ensure layout and presentation promote customer flow, 
and comply with scheduled medicine display restrictions 
and pharmacy visual merchandising policies and plans. 

3.2. Develop and implement layout assessment checks. 
3.3. Organise the location of displays of temporary specials 

and promotions.  
3.4. Define standards for visual presentations and displays and 
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clearly communicate these to team members. 

3.5. Ensure team members maintain displays in a clean and 
tidy condition according to display plans. 

3.6. Consult with front of pharmacy team members to assess 
customer response to space allocations. 

4. Maintain pharmacy 
merchandise pricing. 

4.1. Maintain pricing of pharmacy medicines and products 
according to pharmacy pricing policy. 

4.2. Communicate accurate pricing information and changes to 
relevant team members. 

4.3. Ensure current and accurate pricing is maintained on all 
displays.  
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ consult team members 

Ǝ convey accurate pricing information to team members 

Ǝ explain pharmacy standards and expectations to front of pharmacy team members 

Ǝ ask questions to identify and confirm requirements 

Ǝ use language and concepts appropriate to cultural differences 

 literacy skills to: 

Ǝ read pharmacy documents  

Ǝ follow visual merchandising plans 

Ǝ follow pharmacy merchandising and pricing procedures 

 numeracy skills to: 

Ǝ analyse stock figures 

Ǝ check and maintain pricing policies 

Ǝ check and maintain merchandise space requirements  

 problem-solving skills to initiate a contingency plan in the event of incidents, such as: 

Ǝ blackouts 

Ǝ breakages 

Ǝ major spillages 

 planning and organising skills to: 

Ǝ work with pharmacist in charge to monitor dispensary equipment and cold storage 

Ǝ arrange equipment maintenance where required  

Ǝ develop and implement layout and assessment checks 

 technology skills to use pharmacy point of sale and stock software 
 

Required knowledge 

 appropriate storage conditions for temperature-sensitive stock 

 cold chain requirements 

 merchandise space allocations and stock layout 

 pharmacy equipment requiring regular maintenance checks or calibration 

 pharmacy protocols and procedures in regard to: 

Ǝ efficient and sustainable use of resources 

Ǝ housekeeping  for premises, fittings, fixtures and equipment 

Ǝ pricing  

Ǝ stock storage 

Ǝ visual merchandising 

 range and availability of pharmacy products 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy housekeeping and 
maintenance may include: 

 pharmacy premises 

 fittings and fixtures  

 equipment 

 safe disposal of undispensed or returned medicines 

 maintenance and calibration of: 

Ǝ cold chain equipment and storage areas  

Ǝ weighing and measuring devices 

 servicing and updating pharmacy hardware and 
software. 

Category may include:  temperature-sensitive stock requiring storage 
between 2 degrees centigrade and 8 degrees 
centigrade 

 scheduled medicines 

 cytotoxic medicines 

 unscheduled stock items 

 damaged, faulty or expired stock 

 return of unwanted medicines 

 products subject to recall. 

Visual merchandising policies and 
plans may include: 

 banner group display standards 

 key product areas 

 medicine locations, according to schedules 

 pharmacy image 

 pharmacy layout and space availability 

 pricing policy 

 seasonal lines 

 target market. 
 

 

 
 

 
 

 
 

 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 manage pharmacy appearance and access 

 manage stock-handling storage to maintain 
optimum quality 

 plan and coordinate a system of regular equipment 
checks and maintenance 

 manage space allocation, merchandise 
presentation and pricing to comply with medicine 
schedules and pharmacy visual merchandising 
standards.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated over sufficient time to include 
handling of a range of contingencies 
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 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a pharmacy team 

 relevant documentation, such as: 

Ǝ current pricing information 

Ǝ relevant pharmacy procedures 

Ǝ merchandise range  

Ǝ space allocation data 

Ǝ visual merchandising plans. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 case studies 

 observation of the candidate in the workplace 

 research report 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCCPM504 Investigate new front of pharmacy products and services 

Modification history N  
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to investigate, plan for and introduce new front 
of pharmacy products and services. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to persons with managerial responsibility in 
community pharmacies.  
 
Persons in this role are required to apply initiative and judgement, 
using a range of problem-solving and decision-making strategies. 

Competency field Community Pharmacy Management 

Unit sector Community Pharmacy 
 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Analyse market. 1.1. Monitor customer requirements and evaluate market 
factors. 

1.2. Review performance of front of pharmacy product and 
service range to identify the demand for individual items 
and seasonal variations. 

1.3. Identify opportunities to improve pharmacy sales and 
services. 

1.4. Research and identify potential new products and services, 
evaluate supplier claims, and refer recommendations to 
managing pharmacist where relevant. 

1.5. Identify market competition for specific products and 
services. 

2. Plan front of pharmacy 
product and service 
range. 

2.1. Assess existing pharmacy product and service range 
against pharmacy values and objectives, market analysis 
and sales performance. 

2.2. Identify display space requirements and optimum product 
or service mix according to market analysis. 

2.3. Update product range at regular intervals. 
2.4. Identify product lines to be deleted and take action to 

minimise adverse effects on profit. 
2.5. Consolidate stock as required to maximise sales potential. 

3. Monitor quality control. 3.1. Establish expected merchandise quality standards with 
suppliers.  

3.2. Monitor merchandise quality during supply and delivery 
process. 

3.3. Check stock return figures and analyse against target 
figures. 
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4. Introduce new 

products and services. 
4.1. Inform staff of new product ranges and services, and 

implement relevant staff training. 
4.2. Demonstrate, promote and display new products and 

services to staff. 

5. Maximise profit. 5.1. Calculate or estimate product range contributions against 
budget targets. 

5.2. Develop product range assessment checks and implement 
against budget targets. 

5.3. Maximise profit margins in negotiation with suppliers. 
5.4. Determine pricing policies for services and products 

according to stated net profit margin in pharmacy 
merchandising plan. 

5.5. Negotiate specifications for terms of trade. 
 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ negotiate with suppliers 

Ǝ inform staff of new products and services 

 initiative and enterprise skills to: 

Ǝ identify opportunities to improve pharmacy sales and services 

Ǝ refer recommendations to the managing pharmacist where relevant 

 learning skills to: 

Ǝ evaluate supplier claims 

Ǝ research and identify potential new products and services 

 numeracy skills to: 

Ǝ calculate or estimate product range contributions against budget targets 

Ǝ check stock return figures and analyse against targets 

Ǝ identify display space requirements 

Ǝ maximise profit margins in negotiation with suppliers 

 planning and organising skills to: 

Ǝ plan front of pharmacy product range 

Ǝ introduce new products and services 

 problem-solving skills to: 

Ǝ consolidate stock to maximise sales potential 

Ǝ identify products to be deleted and take action to minimise adverse effects on profit 

 technology skills to access and review stock records 
 

Required knowledge 

 current and potential use of available space for: 

Ǝ product category displays 

Ǝ service areas 

 sales budget targets, including: 

Ǝ turnover 

Ǝ profit margin 

 existing pharmacy product and service range 

 existing and possible new suppliers 

 pharmacy values and objectives that impact on product and service provision 

 pharmacy stock system 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer requirements may 
include: 

 price 

 quality 

 range. 

Market factors may include:  local market demographics 

 popularity of new and emerging products 

 popularity of products with minimal environmental 
impact 

 increased or reduced demand for some products 
and services. 

Front of pharmacy product and 
service range may include: 

 beauty products and services 

 health-care support services 

 Pharmacy Medicines (S2) 

 unscheduled pharmacy medicines and products. 

Supplier claims must include 
substantiated research, such as: 

 clinical testing 

 consumer or market research 

 objective technical methods 

 published and peer-reviewed outcomes 

 sensory analysis by trained panels or by 
consumers. 

Terms of trade may include:  special buys 

 payment terms 

 promotional deals with suppliers 

 partnership promotions. 
 
 

 
 

 

 
 

 
 

 

 
 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 analyse the potential market for a new product or 
service in a specific pharmacy business 

 identify and delete non-performing products 

 plan for and introduce new products and services 

 use stock data to maximise turnover and profit 

 negotiate with suppliers and monitor quality control. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated over sufficient time to include 
handling of a range of contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a work team 
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 relevant documentation, such as: 

Ǝ current pricing information 

Ǝ merchandise range  

Ǝ space allocation data 

Ǝ visual merchandising plans. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 case studies 

 observation of the candidate in the workplace 

 research report 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCDIS301 Accept prescriptions and return dispensed medicines to customers 

Modification history E 
This is an updated unit, based on and equivalent to SIRPDIS001A 
Accept prescriptions and deliver medicine. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to collect and verify customerôs prescription-
related information, lodge scripts for dispensing, and return 
dispensed prescription items to customers on behalf of the 
dispensing pharmacist. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to pharmacy assistants and dispensary assistants 
who work in community pharmacies. 
 
A person undertaking this role is required to work under the direct 
supervision of a pharmacist. 

Competency field Dispensary 

Unit sector Community Pharmacy 
 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Verify prescription and 
customer details. 

1.1. Approach customer and accept prescriptions in a timely 
manner. 

1.2. Check customerôs prescriptions for legality, validity 
and completeness.  

1.3. Confirm customer details. 
1.4. Respect customer privacy and confidentiality when 

requesting and providing information. 
2. Confirm customer 

prescription needs. 
2.1. Identify and confirm items to be dispensed. 
2.2. Provide brand substitution information and determine 

customer preference. 
2.3. Flag and refer prescription discrepancies and other 

situations requiring additional assistance to appropriate 
pharmacy staff or a pharmacist. 

2.4. Advise customers of expected prescription preparation 
time, including delaying factors or delivery times as 
appropriate. 

2.5. Lodge verified prescriptions together with relevant 
recorded customer information for dispensing. 
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3. Return prescribed 

medicines to 
customers.  

3.1. Verify that dispensed prescriptions have been checked by 
a pharmacist and check dispensed medicines to ensure 
customerôs requested items and quantities have been 
dispensed. 

3.2. Verify that the customer receives the correct medicine and 
that the customer or their agent signs and dates the 
prescription as confirmation of receipt.  

3.3. Explain information provided on medicines and 
question to confirm customer understanding. 

3.4. Refer customers to a pharmacist in situations requiring 
additional assistance or therapeutic advice. 

3.5. Supply dispensed medicines promptly in appropriate 
packaging. 

3.6. Provide information on other products where required to 
effectively use medicines supplied. 

3.7. Retain store-filled prescriptions in a nominated secure 
area. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ ask questions to identify and confirm customer requirements 

Ǝ explain information contained on cautionary and advisory labels in a level of English 
suited to the customerôs communication requirements 

Ǝ question to confirm that the customer understands the information provided 

Ǝ invite further questions from the customer 

Ǝ provide relevant information to the dispensing pharmacist and other staff members 
where required 

Ǝ seek direction from the dispensing pharmacist 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 literacy skills to: 

Ǝ check prescription information 

Ǝ read cautionary and advisory medicine labels 

Ǝ record customer information 

 planning and organising skills to: 

Ǝ plan and carry out work to meet dispensary workflow requirements 

Ǝ provide timely delivery of dispensed items to customers  

 teamwork skills to operate as part of a dispensing team  
 

Required knowledge 

 brand substitution information, including: 

Ǝ product costing policy reflecting brand price premiums and therapeutic premiums 

Ǝ the term óbio-equivalentô products as defined by the Therapeutic Goods Administration 
(TGA) 

 pharmacy procedures relating to:  

Ǝ accepting prescriptions  

Ǝ accessing and using pharmacy information systems required by the role 

Ǝ circumstances under which referral to a pharmacist or other pharmacy staff is required 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ delivering dispensed prescriptions 

Ǝ maintaining the privacy and confidentiality of customer information 

Ǝ offering brand substitution 

 Pharmaceutical Benefits Scheme (PBS) and Medicare Australia system, and supply rules 
relating to: 

Ǝ customer eligibility and access 

Ǝ payments for general customers (without concessional cards) and concessional 
customers 

Ǝ co-payments 

Ǝ safety net entitlements 

Ǝ supplying repeat prescriptions 

 privacy principles as they relate to accepting prescriptions and delivering medicine 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Customerôs prescriptions may 
include: 

 a limited approved range of scripts from providers, 
including: 

Ǝ dentists 

Ǝ doctors  

Ǝ nurse practitioners  

Ǝ optometrists 

Ǝ podiatrists 

Ǝ veterinary surgeons  

 National Health scripts 

 private scripts 

 repatriation scripts or Veteran Affairs scripts. 

Legality, validity and 
completeness may include: 

 adequate written instructions on the dosage 
regimen 

 compliance with timing rules to fill repeat scripts 

 doctorôs or prescribing practitionerôs full name, 
current address, telephone number and date 

 name of medicine, quantity prescribed and clearly 
indicated dosage directions  

 currency of prescription 

 clear prescription with no indication of tampering or 
forgery 

 self-treatment instructions that meet legal and 
regulatory requirements. 

Customer details may include:  full name and current address 

 date of birth where patient is elderly (over 70 years) 
or young (under 12 years) 

 entitlement number, if any, under the PBS 

 Medicare details 

 private health cover and receipt requirements 

 allergies or adverse reactions suffered in the past to 
medications  

 current use of other medications, including 
complementary medicines. 
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Prescription discrepancies may 
include: 

 incomplete or incorrect prescriber or customer 
details 

 out-of-date prescriptions 

 prescriptions marked ócancelledô or in other ways 
that indicate they have been dispensed and 
completed 

 invalid prescriptions, such as: 

Ǝ forged or altered information 

Ǝ written by prescriber for self-treatment 

 requests for excessive quantities. 

Delaying factors may include:  out-of-stock prescribed medicines 

 special preparation requirements, e.g. compounded 
products. 

Information provided on medicines 
may include: 

 pharmacy labels 

 cautionary or advisory labels 

 additional information or advice prepared by a 
pharmacist 

 information provided by the supplier 

 self-care and health information 

 Consumer Medicine Information (CMI).  

Appropriate packaging may 
include: 

 packaging that protects customer privacy and 
medicine handling requirements, such as: 

Ǝ light-sensitive tray-controlled packaging 

Ǝ opaque packaging 

Ǝ paper bags 

Ǝ packaging determined by the pharmacist.  
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance 
criteria, required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 accept and lodge prescriptions for dispensing  

 identify different types of prescriptions and 
entitlements 

 follow verification procedures when providing 
dispensed medicines to customers  

 operate as part of a dispensing team and provide 
relevant information to a pharmacist and other 
pharmacy staff as required 

 provide prescription information to customers in 
ways appropriate to customer needs and 
demonstrate appropriate techniques to confirm 
understanding 

 recognise and act on situations requiring referral 
to a pharmacist or other pharmacy staff. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time 
and observed by the assessor or the technical 
expert working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real pharmacy workplace 
environment that meets Pharmacy Board of 
Australia and relevant industry standards for 
dispensary operations, which may include client 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of customers with different prescription 
requirements and entitlements who are typical of 
the customer base  

 dispensed medicines for return to customers 

 relevant documentation, such as: 

Ǝ PBS information 

Ǝ pharmacy procedures 

Ǝ prescriptions.  
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit:  

 observation of the learner performing a range of 
tasks in an actual or simulated work environment, 
over sufficient time to demonstrate handling of a 
range of contingencies, which may include: 

Ǝ accepting prescriptions and delivering 
medicine to a range of customers 

Ǝ completing pharmacy documentation relevant 
to accepting prescriptions 

Ǝ returning dispensed medicines to customers 

Ǝ seeking direction from the dispensing 
pharmacist 

 role plays to confirm communication skills that 
meet diverse customer requirements 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCDIS302 Deliver medicines to customers outside the pharmacy 

Modification history E 
This is an updated unit, based on and equivalent to SIRPDIS002A 
Deliver prescription medicines to customers outside the pharmacy. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to plan and carry out home delivery of 
dispensed medications and other pharmacy products to community 
pharmacy customers.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the 
unit 

This unit applies to pharmacy assistants and dispensary assistants 
who work in community pharmacies.  
 
A person undertaking this role is required to work under the 
supervision and direction of a pharmacist. 

Competency field Dispensary  

Unit sector Community Pharmacy 
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Confirm customer 
delivery requirements. 

1.1. Identify pharmacy products to be delivered to customer. 
1.2. Identify prescription items required. 
1.3. Confirm customer details. 
1.4. Confirm delivery information with the customer. 

2. Prepare and plan 
prescription deliveries. 

2.1. Confirm that items are ready for delivery. 
2.2. Liaise with a pharmacist to confirm method of providing 

customer advice. 
2.3. Prepare items for delivery to meet handling and storage 

requirements. 
2.4. Confirm that delivery documentation is accurate and 

complete. 
2.5. Use available aids to plan the most efficient delivery route. 
2.6. Schedule deliveries to suit requirements of the pharmacy 

and customers. 

3. Distribute medicine to 
customers outside the 
community pharmacy. 

3.1. Verify customer or agent identity and any special delivery 
instructions. 

3.2. Explain information provided on medicines and, where 
instructed by the pharmacist, question to confirm customer 
or agentôs understanding. 

3.3. Request a dated signature as evidence of receipt of goods. 
3.4. Arrange for pharmacist follow-up in situations requiring 

additional assistance or therapeutic advice. 
3.5. Finalise the sales transaction if appropriate. 
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4. Reconcile delivered 

items and records. 
4.1. Reconcile medicines and other items collected for delivery 

with items distributed. 
4.2. Reconcile cash payment with the value of items sold. 
4.3. Complete delivery documentation and records. 
4.4. Follow pharmacy procedures to make alternative 

arrangements where unplanned factors have prevented 
delivery of medications. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ confirm that the person receiving medicines and delivery information is authorised to do 
so 

Ǝ confirm that the person receiving medicines is not a child 

Ǝ explain information contained on cautionary and advisory labels in a level of English 
suited to customer communication requirements 

Ǝ question to confirm that the customer correctly understands the information provided 

Ǝ invite further questions from the customer 

Ǝ seek direction from the dispensing pharmacist 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 literacy skills to: 

Ǝ follow pharmacy procedures  

Ǝ check prescription information 

Ǝ read directions and maps to locate addresses and plan efficient delivery routes 

 planning and organising skills to: 

Ǝ plan delivery routes to achieve efficient delivery outcomes 

Ǝ arrange for a customer to make contact with a pharmacist where more detailed support 
or advice is required 

 problem-solving skills to respond to situations where no authorised person is available to 
receive items 

 

Required knowledge 

 pharmacy procedures relating to: 

Ǝ delivery of prescription items to customers outside the pharmacy 

Ǝ response to unavailability of the customer or an authorised agent to accept delivery 

Ǝ responding to customer questions  

Ǝ arranging for a pharmacist to provide follow-up therapeutic advice and information to the 
customer 

Ǝ protecting security of self, product and cash 

Ǝ response in the event of theft, loss or accident 

 product and delivery: 

Ǝ charges  

Ǝ payment options and procedures 

 privacy principles as they relate to home delivery of medicines 

 label information, such as: 

Ǝ dosage regimen, e.g. dose time in relation to food 

Ǝ frequency 

Ǝ duration of treatment 

Ǝ special storage requirements, e.g. cold chain 

 role boundaries and responsibilities and circumstances under which referral to a pharmacist 
or other pharmacy staff is required 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy products may include:  prescription medicines 

 Pharmacy Medicines (S2) 

 non-scheduled pharmacy products. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 in their own home or contacting the pharmacy by 
phone 

 in residential care settings 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Customer details may include:  patient name 

 delivery address 

 telephone number 

 suitable delivery times 

 specific location advice. 

Delivery information may include:  items on the prescriptions to be dispensed 

 other products required 

 estimated delivery time 

 persons authorised to accept delivery 

 payment method. 

Ready for delivery may include:  assembled items are complete, clearly and correctly 
labelled, and match customer requirements 

 a pharmacist has verified dispensed items 

 required information and advice accompanies the 
items 

 items are packaged appropriately to protect 
customer privacy and product integrity.  

Handling and storage requirements 
may include: 

 temperature control and cold chain items 

 light-sensitive items 

 heat-sensitive items. 

Delivery documentation may 
include: 

 prescription documentation to be signed by 
customer or agent 

 self-care and health information 

 other information supplied by a pharmacist 

 delivery check sheets 

 customer location details. 
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RANGE STATEMENT 
Information provided on medicines 
may include:  

 pharmacy labels 

 cautionary and advisory labels 

 additional information or advice prepared by a 
pharmacist 

 information provided by the supplier 

 self-care and health information 

 Consumer Medicine Information (CMI). 
 

 
 

 

 
 

 
 

 
 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy procedures when delivering 
dispensed medicines and other products outside 
the pharmacy 

 provide information in ways appropriate to customer 
needs and demonstrate relevant techniques to 
confirm understanding 

 apply correct storage and transport conditions and 
any special delivery requirements for dispensed 
items 

 recognise and arrange follow-up contact, in 
situations requiring referral to a pharmacist.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 demonstrated over a period of time and observed 
by the assessor or the technical expert working in 
partnership with the assessor as described in the 
assessment 

 demonstrated in a real workplace environment that 
meets relevant industry standards and which may 
include client interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of customers or their agents with different 
locations and delivery requirements who are typical 
of the customer base  

 dispensed items and other products for delivery to 
the customer or their agent 

 dispensed items requiring special handling 

 delivery documentation and record-keeping 
systems 

 payment systems 

 relevant documentation, such as: 

Ǝ customer details 

Ǝ delivery checklists 

Ǝ maps or location information 

Ǝ pharmacy procedures 

Ǝ real or simulated prescriptions 

Ǝ CMI. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate: 

Ǝ preparing for deliveries  

Ǝ delivering items to customers outside the 
pharmacy 

Ǝ completing documentation and records relevant 
to delivering prescription and other pharmacy 
items  

Ǝ seeking direction from the dispensing 
pharmacist 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance 

 role plays to: 

Ǝ confirm communication skills that meet diverse 
customer requirements 

Ǝ demonstrate understanding of contingency 
management procedures 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge.  

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 

 

 
  



101 
 

SIPCDIS303 Assist in dispensing prescriptions 

Modification history E 
This is a revised unit, based on and equivalent to SIRPDIS003A 
Assist in dispensary operations.  

Unit descriptor This unit describes the performance outcomes, skills and knowledge 
required to work in a dispensary to assist with the preparation of 
prescriptions. The dispensary assistantôs role is limited to those 
functions that do not require the exercise of professional judgement or 
discretion with regard to prescriptions. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality assurance 
standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCDIS301 Accept prescriptions and return dispensed 
medicines to customers 

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the 
unit 

This unit applies to dispensary assistants working in the dispensary 
area of a community pharmacy.  
 
A person undertaking this role is required to work under the direct 
supervision of a pharmacist. 

Competency field Dispensary 

Unit sector Community Pharmacy 
 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the 
essential outcomes of a unit 
of competency. 

Performance criteria describe the performance needed to demonstrate achievement 
of the element. Where bold italicised text is used, further information is detailed in the 
required skills and knowledge section and the range statement. Assessment of 
performance is to be consistent with the evidence guide. 

1. Check prescription 
details. 

1.1. Check patient details and prescription details to ensure 
prescription is complete and valid.  

1.2. Refer incomplete or invalid prescriptions to pharmacist for 
action. 

2. Enter prescription 
information.  

2.1. Enter patient and prescription details from original prescription 
into the dispensing computer system. 

2.2. Check that entered electronic data matches patient and 
prescription details. 

2.3. Refer to pharmacist to check patient record and dispensing 
software flagged medication interactions. 

2.4. Use computer software to select and record any brand 
change. 

2.5. Ensure prescriberôs specific directions are entered for the 
medication label. 

2.6. Generate one printed label for each pack, repeat 
authorisations and Consumer Medicine Information (CMI) 
where applicable.  

3. Select and label 
prescribed 
medications. 

3.1. Refer to original prescription document to accurately select 
medications manually or robotically and check medication, 
strength and quantity. 

3.2. Check printed label for expiry date, directions for use, drug 
strength and quantity against original prescription and apply 
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ELEMENT PERFORMANCE CRITERIA 
to each pack.  

3.3. Apply appropriate cautionary and advisory labels. 
3.4. Ensure important information on manufacturerôs label is not 

obscured by pharmacy labels. 
3.5. Swipe barcode with scanner and check on computer screen 

for drug name, patientôs name, address and date. 

4. Assemble 
prescribed 
medications and 
finalise 
documentation. 

4.1. Assemble prescribed medicines with all relevant 
documentation and counselling aids. 

4.2. Ensure dispensing pharmacist checks all items belonging to 
the prescription. 

4.3. Place in a container that leaves all items visible. 
4.4. Place container in pharmacy-designated private collection 

location for return of prescription medication to customer.  
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ provide relevant information to and seek direction from a pharmacist as required 

Ǝ ask questions to identify and confirm pharmacist requirements 

 literacy skills to: 

Ǝ check that patient and prescription details are complete and valid  

Ǝ follow prescription information  

Ǝ prepare labels in plain English 

Ǝ identify and select correct product with reference to form, dose, strength and quantity 

Ǝ confirm that directions for use on prescribed medications match the relevant prescription  

Ǝ apply procedures for selecting bio-equivalent generic medicines 

 numeracy skills to apply prescription requirements relating to: 

Ǝ drug strength 

Ǝ quantities  

 planning and organising skills to: 

Ǝ apply procedures for assembling and preparing prescription items 

Ǝ organise work to meet dispensary workflow requirements 

 teamwork skills to operate as part of a dispensary team, working under the supervision of a 
pharmacist 

 technology skills to use the dispensary software system to: 

Ǝ enter patient and prescription information 

Ǝ access patient medications dispensing history  

Ǝ print medication labels 

Ǝ scan medication labels 
 

Required knowledge 

 dispensary workflow and layout, including: 

Ǝ alphabetical arrangement of medications 

Ǝ sequential positioning of medications along shelves 

Ǝ controlled substances under specific storage conditions 

Ǝ grouping of Pharmacist Only Medicines (S3) 

Ǝ refrigeration 

 dose forms and abbreviated names  

 key areas of the dispensary software system 

 legal requirements and principles for product labelling, such as: 

Ǝ product name 

Ǝ batch numbering 

Ǝ expiry date  

 major drug groups and their expected effects on the body 

 personal role boundaries and responsibilities in assisting a pharmacist with dispensing 
activities 

 pharmacy procedures relating to dispensary activities, including: 

Ǝ protecting customer privacy 

Ǝ controlling, accessing and maintaining security of the dispensary 

Ǝ pricing dispensary items 

Ǝ dispensary housekeeping checklist and responsibilities 

 prescribing conventions, abbreviations and medical terminology used in prescriptions and 
instructions for the use of medicines 

 procedures and rationale for validating prescriptions 

 relevant regulations and guidelines, including: 
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Ǝ Pharmacy Board of Australia Guidelines for Dispensing of Medicines 

Ǝ Pharmaceutical Benefits Scheme (PBS) requirements  

Ǝ Medicare Australia regulations 

 Standard for the Uniform Scheduling of Medicines and Poisons (SUSMP) 

 types of prescriptions presented for dispensing at community pharmacies, including: 

Ǝ PBS prescriptions, including: 
- authority 
- concession 
- dental 
- general 
- pension 
- podiatrist 
- optometrist  

Ǝ private prescriptions, including: 
- medicines that do not count towards the safety net 
- items not subsidised by PBS 
- prescription written for a person without a Medicare card, such as an overseas visitor 
- quantity not subsidised by PBS 
- repeats not subsidised by PBS 

 
 

 
 

 
 

 
  



105 
 

 
 

 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Patient details may include:  address 

 allergies 

 any other contact 

 body weight 

 concessional entitlements 

 date of birth 

 home telephone or mobile number  

 name 

 Medicare number. 

Prescription details may include:  advised substitution options 

 authority approval 

 date 

 doctorôs signature 

 prescription requirements 

 controlled drug requirements. 

Prescription may include:  PBS prescriptions  

 private prescriptions 

 electronic or hard copy format. 

Patient record may include:  dispensing history for consistency of treatment 

 evidence of misuse 

 interactions with other medications 

 labels  

 repeats. 

Cautionary and advisory labels 
may include: 

 warning against undesirable effects, including 
interactions with other medicines or foods 

 being designed to maximise efficacy in the use of 
medications. 

Important information may include:  batch number 

 expiry date 

 name 

 strength. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 check patient details and prescription details to 
verify that prescriptions are complete and valid 

 enter prescription information and use dispensary 
software for a range of dispensing tasks 

 refer to pharmacist to check patient record for each 
prescription 

 follow dispensary procedures to assemble, label 
and check prescribed items 

 plan and carry out dispensing tasks to meet 
dispensary workflow requirements 

 recognise and act on software alerts or respond to 
other contingencies by referring to the pharmacist.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time and 
observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real workplace environment that 
meets Pharmacy Board of Australia and relevant 
industry standards for dispensary operations, which 
may include client interruptions and involvement in 
other related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 pharmacy dispensary policies and procedures 

 a dispensary software system 

 a range of real or simulated customer prescriptions 
with different requirements 

 a range of Pharmacist Only Medicines and related 
dispensing equipment. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the dispensary: 

Ǝ assisting a dispensing pharmacist by performing 
a range of dispensing tasks, over sufficient time 
to demonstrate handling of a range of 
contingencies 

Ǝ using dispensary software  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance 
assisting with dispensary operations. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCDIS404 Assist in dispensary stock control 

Modification history E 
This is a revised unit, based on and equivalent to SIRPDIS004A 
Assist in dispensary stock control. 

Unit descriptor This unit describes the performance outcomes, skills and knowledge 
required to maintain a dispensary stock control system. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality assurance 
standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCDIS303 Assist in dispensing prescriptions 

  

Application of the 
unit 

This unit applies to dispensary assistants working in the dispensary 
area of a community pharmacy.  
 
A person undertaking this role is required to work under the direct 
supervision of a pharmacist. 

Competency field Dispensary 

Unit sector Community Pharmacy 
 
 

 
 

 
 

 

 
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the 
essential outcomes of a unit 
of competency. 

Performance criteria describe the performance needed to demonstrate achievement 
of the element. Where bold italicised text is used, further information is detailed in the 
required skills and knowledge section and the range statement. Assessment of 
performance is to be consistent with the evidence guide. 

1. Source and order 
dispensary stock. 

1.1. Identify dispensary stock requirements. 
1.2. Obtain information on stock availability, cost and delivery 

capacity. 
1.3. Seek pharmacist approval for stock orders to meet stock 

maintenance requirements. 
1.4. Place orders for dispensary items within required timelines. 

2. Receive dispensary 
stock. 

2.1. Check that cold chain items have maintained their optimum 
temperature during transport and report unacceptable quality 
to the pharmacist. 

2.2. Follow dispensary procedures when handling and storing 
received dispensary stock. 

2.3. Inspect stock quantities and quality against order and identify 
and report order discrepancies or unacceptable quality to 
pharmacist. 

2.4. Record and maintain dispensary stock control information. 
2.5. Label or ticket dispensary stock as required. 
2.6. Alert a pharmacist to the delivery of controlled drugs. 

3. Store dispensary 
stock. 

3.1. Identify and follow dispensary product layout when placing 
stock on shelves or storage locations. 

3.2. Monitor and maintain storage conditions to ensure product 
integrity and to meet legal requirements. 

3.3. Apply product security procedures. 

4. Assist in controlling 
dispensary stock 
levels. 

4.1. Identify and confirm working stock levels with pharmacist. 
4.2. Implement dispensary stock control procedures. 
4.3. Implement stocktaking procedures. 
4.4. Investigate, resolve and report on stock discrepancies. 
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5. Collect and dispose 

of dispensary stock 
waste. 

5.1. Label and report expired, damaged or returned stock to a 
pharmacist. 

5.2. Sort waste and seek pharmacist approval to reject out-of-
date, damaged or excess dispensary stock items, according 
to dispensary procedures. 

5.3. Handle and dispose of dispensary stock and waste under 
pharmacist supervision and according to dispensary 
procedures. 

5.4. Update dispensary stock records following disposal. 
 

 
 

 
 

 
 

 

 
 

 
 

 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ seek pharmacist approval for stock orders and confirm working stock levels 

Ǝ alert pharmacist to the delivery of controlled drugs 

Ǝ report discrepancies, unacceptable quality and expired, damaged and returned stock 
through clear and direct communication 

Ǝ ask questions to identify and confirm requirements 

 initiative and enterprise skills to follow environmental protection practices, such as: 

Ǝ identifying and handling products, including: 
- damaged, contaminated or deteriorated stock 
- routine handling of products  
- special handling as required 

Ǝ disposing rejected dispensary items according to dispensary procedures 

Ǝ minimising waste 

 literacy skills to: 

Ǝ check order and delivery documentation 

Ǝ record and maintain stock information  

 numeracy skills to: 

Ǝ count and reconcile stock levels 

Ǝ calculate stock necessary to maintain required levels 

Ǝ review and compare information on stock cost 

 planning and organising skills to: 

Ǝ receive and store stock in a timely manner 

Ǝ conduct dispensary stocktakes 

Ǝ maintain storage areas to meet good housekeeping requirements 

Ǝ plan and organise own work to meet dispensary stock control requirements 

Ǝ organise product return and recall 

 problem-solving skills to: 

Ǝ maintain stock levels  

Ǝ handle and dispose of unused or returned dispensary stock 

 technology skills to use dispensary databases and information systems 
 

Required knowledge 

 dispensary databases and information systems to support management of supplier 
information and process for ordering goods 

 dispensary layout and storage locations for dispensary items, including requirements for 
storing scheduled medicines 

 dispensary procedures relating to stock control 

 financial implications of stock level control 
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 personal role boundaries and responsibilities for maintaining and controlling dispensary 
stock 

 purpose of batch numbering and expiry dates on pharmaceutical products 
 

 

 
 

 

 
 

 
 

 

 
 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Dispensary stock may include:  scheduled products 

 products requiring special handling, e.g. refrigerated 
stock 

 raw materials for compounding. 

Dispensary procedures may 
include: 

 cold chain requirements 

 dispensary access  

 dispensary housekeeping checklist and personal 
responsibilities 

 identification and handling of products  

 maintaining security of dispensary stock 

 ordering and receiving dispensary stock 

 work health and safety (WHS) in the dispensary 

 performing dispensary stocktakes 

 product return and recall  

 waste handling, sorting and disposal. 

Storage conditions may include:  location 

 cold chain requirements 

 temperature, humidity, light and security 

 ventilation 

 storage of hazardous substances. 

Dispensary stock control 
procedures may include: 

 maintaining storage conditions 

 rotating dispensary stock 

 keeping dispensary stock undamaged 

 monitoring expiry dates 

 assisting in dispensary stock selection 

 maintaining current shelf labels 

 maintaining stock levels within budget. 

Dispose may include:  returning to supplier 

 safe destruction according to pharmacy policy, 
legislative requirements and environmental 
protection guidelines 

 disposal service. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 plan and carry out work to meet dispensary stock 
control requirements 

 apply pharmacy procedures and codes of practice 
in regard to dispensary stock control  

 follow contingency control procedures, including 
procedures for returning pharmacy products to 
supplier or manufacturer and procedures for 
returning unwanted medicines from customer to 
pharmacy 

 recognise and act on situations requiring referral to 
a pharmacist  

 maintain housekeeping standards in the dispensary 
stores area. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time and 
observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real workplace environment that 
meets Pharmacy Board of Australia and relevant 
industry standards for dispensary operations, which 
may include interruptions and involvement in other 
related activities normally expected in the pharmacy 
dispensary area. 

Assessment must ensure access to: 

 relevant pharmacy procedures 

 relevant codes of practice or guidelines 

 dispensary stock control record-keeping systems 

 relevant documentation, such as: 

Ǝ purchase orders 

Ǝ invoices and statements 

Ǝ packing slips 

Ǝ credit slips 

Ǝ standing orders 

 electronic data interchange (EDI) forms 

 a range of medicines and related equipment 

 storage capacity appropriate to a dispensary. 
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the learner: 

Ǝ performing a range of dispensary stock control 
tasks over sufficient time to demonstrate 
handling of a range of contingencies 

Ǝ storing and handling a range of items, including 
scheduled items requiring storage in secure 
areas and items with special handling and 
storage requirements 

Ǝ using dispensary information systems 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 review of portfolios of evidence and third-party 
workplace reports.  

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, salon and job role is recommended. 
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SIPCDIS405 Assist in dispensary administration 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assist the pharmacist by completing 
administration tasks within a community pharmacy dispensary. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCDIS303 Assist in dispensing prescriptions 

  

Application of the unit This unit applies to dispensary assistants working in the dispensary 
area of a community pharmacy. Administrative tasks are limited to 
functions that do not require the exercise of professional 
pharmaceutical judgement. They reflect a context of compliance 
with legislation affecting community pharmacies, Pharmacy Board 
of Australia Guidelines, and requirements of Medicare Australia 
and the Pharmaceutical Benefits Scheme (PBS). 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Dispensary 

Unit sector Community Pharmacy 
 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Perform general 
administrative tasks. 

1.1. Complete administrative tasks using dispensary systems 
and following established procedures. 

1.2. Maintain supplies of consumable items. 
1.3. Maintain safe, uncluttered and hygienic dispensary work 

and storage areas.  

2. Maintain the 
dispensary computer 
system. 

2.1. Perform routine computer maintenance. 
2.2. Regularly update dispensing system data to ensure its 

accuracy and currency. 
2.3. Generate dispensary reports as needed. 
2.4. Inform pharmacist in charge of changes to the data stored 

in the dispensary information system. 
2.5. Maintain confidentiality of dispensary information where 

required. 
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3. Prepare PBS claims.  3.1. Close off at regular intervals claim period for 

prescriptions, as directed by the supervising pharmacist 
and to meet Medicare Australia and PBS claim 
reimbursement timelines. 

3.2. Check prescription forms to ensure they have been signed 
and dated by the patient or agent. 

3.3. Ensure required PBS claims information has been 
included on each item being claimed. 

3.4. Collate prescriptions into patient groups.  
3.5. Check serial numbers and refer missing serial numbers to 

the pharmacist in charge. 
3.6. Refer completed hard and soft copy claims data to 

pharmacist in charge for sign-off, and forward to Medicare 
Australia. 

4. Reconcile Medicare 
Australia payments. 

4.1. Check Medicare Australia payments against data lodged 
by the pharmacy for the claim period. 

4.2. Identify out-of-period adjustments from prior claims and 
refer to pharmacist in charge. 

4.3. Confirm that payments claimed have been received and 
refer any outstanding payments to pharmacist in charge. 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ inform pharmacist in charge of changes to data stored in the dispensary administration 
system 

Ǝ seek direction from and refer anomalies to pharmacist in charge when preparing and 
reconciling PBS claims 

 initiative and enterprise skills to follow environmental protection practices, such as: 

Ǝ disposing of rejected dispensary items according to dispensary procedures 

Ǝ minimising waste 

 literacy skills to: 

Ǝ check and collate prescription forms 

Ǝ check Medicare Australia and PBS claims documentation 

Ǝ check dispensary information  

Ǝ follow dispensary procedures 

 numeracy skills to reconcile Medicare Australia payments against data lodged by the 
pharmacy 

 planning and organising skills to: 

Ǝ maintain storage areas to meet good housekeeping requirements 

Ǝ plan and organise own work to meet dispensary stock control requirements 

 teamwork skills to support the dispensary team under the direction of the pharmacist in 
charge  

 technology skills to use dispensary databases and information systems to: 

Ǝ complete online PBS claims information 

Ǝ produce reports  

Ǝ update dispensary data as directed by the pharmacist in charge 
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Required knowledge 

 dispensary databases and information systems  

 dispensary procedures relating to: 

Ǝ computer maintenance 

Ǝ general housekeeping 

Ǝ ordering consumables 

Ǝ preparing Medicare Australia claims documentation 

Ǝ protecting customer privacy 

Ǝ reconciling Medicare Australia payments against claims lodged by the pharmacy 

Ǝ waste disposal 

 key features of the PBS 

 Medicare Australia claims procedures, including: 

Ǝ submitting an online claim form 

Ǝ preparing and submitting the paper claim 

Ǝ required claim information, including: 
- prescription identification 
- serial numbers 
- Repatriation Pharmaceutical Benefits Scheme (RPBS) prescriptions for items not 

included in the PBS or RPBS Schedule 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Routine computer maintenance 
may include: 

 regular data back-up 

 downloading virus software updates 

 keeping the dispensing program on the computer 
system up-to-date 

 general maintenance. 

Dispensary reports may include:  clinical reports 

 financial reports 

 online claims reports. 

Regular intervals may include:  weekly 

 fortnightly  

 monthly.  

Required PBS claims information 
may include: 

 up-to-date online data for each claims period 

 prescriptions endorsed, signed and dated by the 
patient with a sticker or stamp indicating: 

Ǝ serial number for the claim  

Ǝ price claimed for: 
- elected PBS prescriptions 
- exceptional PBS prescriptions 
- RPBS prescriptions 

Ǝ confirmation that the PBS prescription is 
endorsed 

Ǝ claim for a glass dropper where applicable 

Ǝ any clarification of the prescription to assist 
Medicare Australia payment processing. 

Patient groups may include:  prescriptions collated and put into serial number 
order in patient groups, including: 

Ǝ doctorôs bag 

Ǝ concession 

Ǝ entitlement 

Ǝ general 

Ǝ repatriation. 
 

 

 
 

 
 

 

 
 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 plan and perform general administration tasks as 
directed by the pharmacist in charge 

 perform routine computer maintenance and update 
dispensary system information  

 prepare PBS claims for signing by the pharmacist in 
charge 

 reconcile Medicare Australia payments and report 
anomalies to the pharmacist in charge. 
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EVIDENCE GUIDE 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time and 
observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real workplace environment that 
meets Pharmacy Board of Australia and relevant 
industry standards for dispensary operations, which 
may include interruptions and involvement in other 
related activities normally expected in the pharmacy 
dispensary area. 

Assessment must ensure access to: 

 relevant dispensary procedures 

 relevant codes of practice or guidelines 

 dispensary information systems 

 relevant PBS claims documentation. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the learner: 

Ǝ performing a range of dispensary administration 
tasks over sufficient time to demonstrate 
handling of a range of contingencies 

Ǝ using dispensary information systems 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 review of portfolios of evidence and third-party 
workplace reports.  

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector and job role is recommended.  
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SIPCDIS406 Assist in preparing dose administration aids 

Modification history E 
This is a revised unit, based on and equivalent to SIRPDIS005A 
Assist in preparing dose administration containers.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to package or pre-pack pharmaceutical 
products in dose administration aids (DAAs) under the direction of 
a pharmacist. It includes setting up pre-packaged doses of 
prescribed medicines to be administered over set periods. This 
may be for new and ongoing individual customers or for multiple 
customers in residential care settings. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCDIS303 Assist in dispensing prescriptions 

  

Application of the unit This unit applies to dispensary assistants working in the dispensary 
area of a community pharmacy. The pharmacist in charge of the 
community pharmacy business is responsible for ensuring that 
dispensary assistants are limited to those functions that do not 
require them to exercise professional judgement or discretion. 
 
A person undertaking this role is required to work under the 
supervision and direction of a pharmacist. 

Competency field Dispensary 

Unit sector Community Pharmacy 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Prepare to package 
medicine into dose 
administration aids. 

1.1. Follow the pharmacy process for dealing with a new DAA 
patient where relevant. 

1.2. Follow safety requirements and personal hygiene 
procedures prior to and during packing. 

1.3. Check dose administration and packaging 
documentation, instructions and procedures. 

1.4. Set up packaging containers, other consumables and 
equipment. 

1.5. Confirm that all dispensed patient medicines are available 
and identify requested medications that are not suitable for 
packing in a DAA. 
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ELEMENT PERFORMANCE CRITERIA 
2. Pack dose 

administration aids. 
2.1. Prepare and attach labels to header cards. 
2.2. Fill DAAs according to the record of medications to be 

packed for each patient and pharmacist instructions. 
2.3. Include Consumer Medicine Information (CMI) with patient 

DAAs where relevant. 
2.4. Ensure all medications requested by the patient but not 

packed in the DAA are provided with the DAA. 
2.5. Present filled containers, any additional medications, CMI 
and each patientôs record of medications for evidence 
checking by a pharmacist to ensure all requested 
medications are assembled. 

2.6. Sign off on document and pack filled containers.  

3. Perform dose 
administration and 
maintenance activities. 

3.1. Store filled DAA orders in designated area awaiting 
collection or delivery. 

3.2. Follow pharmacy procedures to clean and maintain the 
dose administration area.  

3.3. Maintain and follow dispensary system for recording the 
filling of DAAs. 

3.4. Make changes to DAAs already provided to patients as 
directed by pharmacist. 

3.5. Dispose of waste according to environmental 
requirements, patient privacy protocols and pharmacy 
waste management procedures. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ seek and respond to direction from a pharmacist  

Ǝ request that a pharmacist checks off filled dose aids 

 initiative and enterprise skills to follow environmental protection practices, such as the 
identification and handling of products, including: 

Ǝ handling and storage requirements of dispensed items  

Ǝ medicine storage and handling requirements 

Ǝ safe disposal of waste according to pharmacy waste management procedures 

 literacy skills to: 

Ǝ confirm packing requirements 

Ǝ record information and prepare labels in plain English 

Ǝ follow procedures for preparing packaging containers and related equipment 

Ǝ follow procedures to respect and maintain privacy and confidentiality of patient 
information  

Ǝ apply prescription or medication record chart requirements 

 planning and organising skills to: 

Ǝ meet packing workflow requirements 

Ǝ pack and label DAAs 

Ǝ maintain dispensary packing area to meet housekeeping requirements 

 teamwork skills to: 

Ǝ work effectively under the direction of a pharmacist  

Ǝ work with other staff 

 technology skills to use dispensary software to record packing details 
 

Required knowledge 

 protocols of the dispensary area: 

Ǝ checklist and responsibilities for DAA preparation, cleaning and maintenance  

Ǝ system for recording the filling of DAAs 

Ǝ workflow and layout 

 features and operating requirements of DAA equipment 

 information to be displayed on DAAs 

 industry guidelines for packing DAAs  

 pharmacy procedures relating to: 

Ǝ accessing and maintaining security of the dispensary 

Ǝ disposing of rejected dispensary items according to dispensary procedures, with 
particular attention to: 
- minimising waste 
- maintaining confidentiality of patient information on waste containers 

Ǝ environmental protection practices 

Ǝ safety requirements and personal hygiene requirements 

 properties, characteristics and applications of different DAAs 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy process may include:  confirming that contents of items to be packed are 
suitable for placing in a DAA 

 creating packing records 

 providing: 

Ǝ information about the service 

Ǝ advice about how to use the DAA. 

Safety requirements and personal 
hygiene procedures may include: 

 hand washing 

 tying back long hair or using hairnets 

 using antibacterial wipes 

 using tweezers 

 wearing gloves and other protective clothing. 

Dose administration and 
packaging documentation may 
include: 

 drug charts 

 industry guidelines for packing DAAs 

 patient or patient medication profiles 

 service contracts 

 orders. 

Packaging containers may include:   tamper-proof DAAs and containers 

 blister packs 

 re-usable dosette boxes. 

Equipment may be operated 
manually or automatically and may 
include: 

 automated filling equipment 

 counter trays  

 heat or press sealing equipment 

 irons 

 pill splitters 

 tweezers. 

Labels may include:  ancillary cautionary and advisory labels for the 
particular substance, where appropriate 

 required DAA label information, including: 

Ǝ pharmacy name and address 

Ǝ phone number 

Ǝ consumer name 

Ǝ active ingredients 

Ǝ brand name 

Ǝ strength 

Ǝ directions for use 

Ǝ packing date 

Ǝ date of commencement 

Ǝ typical characteristics of the medicine, such as 
shape or colour 

 signature of packer and checker. 

Pharmacy procedures for cleaning 
and maintaining may include:  

 disinfecting equipment 

 cleaning work surfaces and equipment 

 checking that work surfaces and equipment are 
undamaged 

 checking equipment calibration 

 storing packaging equipment. 

Dispensary system may include:  a record for each patient that includes: 
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RANGE STATEMENT 
Ǝ current medications and their doses 

Ǝ items not supplied in the DAA 

Ǝ details of any significant communications with 
the prescriber 

 a log of all DAAs packed, and then checked by the 
pharmacist. 

Waste may include:  packaging materials 

 unused medications in returned DAAs 

 unused hard copy DAA packing records 

 unwanted: 

Ǝ used DAA header cards 

Ǝ packing records.  
 

 

 
 

 
 

 
 

 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply personal hygiene practices and maintain 
housekeeping and waste disposal standards in the 
dispensary packing area 

 follow pharmacy procedures relating to filling DAAs  

 pack medicines into DAAs, prepare and attach 
labels, and reconcile dispensed medicines with 
DAA packed medicines 

 locate DAAs and ensure that dispensed medicines 
for filling meet DAA packing workflow requirements 

 maintain dispensary DAA record system.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time and 
observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real workplace environment that 
meets Pharmacy Board of Australia and relevant 
industry standards for the preparation of DAAs.  

Assessment must ensure access to: 

 relevant pharmacy procedures 

 relevant industry guidelines  

 dispensary stock control record-keeping systems 

 relevant documentation, such as: 

Ǝ drug charts 

Ǝ industry guidelines for packing DAAs 

Ǝ patient or customer medication profiles 

Ǝ prescriptions 

Ǝ service contracts 

 a range of dispensed medicines 

 DAAs and related packaging equipment. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the learner working as part of a 
dispensary team to: 

Ǝ set up and maintain DAA preparation area 

Ǝ prepare and check filled DAAs 

Ǝ perform DAA-related dispensary tasks  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of portfolios of evidence and third-party 
reports of on-the-job performance.  

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCDIS407 Assist in preparing extemporaneous prescriptions 

Modification history E 
This is a revised unit, based on and equivalent to SIRPDIS006A 
Assist in preparing extemporaneous prescriptions.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assist a pharmacist to prepare ingredients 
and prepare non-sterile extemporaneous pharmaceutical products 
from fixed formulas.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCDIS303 Assist in dispensing prescriptions 

  

Application of the unit This unit applies to dispensary assistants working in the dispensary 
area of a community pharmacy.  
 
All tasks are performed according to pharmacy dispensary 
procedures and under the supervision of a pharmacist. 

Competency field Dispensary 

Unit sector Community Pharmacy 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Prepare to measure 
and mix ingredients. 

1.1. Obtain the compounding worksheet and seek additional 
direction from the pharmacist where relevant. 

1.2. Confirm that compounding work area is ready for use. 
1.3. Select measuring and mixing equipment appropriate for 

the task and set up ready for use. 
1.4. Select and fit appropriate personal protective equipment 

and clothing. 
1.5. Follow personal hygiene procedures in preparation for 

handling materials. 
1.6. Follow dispensary procedures for each stage of assisting 

in preparing extemporaneous prescription medicines. 

2. Collect and measure 
required ingredients. 

2.1. Identify ingredient requirements specified by the 
compounding worksheet. 

2.2. Locate and collect raw materials. 
2.3. Measure ingredient quantities to meet worksheet 

requirements. 
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ELEMENT PERFORMANCE CRITERIA 
3. Prepare compounded 

products. 
3.1. Prepare ingredients by grinding, milling or heating as 

required to meet worksheet requirements. 
3.2. Combine ingredients as required to meet worksheet 

requirements. 
3.3. Inspect prepared product to confirm product quality. 
3.4. Confirm labelling and advice requirements with pharmacist 

and prepare labels. 
3.5. Collect dispensing containers as specified by pharmacist. 
3.6. Attach labels and other relevant cautionary and advisory 

information to containers as directed. 
3.7. Transfer final compounded product to labelled 

containers. 
3.8. Supply completed compound items, prescription and 

worksheet to a pharmacist for verification. 
3.9. Check pharmacist worksheet calculations and alert 

pharmacist to any discrepancies. 

4. Maintain the 
compounding 
materials and work 
area. 

4.1. Return unused ingredients to storage and adjust stock 
records as required. 

4.2. Maintain inventory levels of raw materials and disposable 
equipment. 

4.3. Monitor storage conditions to ensure product integrity is 
maintained. 

4.4. Dispose of waste according to environmental requirements 
and pharmacy waste management procedures. 

 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ provide relevant information to a pharmacist  

Ǝ seek and respond to direction from a pharmacist  

 initiative and enterprise skills to follow environmental protection practices, such as safely 
disposing of waste according to pharmacy waste management procedures 

 literacy skills to: 

Ǝ interpret and follow pharmacy procedures  

Ǝ interpret compounding worksheets and any additional pharmacist directions 

Ǝ prepare labels in plain English 

Ǝ record prescription information using appropriate pharmacopoeia name or active 
ingredient and quantity 

 numeracy skills to: 

Ǝ follow pharmaceutical numerical conventions when recording quantities and units of 
measurement 

Ǝ measure ingredients accurately 

 planning skills to plan and organise work to meet compounding workflow requirements 

 teamwork skills to work in a dispensary team under the direction of a pharmacist 

 technology skills to: 

Ǝ package and label extemporaneous prescription items consistent with protocols and 
procedures 

Ǝ select and use appropriate mixing equipment, tools and techniques 

Ǝ use measuring instrumentation 
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REQUIRED SKILLS AND KNOWLEDGE 

Required knowledge 

 care and storage requirements for compounding equipment 

 dispensary procedures relating to assisting a pharmacist in the preparation of 
extemporaneous prescription medicines 

 equipment calibration schedules and responsibilities, and procedures for checking 
calibration 

 cleaning methods and procedures for: 

Ǝ use with water-based ingredients 

Ǝ use with oil-based ingredients 

Ǝ disinfecting equipment and surfaces 
 common terms and abbreviations used in prescription writing as detailed in the Australian 

Pharmaceutical Formulary and Handbook (APF) of the Pharmaceutical Society of Australia 

 compounding work area equipment and layout 

 hazards and control methods associated with cross-contamination 

 methods to measure liquids, including accurate reading of meniscus 

 mixing techniques to achieve even distribution of ingredients, including levigation 

 work health and safety (WHS) information and procedures, including: 

Ǝ hazards and risks associated with materials and handling processes to be used 

Ǝ information, such as chemical hazard codes and symbols 

Ǝ location and purpose of material safety data sheets (MSDS) 

 personal limitations and responsibilities of the pharmacy assistant assisting a pharmacist 
preparing extemporaneous prescriptions 

 properties and characteristics of ointments, creams, gels and pastes 

 housekeeping checklist and responsibilities 

 raw material characteristics, including: 

Ǝ quality or grades 

Ǝ forms 

Ǝ strengths 

 storage conditions for ingredients before and after compounding 
 

 

 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Compounding worksheet may 
include: 

 data fields, such as: 

Ǝ date 

Ǝ formula name 

Ǝ formula source 

Ǝ ingredients 

Ǝ quantities 

Ǝ source 

Ǝ batch number 

Ǝ expiry date 

Ǝ procedure and notes 

Ǝ prescribing doctor 

Ǝ copy of label 

Ǝ signature. 
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RANGE STATEMENT 
Measuring and mixing equipment 
may include: 

 heating equipment 

 mixing slabs 

 mortar and pestle 

 tweezers 

 syringes 

 spatulas and mixing rods 

 volumetric containers, such as beakers and 
measuring cylinders. 

Personal protective equipment and 
clothing may include: 

 closed footwear 

 face masks 

 hairnets 

 gloves 

 lab coats 

 safety glasses or goggles. 

Personal hygiene procedures may 
include: 

 no food or drink in the compounding work area 

 no food stored next to ingredients used in 
compounding 

 no jewellery or cosmetics, such as hand moisturiser 
or nail polish 

 tying back hair or using a hairnet 

 washing hands before and after compounding. 

Dispensary procedures may 
include: 

 checking worksheet calculations  

 confirming quality requirements are met 

 filling compounded products into dispensary 
containers and preparing and attaching labels and 
relevant cautionary advice 

 mixing ingredients 

 protecting safety of self and product 

 selecting required equipment and preparing it for 
use 

 selecting measuring instrumentation appropriate to 
the volumes required. 

Compounded products may 
include: 

 one-off products prepared for a specific patient to 
an extemporaneous prescription, such as: 

Ǝ dermatological preparations (simple creams) 

Ǝ Australian Pharmaceutical Formulary and 
Handbook formulations for both adults and 
children 

Ǝ reconstituted products 

Ǝ combined proprietary products 

Ǝ modified formulations, e.g. to remove colours or 
preservatives. 

Storage conditions may include:  clearly displayed expiry dates on stock 

 containers that are tightly sealed 

 locations that protect product from light, humidity 
and heat 

 temperature-controlled storage. 
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RANGE STATEMENT 
Waste management may include:  following dispensary procedures to dispose of 

materials that could be hazardous to the 
environment  

 sorting waste according to waste disposal 
requirements, e.g. placing sharps in designated 
container 

 using spill-control procedures as required. 
 
 

 
 

 

 
 

 
 

 

 
 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy protocols and procedures when 
assisting with the preparation of extemporaneous 
prescriptions 

 apply relevant WHS and personal hygiene practices 

 communicate effectively with a pharmacist to meet 
compounding requirements 

 follow procedures for handling and storing 
dispensary materials 

 maintain housekeeping standards in the 
compounding area and handle and dispose of 
waste according to environmental and waste 
handling procedures 

 plan and carry out work to meet compounding 
workflow requirements. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time and 
observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real workplace environment that 
meets Pharmacy Board of Australia and relevant 
industry standards for dispensary layout and 
equipment requirements for supplying 
extemporaneous prescriptions. 

Assessment must ensure access to: 

 relevant pharmacy procedures 

 access to state and territory legislation and 
guidelines where appropriate 

 dispensary record-keeping systems 

 relevant documentation, such as: 

Ǝ real or simulated prescriptions 

Ǝ compounding worksheets 

 raw materials or ingredients and storage areas 

 cleaning and disinfecting materials and equipment 

 clothing and equipment that ensure WHS. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 a qualified workplace assessor or a technical expert 
working in partnership with the assessor to observe 
the dispensary assistant performing a range of 
compounding activities 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 review of third-party reports and evidence that 
indicate the completion of timely and accurate 
workplace documentation and records relevant to 
compounding operations. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCDIS408 Coordinate service to patients in residential care settings 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to maintain relationships with residential care 
providers to provide an ongoing service and supply of prescription 
medications and other pharmacy products to their residents. 
 
The unit covers coordinating the ongoing supply of Pharmacy 
Medicines (S2), Pharmacist Only Medicines (S3) and unscheduled 
medicines and products to meet residentsô needs. It requires 
complying with trading terms and servicing key provider contacts to 
maintain timely, quality service. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCDIS406 Assist in preparing dose administration aids 

  

Application of the unit This unit applies to dispensary assistants who may be responsible 
for coordinating dispensary and wider pharmacy services to 
residential care providers. 
 
A person undertaking this role is required to work under the 
supervision and direction of a pharmacist.  

Competency field Dispensary 

Unit sector Community Pharmacy 
 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Maintain close contact 
with residential care 
providers. 

1.1. Confirm relevant contact personnel for each residential 
care provider. 

1.2. Act as a contact person to coordinate overall pharmacy 
service to residential care facility customer. 

1.3. Initiate regular contact to improve service efficiency. 

2. Identify and respond 
to residential provider 
service requirements. 

2.1. Consult relevant customer contacts to review specific 
residential care provider ordering needs. 

2.2. Outline and confirm trading terms for residential care 
customer. 

2.3. Confirm pricing policy and procedures. 

3. Maintain services to 
residential care 
facilities. 

3.1. Receive pharmacy notifications when residents are 
admitted or re-admitted to the care facility.  

3.2. Negotiate and coordinate arrangements for receiving and 
filling regular residential facility orders. 

3.3. Follow pharmacy procedures to assist pharmacist to 
regularly review patientsô medicines and ensure 
reconciliation with each patientsô medication chart. 

3.4. Follow pharmacy procedures for supply of stock medicines 
to residential care facilities and to maintain a stock control 
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ELEMENT PERFORMANCE CRITERIA 
system. 

3.5. Assist pharmacist to monitor adverse drug reactions 
(ADR), adverse drug events (ADE) and therapeutic drug 
monitoring (TDM) where requested. 

3.6. Coordinate delivery schedule, including emergency 
deliveries and persons authorised to receive the delivery. 

3.7. Negotiate a system to notify the pharmacy of all changes 
in individual patient medication regimens in a timely 
manner. 

3.8. Liaise with the director of nursing in the residential care 
facility or other nominated person to identify information 
and education needs. 

4. Perform relevant 
administrative tasks. 

4.1. Maintain an accurate, complete and comprehensive record 
of medicines for each resident. 

4.2. Maintain and follow the pharmacy system for recording 
and reporting medication-related incidents. 

4.3. Ensure pharmacy maintains a current contract with 
appropriate references for each facility serviced. 

4.4. Follow pharmacy timelines and procedures to input data, 
raise and forward invoices, and reconcile payments 
received. 

 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ confirm trading terms, pricing policies and other relevant procedures with customers 

Ǝ consult with and build relationships with key contacts in residential care providers 

Ǝ provide information to and seek direction from the pharmacist in charge 

Ǝ explain residential care customer requirements to relevant pharmacy staff  

 learning skills to maintain currency of knowledge of: 

Ǝ the pharmacy range of Pharmacy Medicines and unscheduled medicines 

Ǝ pharmacy systems and procedures 

 literacy skills to: 

Ǝ check contracts 

Ǝ check orders 

Ǝ follow pharmacy procedures  

Ǝ maintain records 

Ǝ reconcile patient medication charts 

 numeracy skills to: 

Ǝ check invoices 

Ǝ reconcile quantities of medicines ordered with quantities supplied 

 planning and organising skills to: 

Ǝ coordinate timely service to residential care customers 

Ǝ coordinate deliveries  

 problem-solving skills to respond to emergency orders 

 self-management skills to prioritise own work schedule to meet the service timelines of 
pharmacy residential care customers 

 teamwork skills to: 

Ǝ work effectively under the direction of a pharmacist  

Ǝ work with other staff 

 technology skills to use pharmacy systems to: 
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REQUIRED SKILLS AND KNOWLEDGE 
Ǝ maintain relevant online records 

Ǝ prepare invoices for residential care customers 
 

Required knowledge 

 pharmacy policy and procedures for and services to residential care facilities  

 pharmacy list of residential care facilities and contractual arrangements with each facility  

 nominated contact person for each residential care facility 

 pharmacy systems for: 

Ǝ scheduling regular and emergency medicine deliveries 
Ǝ maintaining patient records 

Ǝ recording and reporting medication-related incidents 

Ǝ invoicing patients in residential care facilities 

 trading terms 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy system for recording 
and reporting medication-related 
incidents may include: 

 incident register with: 

Ǝ the following mandated fields: 
- date 
- incident 
- recorded by 
- action needed 
- actioned by 
- date resolved 

Ǝ the following optional fields: 
- incident report number 
- additional information 

 incident report, including: 

Ǝ pharmacy name 

Ǝ report number 

Ǝ date and time of report 

Ǝ date and time of incident 

Ǝ individualôs details, if required for follow-up 

Ǝ nature of incident 

Ǝ specific action taken 

Ǝ follow-up required 

Ǝ report distribution information. 

Appropriate references may 
include: 

 arrangements for change of contract to another 
service provider 

 provision of: 

Ǝ education 

Ǝ services 

Ǝ stock control 

Ǝ storage 

 requirements for improving medication-related 
services 

 roles and responsibilities of the residential care 
facility and the pharmacy. 

 

 
 

 

 
 

 
 

 
 

 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 act as a contact person to coordinate quality 
pharmacy services to residential care facility 
customers 

 negotiate with the pharmacist and relevant 
pharmacy staff and coordinate the receipt of orders 
and timely supply of medicines to residential care 
customers 

 perform administrative tasks to maintain dispensary 
information relating to residential care facility 
services 
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EVIDENCE GUIDE 

 prepare invoices and reconcile payments received 
from residential care customers 

 coordinate and schedule regular and emergency 
deliveries to residential care facilities. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 consistently demonstrated over a period of time and 
observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment 

 demonstrated in a real workplace environment that 
meets Pharmacy Board of Australia and relevant 
industry standards for dispensary operations, which 
may include interruptions and involvement in other 
related activities normally expected in the pharmacy 
dispensary area. 

Assessment must ensure access to: 

 a range of residential care facilities with contractual 
arrangements for the supply of medicines to 
patients 

 dispensary technology and software 

 relevant pharmacy systems and procedures. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the learner: 

Ǝ performing a range of coordination tasks over 
sufficient time to demonstrate handling of a 
range of contingencies 

Ǝ using the dispensary technology to service 
residential care facilities 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 review of portfolios of evidence and third-party 
workplace reports. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector and job role is recommended.  
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SIPCHCS201 Support the supply of Pharmacy Medicines and Pharmacist Only 
Medicines 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS001A 
Support the sale of pharmacy and pharmacist-only medicines. 
New functional area. Unit descriptor expanded to define regulatory 
environment. Application statement expanded to define scope and 
boundaries of the pharmacy assistant role. No change to the 
overall scope or outcomes of the unit. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to support the supply of Pharmacy Medicines 
(S2) and Pharmacist Only Medicines (S3). 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines and Pharmacist Only Medicines.  

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy 
assistants work directly with customers, suggesting Pharmacy 
Medicines and unscheduled medicines. In situations where 
customers require referral to a pharmacist for therapeutic advice, 
or where the supply of Pharmacist Only Medicines or products is 
required, the pharmacy assistant gathers information, refers the 
customer on, and then supports the pharmacist by finalising the 
supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist.  

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 
 

 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Identify and locate 
scheduled medicines 
in the pharmacy. 

1.1. Follow pharmacy procedures that address legal 
requirements and industry standards for the supply of 
medicines and products to customers in community 
pharmacies. 

1.2. Identify medicines, storage locations and requirements 
according to the Standard for the Uniform Scheduling of 
Medicines and Poisons (SUSMP). 

1.3. Identify common medicine categories for which Pharmacy 
Medicines or Pharmacist Only Medicines are available. 

2. Assess customer 
needs. 

2.1. Follow pharmacy protocols and procedures to determine 
customer needs, applying tact and discretion when 
collecting information. 

2.2. Assess response from customer. 
2.3. Identify and act on triggers for referral to a pharmacist. 
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ELEMENT PERFORMANCE CRITERIA 
3. Supply scheduled 

medicines. 
3.1. Apply pharmacy procedures for complying with the 

conditions relating to the supply of scheduled medicines.  
3.2. Supply medicines and products to meet customer needs 

where relevant. 
3.3. Finalise supply of Pharmacy Medicines and Pharmacist 

Only Medicines and products to customers following 
pharmacist provision of therapeutic advice. 

3.4. Access relevant information sources to provide product, 
lifestyle and self-care advice to customers and check 
customer understanding. 

 

 

 
 

 
 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- obtain and provide information 
- confirm understanding 
- suggest and supply medicines and products 
- ask questions to identify and confirm requirements 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

Ǝ refer customers to a pharmacist or another staff member 

 learning skills to maintain currency of the schedule of the SUSMP 

 literacy skills to: 

Ǝ follow pharmacy protocols and procedures 

Ǝ interpret information on product labels 

Ǝ record customer information 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 broad factors taken into account when determining scheduling, e.g. quantities and 
concentration of active ingredients in packaged medicine 

 common problems or health conditions for which Pharmacy Medicines or Pharmacist Only 
Medicines are used 

 health privacy principles 

 legal requirements and pharmacy procedures for positioning and advertising scheduled 
items in a pharmacy 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required  

 pharmacy protocols and procedures relating to Pharmacy Medicines and Pharmacist Only 
Medicines, including:  

Ǝ maintaining privacy and confidentiality of customer information 

Ǝ referring to a pharmacist 

Ǝ supplying Pharmacy Medicines and Pharmacist Only Medicines  

 roles of the:  

Ǝ Advisory Committee in Chemicals Scheduling 

Ǝ Advisory Committee on Medicines Scheduling 

Ǝ Therapeutic Goods Administration (TGA) in approving registration of new medicines 

 sources of information on scheduled medicines 
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 system for scheduling medicines 

 schedule of medicines, including: 

Ǝ Pharmacy Medicine (S2) 

Ǝ Pharmacist Only Medicine (S3) 

Ǝ Prescription Only Medicine (S4) 

Ǝ Caution (S5) 

Ǝ Poison (S6) 

Ǝ Dangerous Poison (S7) 

Ǝ Controlled Drug (S8) 

Ǝ Prohibited Substance (S9) 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Legal requirements and industry 
standards may vary between States 
and Territories and may include: 

 consumer law, environmental law, work health and 
safety (WHS); and welfare law drugs, poisons and 
controlled substances legislation 

 Health Act and related regulations 

 Pharmacy Board of Australia guidelines and 
directives 

 pharmacy and pharmacist Acts and related 
regulations 

 Pharmaceutical Society of Australiaôs Professional 
Practice Standards 

 privacy legislation 

 Therapeutic Goods Administration guidelines and 
requirements 

 SUSMP. 

Customers may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Standards for the Uniform 
Scheduling of Medicines and 
Poisons may include: 

 general sales medicines (unscheduled) 

 Pharmacy Medicine (S2) 

 Pharmacist Only Medicine (S3) 

 Prescription Only Medicine (S4) 

 Controlled Drug (S8). 

Protocols and procedures may 
include: 

 questioning the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ other medications being used by the customer 

Ǝ if the customer has seen a doctor in the past 12 
months 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or recommended by 
the pharmacy assistant is right for the 
customerôs symptoms. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 customer who appears to be: 

Ǝ sick 

Ǝ confused 

Ǝ uncertain 

Ǝ dissatisfied 

Ǝ angry 

Ǝ under the influence of drugs or alcohol 

 personal concern regarding the accuracy of the 
information given by the customer 

 request for Pharmacist Only Medicine. 

Information sources may include:  self-care and health-care information 

 product brochures and leaflets supplied by a 
pharmacist 

 manufacturer information 

 Consumer Medicine Information (CMI) website and 
phone line 

 industry and professional publications. 
 
 

 
 

 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to:  

 apply knowledge of commonly requested medicines 
scheduled as Pharmacy Medicines and Pharmacist 
Only Medicines 

 follow pharmacy protocols and procedures to 
identify customer supply needs 

 operate within the role boundaries that apply to a 
pharmacy assistant and follow pharmacy protocols 
and procedures when supplying Pharmacy 
Medicines and Pharmacist Only Medicines 

 refer all requests for Pharmacist Only Medicines to 
a pharmacist, and recognise and act on other 
triggers for referral.  
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EVIDENCE GUIDE 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Medicines and Pharmacist 
Only Medicines 

 typical pharmacy storage locations, shelf facings 
and signage for a community pharmacy, including 
unscheduled medicines, Pharmacy Medicines and 
Pharmacist Only Medicines 

 pharmacy protocols and procedures 

 relevant regulations and guidelines  

 relevant documentation, such as: 

Ǝ consumer product information 

Ǝ self-care advice. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying tact and discretion when collecting 
information from and providing information to 
customers  

Ǝ following pharmacy procedures when supplying 
Pharmacy Medicines and Pharmacist Only 
Medicines 

Ǝ responding to product and symptom-based 
requests 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills required 
to meet diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS302 Assist in managing Pharmacy Medicines and Pharmacist Only 
Medicines 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS010A 
Assist in the management of pharmacy and pharmacist-only 
medicines. 
New functional area. Unit descriptor expanded to define regulatory 
environment. Application statement expanded to define scope and 
boundaries of the pharmacy assistant role. No change to the 
overall scope of outcomes of the unit. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to support the management of Pharmacy 
Medicines (S2) and Pharmacist Only Medicines (S3). It covers an 
understanding of pharmacy standards, protocols and procedures to 
ensure they are maintained to reflect scheduling changes and so 
that procedures are effectively implemented by staff. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines and Pharmacist Only Medicines.  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy 
assistants work directly with customers suggesting Pharmacy 
Medicines (S2) and unscheduled medicines. In situations where 
customers require referral to a pharmacist for therapeutic advice, 
or where the supply of Pharmacist Only Medicines or products is 
required, the pharmacy assistant gathers information, refers the 
customer on, and then supports the pharmacist by finalising the 
supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 
 

 

 
 

 
 

 

 
 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Maintain protocols and 
procedures in 
response to changes 
in scheduling of 
Pharmacy Medicines 
and Pharmacist Only 
Medicines. 

1.1. Identify the system used to ensure the supply of 
Pharmacy Medicines and Pharmacist Only Medicines 
complies with current regulations and pharmacy protocols. 

1.2. Identify pharmacy medicines, storage locations and 
requirements according to the Standard for the Uniform 
Scheduling of Medicines and Poisons (SUSMP). 

1.3. Apply pharmacy protocols and procedures relating to the 
supply of Pharmacy Medicines and Pharmacist Only 



141 
 

ELEMENT PERFORMANCE CRITERIA 
Medicines. 

1.4. Participate in updating protocols and procedures for the 
supply of Pharmacy Medicines and Pharmacist Only 
Medicines. 

1.5. Monitor location and shelf facings for Pharmacy Medicines 
and Pharmacist Only Medicines to meet scheduling 
requirements. 

2. Support the 
implementation of 
protocols and 
procedures relating to 
the sale of Pharmacy 
Medicines and 
Pharmacist Only 
Medicines. 

2.1. Identify and address training needs to support the sale of 
Pharmacy Medicines and Pharmacist Only Medicines. 

2.2. Provide current information on pharmacist-approved 
protocols and procedures in formats accessible and 
appropriate to staff. 

2.3. Model the implementation of pharmacy protocols and 
procedures to demonstrate appropriate work behaviour 
and practice. 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ refer to the pharmacist  

Ǝ convey information to other staff members  

 learning skills to identify and locate information on changes to scheduling of medicines 

 literacy skills to interpret changes to medicine schedules  

 planning and organising skills to: 

Ǝ identify and respond to staff training needs to support the supply of Pharmacy Medicines 
and Pharmacist Only Medicines as appropriate 

Ǝ oversee stock locations, shelf facing and other considerations appropriate to product 
schedule  

 self-management skills to work within personal role boundaries and responsibilities to assist 
the pharmacist in charge to manage the supply of Pharmacy Medicines and Pharmacist 
Only Medicines 

 teamwork skills to act as a mentor to others in order to support compliance with regulations 
relating to the sale of Pharmacy Medicines and Pharmacist Only Medicines 

 technology skills to access and update relevant information systems on Pharmacy 
Medicines and Pharmacist Only Medicines 
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REQUIRED SKILLS AND KNOWLEDGE 

Required knowledge 

 ethical sales principles relating to the supply of Pharmacy Medicines and Pharmacist Only 
Medicines 

 pharmacy protocols and procedures relating to Pharmacy Medicines and Pharmacist Only 
Medicines 

 pharmacy staff development and training options 

 regulations governing the supply of Pharmacy Medicines and Pharmacist Only Medicines 
and internal systems to ensure these requirements are met 

 regulations regarding the positioning and advertising of scheduled medicines within the 
pharmacy 

 sources of information on scheduled medicines 

 stock management responsibilities and procedures, including: 

Ǝ stock rotation 

Ǝ stock disposal 

Ǝ stock placement 

Ǝ merchandising and advertising requirements and restrictions 

Ǝ shelf facings and related product information 

 system for scheduling medicine, including: 

Ǝ role of the Therapeutic Goods Administration (TGA) in approving sale of new medicines 

Ǝ role of the Pharmacy Board of Australia in setting standards for the supply of Pharmacy 
Medicines and Pharmacist Only Medicines  

Ǝ broad factors taken into account when determining scheduling, such as quantities and 
concentration of active ingredients in packaged medicine 

Ǝ types of scheduled medicine 
 
 
 

 
 

 
 

 

 
 

 
 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

System may include:  a structured quality program, such as the Quality 
Care Pharmacy Program (QCPP), which includes 
specific Pharmacy Medicine and Pharmacist Only 
Medicine standards 

 other quality programs that address development of 
policies, protocols and procedures relating to the 
supply of Pharmacy Medicines and Pharmacist 
Only Medicines. 

Standards for the Uniform 
Scheduling of Medicines and 
Poisons may include: 

 general sales medicines (unscheduled) 

 Pharmacy Medicine (S2) 

 Pharmacist Only Medicine (S3) 

 Prescription Only Medicine (S4) 

 Controlled Drug (S8). 

Training needs may include:  general training relating to Pharmacy Medicines and 
Pharmacist Only Medicines 

 training to support understanding of new medicines, 
or medicines that are down scheduled or up 
scheduled, and require a specific level of sales 
support.  
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 source current advice on scheduled medicines and 
identify changes to the scheduling of Pharmacy 
Medicines and Pharmacist Only Medicines  

 update information systems, pharmacy protocols 
and procedures to reflect scheduling changes in a 
timely manner 

 maintain stock locations and shelf facings to 
support items schedule 

 inform and mentor staff to support implementation 
of revised schedules 

 act as a role model to others through 
implementation of appropriate procedures and 
behaviour 

 work within personal role boundaries and 
responsibilities to assist in managing the supply of 
Pharmacy Medicines and Pharmacist Only 
Medicines by collaborating with the pharmacist and 
other staff members.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated over sufficient time to include 
handling of a range of contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 relevant pharmacy protocols and procedures 

 state or territory legislation and guidelines where 
appropriate 

 information management systems used to manage 
quality standards and procedures 

 typical pharmacy storage locations, shelf facings 
and signage for a community pharmacy, including 
unscheduled, Pharmacy Medicines and Pharmacist 
Only Medicines 

 staff training and development systems and 
procedures. 
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace 
assisting the management of Pharmacy Medicines 
and Pharmacist Only Medicines 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication and mentoring 
skills that support staff development and 
understanding of revised schedules and procedures 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS303 Advise on asthma management 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS011A 
Provide information, products and services on asthma.  
New functional area. No change to overall scope or outcomes of 
the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to develop an understanding of the asthma 
condition and provide information on products, services and self-
care practices to support a customerôs asthma management. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy assistants 
work directly with customers, supporting their asthma management. 
In situations where asthma sufferers require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
the asthma condition 
and related products. 

1.1. Recognise signs and symptoms of the asthma condition. 
1.2. Identify contributing factors and groups at risk of the 

asthma condition. 
1.3. Identify and locate the pharmacy range of asthma-related 

medicines and products. 
1.4. Identify and access sources of information on asthma 

management. 

2. Identify customer 
asthma management 
needs. 

2.1. Follow pharmacy protocols and procedures to identify 
the customer, and customer needs and symptoms, 
including common triggers, duration and severity. 

2.2. Check if customer is on an asthma action plan. 
2.3. Confirm relevant symptoms, their duration and their 

severity.  
2.4. Identify and act on triggers for referral to a pharmacist. 
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ELEMENT PERFORMANCE CRITERIA 
2.5. Follow pharmacy procedures to respect and protect 

customer privacy. 

3. Supply and advise on 
asthma medicines, 
products and services. 

3.1. Finalise supply of scheduled medicines and products to 
customer or follow pharmacist therapeutic advice where 
required. 

3.2. Explain and demonstrate use, care and maintenance of 
aids and equipment as appropriate to customer needs. 

3.3. Explain to customer the pharmacy services available to 
support asthma management. 

3.4. Suggest sources of lifestyle and self-care advice where 
relevant to desired health-care outcomes. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain pharmacy asthma services 
- recommend and supply asthma medications, aids and equipment 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where relevant 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about asthma and related medicines and 
products that can be supplied without the involvement of a pharmacist 

 literacy skills to: 

Ǝ interpret product and self-care information 

Ǝ use specialist information and services to support the management of asthma health 
conditions 

Ǝ follow pharmacy procedures 

 planning and organising skills to organise work to meet customer service requirements 

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring asthma medicines or products 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 

 

Required knowledge 

 aids and equipment that may be of assistance to customers in managing asthma-related 
conditions 

 common triggers that can contribute to or exacerbate asthma 

 common symptoms of asthma and related conditions 

 common side effects of taking asthma medicines 

 personal role boundaries, responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of asthma-related products, 
including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying the relevant medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 physiological effects of asthma on the body 

 product and health condition terminology 

 role boundaries and responsibilities and circumstances under which referral to a pharmacist 
is required 

 sources of information, advice and specialist services relating to asthma, including: 

Ǝ Asthma Council of Australia 

Ǝ Asthma Foundation 
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REQUIRED SKILLS AND KNOWLEDGE 
Ǝ Consumer Medicine Information (CMI) 

Ǝ state and territory childrenôs hospital online health information fact sheets 

 use of asthma management plans to support management of asthma 

 use, care and storage requirements for aids and equipment 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Symptoms may include:  shortness of breath 

 wheezing 

 a dry, irritating and continual cough: 

Ǝ at night 

Ǝ in the morning 

Ǝ when active. 

Asthma-related medicines and 
products may include: 

 relievers  

 inhaled bronchodilators 

 preventers 

 symptom controllers 

 equipment, including: 

Ǝ spacer devices 

Ǝ nebulisers 

Ǝ pressurised aerosols (puffers) 

Ǝ masks for adults and children 

Ǝ breath-activated metered dose inhalers or other 
delivery devices 

Ǝ peak flow meters. 

Sources of information may 
include: 

 Asthma Council of Australia 

 Asthma Foundation 

 CMI 

 childrenôs hospital online health information fact 
sheets. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ condition 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ if the customer has seen a doctor for other 
existing health conditions 

Ǝ other medicines that the customer is currently 
using 

 assessing customer responses to questions 

 own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 
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RANGE STATEMENT 
Customer may include people:  from a range of social, cultural and ethnic 

backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Common triggers may include:  colds 

 exercise 

 changes in the weather  

 cigarette smoke 

 house dust mites 

 pets 

 pollens. 

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as diabetes and 
high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected (even if the 
product has been requested by name) 

 request for Pharmacist Only Medicine. 

Scheduled medicines may include:  Pharmacy Medicines (S2) 

 Pharmacist Only Medicines(S3) 

 Prescription Only Medicines (S4). 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 follow pharmacy protocols and procedures when 
supplying asthma-related medicines, aids and 
equipment 

 apply knowledge of the common symptoms and 
basic causes of asthma  

 apply knowledge of medicine, aids and equipment 
appropriate to treat or manage asthma when 
demonstrating, recommending and supplying 
products  

 identify and refer to relevant sources of information, 
assist the customer and maintain personal currency 
of knowledge 

 provide information to customers in ways 
appropriate to customer needs and demonstrate 
appropriate techniques to confirm understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ asthma medicines, products and service 
information 

Ǝ self-care and lifestyle advice 

 a range of real or simulated customers with different 
asthma treatment or care requirements 

 a range of asthma medicines and products. 
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ following pharmacy procedures to establish 
customer requirements 

Ǝ demonstrating use and care of asthma 
management equipment to customers, such as 
spacers and inhalers 

Ǝ recommending and supplying asthma-related 
medicines and equipment to a range of 
customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS304 Advise on smoking cessation 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS018A 
Provide information, products and services on smoking cessation. 
New functional area. No change to the overall scope or outcomes 
of the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to advise customers on products, services and 
self-care practices that will assist them in managing smoking 
cessation.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
sale of Pharmacy Medicines (S2) and Pharmacist Only Medicines 
(S3). 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy assistants 
work directly with customers and may suggest Pharmacy 
Medicines or unscheduled medicines and products to aid smoking 
cessation. In situations where customers require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
smoking cessation. 

1.1. Identify effects likely to be encountered by customers 
during smoking cessation. 

1.2. Identify and access sources of information, specialist 
services and practitioners. 

1.3. Identify and locate the pharmacy range of smoking 
cessation medication and aids. 

2. Identify customer 
smoking cessation 
needs. 

2.1. Follow pharmacy protocols and procedures to identify 
the customer and their needs and symptoms, including 
duration and severity. 

2.2. Determine extent of nicotine dependence, and what 
medicines and products have been tried to assist smoking 
cessation. 
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ELEMENT PERFORMANCE CRITERIA 
2.3. Follow pharmacy protocols to identify triggers for referral 

to a pharmacist.  
2.4. Follow pharmacy procedures to respect and protect 

customer privacy. 

3. Provide information on 
products and support 
services relating to 
smoking cessation. 

3.1. Finalise supply of scheduled medicines and products to 
customers, or after pharmacist provision of therapeutic 
advice where required. 

3.2. Provide customers with information on lifestyle, self-care 
practices and specialist services to support smoking 
cessation. 

3.3. Recommend nicotine replacement products that can be 
sold without the involvement of a pharmacist. 

3.4. Provide customer with information and directions for 
product use. 

3.5. Identify and act on opportunities to suggest companion 
products relevant to desired health-care outcomes. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain pharmacy smoking cessation support services 
- recommend and supply medicines, information, aids and equipment to assist with 

smoking cessation 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where relevant 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about smoking cessation medicines and 
aids that can be sold with and without the involvement of a pharmacist 

 literacy skills to: 

Ǝ follow pharmacy procedures  

Ǝ interpret product and self-care information 

Ǝ use specialist information and services to support conditions relating to smoking 
cessation 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required  

 technical skills to demonstrate use of smoking cessation products 

 technology skills to access and use online information relating to smoking cessation 
 

Required knowledge 

 common behavioural triggers that can contribute to smoking and barriers to quitting smoking 

 components of smoking cessation kits available in the pharmacy 

 interaction of nicotine with other medications 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of smoking cessation medicines, 
aids, kits and equipment, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying the relevant medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 physiological effects of smoking and common symptoms of smoking and smoking-related 
illness 

 characteristics of nicotine dependence and triggers that contribute to smoking 

 pharmacy range of smoking cessation medicines and products and basic understanding of 
modes of action, including: 

Ǝ nicotine replacement products that can be sold without the involvement of a pharmacist 

Ǝ Prescription Only Medicines available under the Pharmaceutical Benefits Scheme (PBS) 

 principles of evidence-based assessment as they apply to assessing the efficacy of 
medicines used to support smoking cessation  

 awareness of credible sources of information on product range 

 product and health condition terminology 
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REQUIRED SKILLS AND KNOWLEDGE 

 side effects resulting from use of smoking cessation products 

 known short and long-term health effects of active and passive smoking 

 sources of information, advice and specialist services relating to smoking cessation 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Sources of information, specialist 
services and practitioners may 
include: 

 doctors 

 National Tobacco Strategy 

 pharmacist 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 manufacturer information 

 other health-care specialists 

 relevant websites, such as Quit 

 support organisations. 

Smoking cessation medication and 
aids may include: 

 nicotine replacement products that can be sold 
without the involvement of a pharmacist, such as: 

Ǝ patches 

Ǝ gums 

Ǝ lozenges  

Ǝ tablets 

Ǝ inhalers 

 prescription medicines available under the PBS 

 audio and video resources. 

Pharmacy protocols and 
procedures may include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ other medications being used by the customer 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist must include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine or product selected, 
even if the product has been requested by name 

 request for Pharmacist Only Medicine. 

Scheduled medicines may include:  Pharmacy Medicines (S2) 

 Pharmacist Only Medicines(S3) 

 Prescription Only Medicines (S4). 
 
 

 

 
 

 
 

 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 follow pharmacy procedures when selling 
medicines, aids and equipment relating to smoking 
cessation 

 apply knowledge of nicotine dependence, triggers 
that contribute to smoking, barriers to quitting 
smoking, and side effects resulting from use of 
smoking cessation products when making 
recommendations to customers 

 identify and refer to relevant sources of information 
to assist the customer and maintain currency of 
personal knowledge 

 provide information to customers in ways 
appropriate to customer needs and demonstrating 
appropriate techniques to confirm understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist. 
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EVIDENCE GUIDE 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
smoking cessation related requirements 

 a range of smoking cessation products and aids 

 relevant pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ self-care and lifestyle advice 

Ǝ smoking cessation product and service 
information. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and selling smoking cessation 
related medicines, aids and equipment to a 
range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS305 Advise on continence management 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to advise customers on products and services, 
hygiene, lifestyle and skincare practices relating to continence 
management. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy 
assistants work directly with customers, and may suggest 
Pharmacy Medicines or unscheduled medicines for continence 
management. In situations where customers require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
continence 
management. 

1.1. Identify contributing factors and groups at risk of 
incontinence. 

1.2. Identify and access sources of information, specialist 
services and practitioners. 

1.3. Identify and locate the pharmacy range of continence 
management products. 

2. Identify customer 
needs. 

2.1. Apply pharmacy protocols and procedures to identify 
the customer and customer needs and symptoms, 
including their duration and severity. 

2.2. Determine what medicines and products have been tried to 
assist continence management and their efficacy.  

2.3. Identify and act on triggers for referral to a pharmacist. 
2.4. Follow pharmacy procedures to respect and protect 

customer privacy. 
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3. Provide information on 

continence 
management products 
and services. 

3.1. Provide customers with information on lifestyle, care and 
hygiene practices, and specialist services relating to 
continence management. 

3.2. Recommend continence products appropriate to identified 
symptoms and needs, and provide customers with 
information on features, suitability and directions for 
product use. 

3.3. Advise customers on correct and environmentally sound 
disposal methods for used disposable pads or pants and 
other waste. 

3.4. Explain and demonstrate where relevant the use, care and 
maintenance of re-usable incontinence products, aids and 
equipment, as appropriate to customer needs. 

3.5. Identify and act on opportunities to suggest companion 
products relevant to desired health-care outcomes. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ apply techniques for questioning and discussing issues of a highly sensitive nature 

Ǝ interact with customers to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain continence management products 
- recommend and supply products to assist in continence management 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where relevant 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about continence management products 

 literacy skills to: 

Ǝ interpret product and self-care information 

Ǝ use specialist information and services to support the management of continence 
conditions 

Ǝ follow pharmacy procedures 

 planning and organising skills to organise own work to meet customer service requirements 

 technology skills to access information and services relating to continence management 

 teamwork skills to work as part of a pharmacy team and refer to a pharmacist or other staff 
member where relevant 

 

Required knowledge 

 lifestyle factors affecting continence 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of continence products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying products to meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range continence products and their application 

 product and health condition terminology 

 sources of information, advice and specialist services relating to continence management, 
including: 

Ǝ Australian government Bladder and Bowel website 

Ǝ Continence Foundation of Australia 

Ǝ Continence Assistance Payments Scheme (CAPS) 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Sources of information, specialist 
services and practitioners may 
include: 

 health-care information 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 manufacturer information 

 industry and professional publications 

 medicines databases 

 doctors 

 pharmacists 

 other health-care specialists 

 relevant websites, such as: 

Ǝ Australian government Bladder and Bowel 
website 

Ǝ Continence Foundation of Australia 

Ǝ CAPS. 

Continence management products 
may include: 

 disposable products, such as: 

Ǝ all in one 

Ǝ belted undergarments 

Ǝ disposable bed pads 

Ǝ male pads, guards and shields 

 male and female: 

Ǝ large and small pads  

Ǝ stretch pants 

Ǝ ópull me upô style pants 

 washable incontinence briefs for: 

Ǝ children 

Ǝ men 

Ǝ women 

 bed and chair protective pads 

 skincare products, including: 

Ǝ cleansers 

Ǝ creams 

Ǝ dressings. 

Pharmacy protocols and 
procedures may include: 

 interacting with customer to establish: 

Ǝ who the product is for 

Ǝ their condition 

Ǝ duration of symptoms 

Ǝ what limitations the customer is experiencing 

Ǝ if the customer has seen a doctor in the last 12 
months 

Ǝ other existing health conditions 

Ǝ other medicines that the customer is currently 
using 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 
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Customer may include people:  from a range of social, cultural and ethnic 

backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer has: 

Ǝ had the complaint for some time 

Ǝ other health conditions 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Care and hygiene practices may 
include: 

 washing hands after caring for self or patient 

 wearing disposable surgical gloves 

 regularly changing incontinence pads or pants 

 attention to skin cleansing and hygiene practices 

 regularly using appropriate skincare products  

 safe disposal of waste to minimise negative 
environmental impacts. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to:  

 apply pharmacy protocols and procedures when 
recommending and supplying continence 
management products 

 plan and carry out work to meet efficient customer 
service workflow requirements 

 recommend and supply continence products to 
customers  

 provide information on product use, and carer or 
patient skincare and hygiene, in ways appropriate to 
customer needs; and demonstrate appropriate 
techniques to confirm customer understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist  

 refer to relevant sources of information, to assist 
customers and maintain currency of knowledge on 
continence management. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ continence medicines, products and service 
information 

Ǝ information on lifestyle, care and hygiene 
practices for continence management 

 a range of real or simulated customers with different 
continence management requirements 

 a range of continence products. 
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and supplying continence 
products to a range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  

 

 
  



167 
 

SIPCHCS306 Advise on complementary medicines 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS013A 
Provide information, products and services on complementary 
medicine. 
New functional area. Unit descriptor expanded to define regulatory 
environment. Application statement expanded to define scope and 
boundaries of the pharmacy assistant role. Content strengthened 
to better define range of medicines. No change to overall scope or 
outcomes the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to provide information to customers on 
products, services and customer self-care practices using 
complementary medicines, and supply relevant products.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
sale of Pharmacy Medicines (S2) and Pharmacist Only Medicines 
(S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy 
assistants work directly with customers providing information on 
complementary medicines. In situations where customers require 
referral to a pharmacist for therapeutic advice, or where the supply 
of Prescription Only Medicines or products is required, the 
pharmacy assistant gathers information, refers the customer on, 
and then supports the pharmacist by finalising the supply of 
medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Maintain and build 
own knowledge of 
complementary 
medicines. 

1.1. Check regularly for new additions or changes to the 
pharmacy range of complementary medicines. 

1.2. Ensure that supplier claims and published advertising or 
research are supported by evidence-based assessment 
outcomes. 
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2. Identify customer 

needs. 
2.1. Follow pharmacy protocols and procedures to identify the 

customer, customer needs or symptoms, their duration 
and severity. 

2.2. Determine what complementary medicines and 
products have been tried and customer satisfaction with 
their efficacy.  

2.3. Follow pharmacy protocols to identify triggers for referral 
to a pharmacist. 

2.4. Follow pharmacy procedures to respect and protect 
customer privacy. 

3. Provide information on 
complementary 
medicine products and 
services. 

3.1. Access credible sources of information to provide advice 
to customers on complementary medicines. 

3.2. Check contraindications on manufacturerôs information and 
refer to a pharmacist where potential interactions with 
other medicines are indicated. 

3.3. Recommend complementary medicines and products 
appropriate to customer symptoms and needs. 

3.4. Provide the customer with information and directions for 
product use. 

3.5. Identify and act on opportunities to suggest companion 
products relevant to desired health-care outcomes. 

 

 
 

 
 

  



169 
 

 
 

 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- obtain and provide information 
- confirm understanding 
- explain pharmacy complementary medicine services 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 
- suggest and supply complementary medicines and products 

Ǝ refer customers to a pharmacist or another staff member 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to source information to develop and maintain currency of knowledge 

 literacy skills to: 

Ǝ interpret and apply complementary medicine product and self-care information when 
advising customers 

Ǝ use specialist information and services to support the use of complementary medicines 
and products 

Ǝ follow pharmacy procedures  

 planning and organising skills to meet efficient pharmacy customer service timelines 

 teamwork skills to: 

Ǝ operate as part of a team 

Ǝ provide relevant information and seek information from a pharmacist and other 
pharmacy staff as required 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 common conditions that may benefit from the use of complementary medicines 

 commonly requested complementary medicines, their key ingredients, application and 
modes of action 

 common side effects of taking complementary medicines, including potential interactions 
with other medicines 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of complementary medicines and 
products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying complementary medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range of complementary medicines and products 

 principles of evidence-based assessment as they apply to assessing the efficacy of 
complementary medicines and awareness of credible sources of information on product 
range 

 relevant product and health condition terminology 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Evidence-based assessment may 
include: 

 objective technical methods 

 clinical testing 

 sensory analysis by trained panels or by consumers 

 consumer or market research 

 published and peer reviewed outcomes. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Complementary medicines and 
products may include: 

 Dong Quai 

 essential oils and vaporisers 

 Echinacea 

 Ginger 

 Ginkgo Biloba 

 Ginseng-Panax and Siberian 

 glucosamine 

 Guarana 

 probiotics 

 Saw Palmetto 

 St Johnôs Wort 

 Valerian. 

Triggers for referral to a 
pharmacist must include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 
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RANGE STATEMENT 

 pharmacy assistant is unsure and needs 
confirmation of the complementary medicine 
selected 

 request for Pharmacist Only Medicine.  

Sources of information may 
include: 

 Consumer Medicine Information (CMI) 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 manufacturer information 

 industry and professional publications 

 medicines databases 

 pharmacist 

 reliable websites. 

Directions for product use may 
include: 

 methods of using products, such as: 

Ǝ ingesting, e.g. vitamin tablets 

Ǝ topical preparation, e.g. vitamin E cream 

Ǝ inhalation, e.g. oil burners and vaporisers 

 product manufacturerôs information, such as: 

Ǝ how to use the product correctly  

Ǝ what to do if the symptoms persist 

Ǝ common side effects. 
 

 

 
 

 
 

 
  



172 
 

 
 

 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to:  

 apply knowledge of complementary medicines and 
products that are appropriate to treat or manage a 
range of common conditions 

 apply pharmacy protocols and procedures when 
supplying complementary medicines and products  

 follow pharmacy procedures for identifying and 
acting on triggers for referral to a pharmacist  

 provide information to customers in ways 
appropriate to customer needs and demonstrate 
techniques to confirm understanding 

 recommend and supply complementary medicines.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 pharmacy protocols and procedures 

 a range of complementary medicines  

 pharmacy and companion products 

 relevant documentation, such as: 

Ǝ information on complementary medicines, 
companion products health care, and product 
use 

Ǝ CMI 

 a range of real or simulated customers with different 
requirements. 

 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ selling complementary medicines, aids and 
equipment to a range of customers 

Ǝ acting on situations or requests that indicate the 
need to refer customers to a pharmacist or a 
more senior colleague 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 
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 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCHCS407 Test blood pressure and advise on self-monitoring 

Modification history N 
This is a revised unit, based on but not equivalent to 
SIRPPKS012A Provide information, products and services on 
blood pressure.  
New functional area. Unit scope and outcomes changed to include 
performing blood pressure testing.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to test blood pressure and provide advice on 
ongoing self-monitoring.  
 
The unit covers a basic understanding of blood pressure, how to 
test and record blood pressure readings, recommend home 
monitoring equipment, and advise on lifestyle and self-care 
practices to support customers. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy 
assistants work directly with customers. In situations where 
customers require referral to a pharmacist for therapeutic advice, 
the pharmacy assistant gathers information, refers the customer 
on, and then supports the pharmacist by finalising the service or 
the supply of relevant products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Identify customer 
needs. 

1.1. Follow pharmacy protocols and procedures to 
determine customer requirements. 

1.2. Identify and act on triggers for referral to a pharmacist.  
1.3. Follow pharmacy procedures to respect and protect 

customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Test blood pressure. 2.1. Consult customer and explain that a single test is not an 

accurate indicator, and suggest monitoring at regular 
intervals.  

2.2. Select a comfortable area without distractions and allow 
the customer to relax for five minutes before taking the 
test. 

2.3. Select the blood pressure testing instrument, ensure 
that the cuff size fits, and explain the testing procedure to 
the customer. 

2.4. Apply the cuff and use the testing equipment instrument to 
product manufacturerôs instructions to check pulse, systolic 
blood pressure and diastolic blood pressure, repeating the 
procedure to check accuracy.  

2.5. Enter results on pharmacy blood pressure testing 
record and refer to pharmacist for checking and follow-up 
with the customer where required. 

2.6. Provide confirmed record to the customer and file a copy 
according pharmacy procedures.  

3. Provide advice on 
blood pressure testing 
equipment and 
services. 

3.1. Advise customer on the availability of repeat pharmacy 
blood pressure testing services. 

3.2. Inform customer regarding the features and components of 
home blood pressure testing equipment from the 
pharmacy range.  

3.3. Demonstrate use, care and maintenance of digital home 
blood pressure testing equipment and recommend specific 
self-testing equipment to customers.  

3.4. Assist customer in identifying relevant self-testing 
strategies to achieve accurate readings. 

3.5. Show customer how to keep a personal blood pressure 
record chart. 

3.6. Interpret and apply pharmacy procedures for compliance 
with the conditions relating to supply of blood pressure 
testing equipment. 

4. Provide blood 
pressure management 
and self-care 
information where 
required.  

4.1. Encourage customer to take and record regular blood 
pressure readings and show these to their doctor where 
required. 

4.2. Advise customer to calibrate home blood pressure 
machine reading against their doctorôs mercury 
sphygmomanometer reading every six months.  

4.3. Access relevant sources and provide customer with 
information on lifestyle and self-care practices.  
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information  
- confirm understanding 
- explain pharmacy blood pressure testing services to customers 
- recommend and supply blood pressure testing equipment  
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to the pharmacist for checking and follow-up on blood pressure readings  

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication  

 learning skills to maintain currency of knowledge about blood pressure testing equipment 

 literacy skills to: 

Ǝ follow pharmacy protocols and procedures  

Ǝ interpret product and self-care information  

Ǝ use specialist information and services to support the management of blood pressure 

 planning and organising skills to organise work to meet customer service requirements 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 

 technical skills to: 

Ǝ perform blood pressure testing procedures 

Ǝ use equipment for home blood pressure monitoring 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 common factors that can contribute to or exacerbate blood pressure and related lifestyle and 
self-care information 

 pharmacy protocols and procedures relating to: 

Ǝ collecting information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ providing blood pressure testing services 

Ǝ respecting and protecting customer privacy 

Ǝ supplying blood pressure medicines, aids and equipment 

 product and health condition terminology relating to blood pressure, including: 

Ǝ systolic blood pressure 

Ǝ diastolic blood pressure 

Ǝ sphygmomanometer 

 monitoring equipment that may be of assistance to customers managing blood pressure 
health conditions 

 personal role boundaries and responsibilities and circumstances under which referral to a 
pharmacist is required 

 sources of information and specialist services relating to blood pressure 

 use, care and storage requirements for aids and equipment 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy protocols and 
procedures may include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ blood pressure medications being used by the 
customer 

Ǝ cold and flu medications currently being used 

Ǝ customer level of physical activity immediately 
before presenting for testing 

Ǝ caffeinated drinks consumed immediately before 
presenting for testing 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Customer requirements may 
include: 

 a single blood pressure test 

 home testing equipment  

 regular blood pressure monitoring at intervals 
advised by a doctor.  

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma and 
diabetes 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 
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RANGE STATEMENT 
Customer may include people:  from a range of social, cultural and ethnic 

backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Blood pressure testing instrument 
may include: 

 mercury (aneroid) sphygmomanometer 

 electronic digital sphygmomanometer. 

Pharmacy blood pressure testing 
record may include:  

 pharmacy identification and telephone number 

 a customer copy and duplicate pharmacy file copy 
with the following minimum content:  

Ǝ customerôs name and address 

Ǝ date of test 

Ǝ blood pressure measurement, including systolic 
blood pressure over diastolic blood pressure 

Ǝ pulse 

Ǝ indication that the reading suggests: 
- level is within normal limits 
- level is above normal range on this occasion 

and warrants customer consultation with a 
doctor to have blood pressure checked 

- level is very high on this occasion and an 
immediate doctor consultation is strongly 
recommended 

Ǝ pharmacist authorisation signature 

Ǝ relevant notes regarding individual customer 
circumstances that may have impacted on the 
reading, such as:  
- being upset 
- being in a rush. 

Use, care and maintenance may 
include: 

 attaching cuff line to machine 

 checking machine calibration 

 cleaning and storing machine and cuff attachment 

 demonstrating use of: 

Ǝ on and off switch 

Ǝ start switch 

 interpreting the screen display, including: 

Ǝ systolic blood pressure reading 

Ǝ diastolic blood pressure reading 

Ǝ pulse 

 locating and attaching cuff to patientôs arm 

 replacing battery 

 taking a test reading.  
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RANGE STATEMENT 
Self-testing strategies may include:  avoiding the following behaviour that can cause 

blood pressure to rise in the two hours before taking 
the reading: 

Ǝ drinking caffeinated drinks, such as tea, coffee 
or cola  

Ǝ smoking  

 being relaxed and comfortable when taking a 
reading by: 

Ǝ selecting a comfortable place without 
distractions, such as TV or music 

Ǝ relaxing for at least five minutes before taking 
the reading 

 developing a good technique for attaching the cuff 

 following machine instruction steps 

 standing for at least two minutes before testing, 
when doctor requests a reading while standing 

 where possible, measuring blood pressure under 
the same conditions, at about the same time of day, 
in the same manner each time 

 taking at least two readings on each occasion. 

Personal blood pressure record 
chart may include: 

 date and time 

 comments that may be useful to the doctor, such as 
just woke up, resting, taken medication, etc. 

 pulse 

 diastolic blood pressure 

 systolic blood pressure. 

Conditions relating to supply may 
include: 

 federal and state or territory legislation 

 industry codes of practice, standards and guidelines 

 pharmacy protocols and procedures relating to the 
sale of blood pressure medicines and products, aids 
and equipment. 

Relevant sources may include:  Consumer Medicine Information (CMI) website and 
phone line 

 pharmacist 

 manufacturer information 

 self-care and health-care information 

 product brochures and leaflets supplied by a 
pharmacist 

 website of support organisations, such as Heart 
Foundation. 

Lifestyle and self-care practices 
may include: 

 achieving or maintaining ideal body weight 

 being physically active 

 carrying a list of medicines and doses 

 decreasing salt intake  

 limiting alcohol intake 

 quitting smoking 

 taking prescribed blood pressure medication at the 
same time each day 

 using a weekly pill box.  
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 demonstrate use, care and maintenance of blood 
pressure testing equipment to customers 

 perform blood pressure testing services according 
to pharmacy protocols and procedures 

 provide information to customers in ways 
appropriate to customer needs and demonstrate 
appropriate techniques to confirm understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist 

 recommend and sell blood pressure testing 
equipment to customers 

 refer to relevant sources of information to assist the 
customer and maintain personal currency of 
knowledge. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 pharmacy protocols and procedures 

 state or territory legislation and guidelines where 
appropriate 

 relevant documentation, such as: 

Ǝ blood pressure testing product and service 
information 

Ǝ self-care and lifestyle advice. 

 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ performing blood pressure testing  

Ǝ demonstrating use, care and maintenance of 
blood pressure testing equipment to customers 

Ǝ recommending and selling blood pressure 
testing equipment to a range of customers 

Ǝ advising on lifestyle and self-care practices 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
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relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS408 Test blood glucose and advise on equipment and services for 
diabetes management 

Modification history N 
This is a revised unit, based on but not equivalent to 
SIRPPKS014A Provide information, products and services on 
diabetes.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to test blood glucose and advise on monitoring 
equipment and services.  
 
The unit covers an elementary knowledge of the diabetes condition, 
how to test blood glucose levels, recommend home monitoring 
equipment, and advise on lifestyle and health-care practices to 
support customers to manage diabetes. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

HLTIN402C Maintain infection control standards in office 
practice settings 

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy assistants 
frequently work directly with customers in supporting their diabetes 
management. In situations where diabetics require referral to a 
pharmacist for therapeutic advice or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist in finalising diabetes services and 
supplying medicines and products.  
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
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ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Identify customer 
needs. 

1.1. Follow pharmacy protocols and procedures to 
determine customer requirements. 

1.2. Identify and act on triggers for referral to a pharmacist. 
1.3. Follow pharmacy procedures to respect and protect 

customer privacy. 
1.4. Recognise diabetes types and related conditions. 
1.5. Consult customer, explain that a single test is not an 

accurate indicator, and that monitoring at regular 
intervals is required. 

1.6. Advise customer on the availability of pharmacy blood 
glucose testing services. 

2. Test blood glucose 
levels. 

2.1. Apply pharmacy procedures and testing equipment to 
manufacturerôs instructions to prepare for blood glucose 
testing. 

2.2. Apply lancet with glucose to inside of fingertip or 
alternative selected area. 

2.3. Trigger lancet and hold blood against test strip loaded into 
monitor and wait for monitor to register blood glucose 
reading. 

2.4. Enter results on pharmacy blood glucose testing record 
and refer to pharmacist for checking, verification and 
follow-up with the customer where required. 

2.5. Provide confirmed record to the customer and file a copy 
according pharmacy procedures. 

2.6. Dispose of used lancets in a sharps container.  

3. Provide advice on 
blood glucose self-
testing equipment 
products and services.  

3.1. Inform customer regarding the features and components of 
home blood glucose testing equipment from the pharmacy 
range.  

3.2. Demonstrate use, care and maintenance of digital home 
blood glucose testing equipment and recommend specific 
self-testing equipment to customer.  

3.3. Assist customer in identifying common reasons for 
inaccurate readings. 

3.4. Show customer how to keep a personal blood glucose 
record. 

3.5. Recommend and comply with conditions relating to 
supply of diabetes-related products, aids, test kits and 
equipment. 

4. Provide blood glucose 
products and self-care 
information where 
required. 

4.1. Encourage customer to take and record regular blood 
glucose readings and show them to their doctor, as 
required. 

4.2. Access relevant sources and provide customer with 
information on lifestyle, self-care practices, specialist 
services and practitioners to support diabetes 
management. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- obtain and provide information  
- confirm customer understanding 
- explain pharmacy blood glucose testing services to customers 
- recommend and supply blood glucose testing equipment  
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where required 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about diabetes management and blood 
glucose testing equipment 

 literacy skills to: 

Ǝ follow pharmacy protocols and procedures 

Ǝ interpret and explain product and self-care information 

Ǝ use specialist information and services to support the management of diabetes 

 planning and organising skills to meet customer service requirements 

 technology skills to: 

Ǝ access and use information systems required by the role  

Ǝ perform blood glucose testing procedures 

Ǝ use equipment for home blood glucose monitoring 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 
 

Required knowledge 

 basic awareness of how insulin works in the human body 

 common factors that can contribute to diabetes conditions and related lifestyle and self-care 
information 

 common symptoms of diabetes and related conditions, including: 

Ǝ type 1 diabetes 

Ǝ type 2 diabetes 

Ǝ gestational diabetes  

Ǝ hyperglycaemia 

Ǝ hypoglycaemia 

 common side effects of taking diabetes medicine 

 diabetes aids and equipment 

 diabetes products and health condition terminology 

 key features of the National Diabetes Services Scheme (NDSS) 

 personal role boundaries, responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to: 

Ǝ collecting information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ respecting and protecting customer privacy 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ providing blood glucose testing services 

Ǝ supply of diabetes medicines, aids and equipment 

Ǝ safe handling and disposal of sharps 
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REQUIRED SKILLS AND KNOWLEDGE 

 related health conditions that can result from diabetes 

 relevant state or territory infection-control guidelines and Skin Penetration Act  

 sources of information, advice and specialist services relating to diabetes 

 use, care and storage requirements for aids and equipment 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy protocols and 
procedures may include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ if the customer has seen the doctor lately 

Ǝ insulin or other diabetes medication being used 
by the customer 

Ǝ if the customer is registered under the National 
Diabetes Services Scheme (NDSS)  

Ǝ when the customer last had food 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
condition and requirements. 

Customer requirements may 
include: 

 a single blood glucose test 

 assistance with blood glucose testing 

 home testing equipment or products  

 insulin  

 regular blood glucose monitoring at intervals as 
advised by a doctor.  

Triggers for referral to a 
pharmacist must include: 

 customer is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma or high 
blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

Ǝ requested a large quantity of one or more 
medicines 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 
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RANGE STATEMENT 
Customer may include people:  from a range of social, cultural and ethnic 

backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Diabetes types and related 
conditions may include: 

 type 1 diabetes or insulin dependent diabetes 

 type 2 diabetes or non-insulin dependent diabetes 

 gestational diabetes 

 hyperglycaemia or higher than normal blood sugar 
levels 

 hypoglycaemia or lower than normal blood sugar 
levels. 

Regular intervals may include:  before: 

Ǝ breakfast (for fasting reading) 

Ǝ lunch 

Ǝ dinner 

 two hours after a meal 

 before rigorous exercise 

 if feeling unwell. 

Prepare for blood glucose testing 
may include: 

 methods and equipment for disinfection 

 taking the customer to a designated testing area 

 washing hands 

 wearing personal protective equipment, such as 
gloves 

 setting up equipment, including: 

Ǝ digital blood glucose testing equipment 

Ǝ adhesive bandages 

Ǝ alcohol wipes 

Ǝ sharps container 

Ǝ loading a trigger lancet device with a disposable 
lancet. 

Alternative selected area may 
include: 

 forearm 

 thigh 

 palm of hand. 
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RANGE STATEMENT 
Pharmacy blood glucose testing 
record may include: 

 pharmacy identification and telephone number 

 a customer copy and duplicate pharmacy file copy 
with the following content:  

Ǝ customerôs name and address 

Ǝ date  

Ǝ fasting or not fasting 

Ǝ insulin amounts  

Ǝ test time 

Ǝ blood glucose level  

Ǝ relevant notes regarding individual customer 
circumstances that may have impacted on the 
reading. 

Use, care and maintenance may 
include: 

 caring for strips, such as: 

Ǝ storing them in a dry place 

Ǝ replacing the cap immediately after use 

 checking that the use-by date is valid 

 operating equipment according to product 
manufacturerôs instructions, such as: 

Ǝ switching on and setting the digital meter 

Ǝ matching disposable lancets to machines 

Ǝ wiping down equipment with alcohol wipes 

Ǝ checking equipment calibration  

Ǝ replacing batteries in the digital meter 

Ǝ loading the trigger lancet device  

Ǝ loading the test strip into the testing meter 

 safely disposing of used lancets. 

Common reasons for inaccurate 
readings may include: 

 using the wrong strip for the digital meter 

 using strips that have expired or been stored 
incorrectly 

 using the machine incorrectly 

 not washing hands before testing 

 incorrect calibration or set-up of the digital meter 

 low battery levels in the digital meter.  

Personal blood glucose record 
may include: 

 day, month and time of day 

 insulin amounts used  

 test times and blood glucose levels for each test 

 comments. 

Conditions relating to supply may 
include: 

 federal and state or territory legislation 

 industry codes of practice, standards and guidelines 

 the application of NDSS benefits for registered 
customers  

 pharmacy protocols and procedures relating to the 
sale of diabetes-related medicines and products, 
aids and equipment. 

Diabetes-related products, aids, 
test kits and equipment may 
include: 

 insulin  

 syringes  

 pens 

 lancets 

 prescribed diabetic medicines 

 blood glucose monitoring machines, reagent strips 

 urine glucose testing kits. 
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RANGE STATEMENT 
Relevant sources may include:  Consumer Medicine Information (CMI) website and 

phone line 

 pharmacist 

 manufacturer information 

 product brochures and leaflets supplied by a 
pharmacist 

 self-care and health-care information 

 website of support organisations, such as Diabetes 
Australia. 

Specialist services and 
practitioners may include: 

 doctors 

 diabetic educators 

 pharmacist 

 support organisations, such as Diabetes Australia 

 other health-care specialists. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 demonstrate use, care and maintenance of blood 
glucose testing equipment and products and 
confirm customer understanding  

 perform blood glucose testing services according to 
pharmacy protocols and procedures 

 promote and apply NDSS benefits where relevant 

 recognise and act on situations or requests 
requiring referral to a pharmacist 

 recommend and sell blood glucose testing 
equipment to customers 

 refer to relevant sources of information to assist the 
customer and maintain personal currency of 
knowledge. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 relevant pharmacy protocols and procedures 

 a range of real or simulated customers with different 
requirements 

 a range of products and equipment used in the 
treatment and management of diabetes 

 relevant documentation, such as: 

Ǝ diabetes product and service information 

Ǝ self-care advice 

Ǝ lifestyle advice 

Ǝ NDSS proformas and guidelines. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ performing blood glucose testing  

Ǝ demonstrating use, care and maintenance of 
blood glucose testing equipment 

Ǝ recommending and selling blood glucose testing 
equipment to a range of customers 

Ǝ advising on lifestyle and self-care practices 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS409 Advise on diet, nutrition and weight-management products and 
services 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS015A 
Provide information, products and services on diet, nutrition and 
weight management.  
New functional area. No change to overall scope or outcomes of 
the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to advise customers on products, services and 
customer self-care practices relating to diet, nutrition and weight 
management. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy 
assistants work directly with customers and may suggest 
Pharmacy Medicines or unscheduled medicines for weight 
management. In situations where customers require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
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ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
diet, nutrition and 
weight-related 
conditions and 
products. 

1.1. Identify the role of food, nutrients and other important food 
substances in relation to the bodyôs function and 
maintaining a healthy weight.  

1.2. Recognise signs and symptoms of common diet, 
nutrition and weight-management related conditions. 

1.3. Identify and locate the pharmacy range of diet, nutrition 
and weight-management products.  

1.4. Ensure that supplier claims and published advertising or 
research are supported by evidence-based assessment 
outcomes. 

1.5. Identify and access sources of information, specialist 
services and practitioners. 

2. Identify customer 
needs. 

2.1. Follow pharmacy protocols and procedures to determine 
the customer and their needs and symptoms, including 
duration and severity. 

2.2. Establish what medicines and products have been tried to 
assist weight management.  

2.3. Identify and act on triggers for referral to a pharmacist.  
2.4. Follow pharmacy procedures to respect and protect 

customer privacy. 

3. Provide information 
and advice to 
customers on diet, 
nutrition and weight-
management products 
and services. 

3.1. Finalise supply of scheduled medicines and products to 
customers, or after pharmacist provision of therapeutic 
advice where required. 

3.2. Provide customers with information on lifestyle, self-care 
practices and specialist services relating to diet, nutrition 
and weight management. 

3.3. Recommend nutrition and weight-management products 
appropriate to customerôs symptoms and needs. 

3.4. Provide the customer with information and directions for 
product use. 

3.5. Identify and act on opportunities to suggest companion 
products relevant to desired health-care outcomes. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain pharmacy nutrition and weight-management services 
- recommend and supply nutrition and weight-management medicines, products, aids 

and equipment 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where relevant 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about diet, nutrition and weight-
management medicines and products  

 literacy skills to: 

Ǝ interpret product and self-care information 

Ǝ use specialist information and services to support the management of diet, nutrition and 
weight-related conditions 

Ǝ follow pharmacy procedures  

 planning and organising skills to organise own work to meet customer service requirements 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 common diet, nutrition and weight-related conditions and contributing factors 

 common interactions of diet, nutrition and weight-management products with other 
medicines 

 health claims versus evidence-based assessment of the efficacy of diet, nutrition and 
weight-management related medicines and products 

 indicators of weight-related conditions, e.g. body mass index parameters 

 impact of diet on health conditions, including: 

Ǝ principles of a balanced diet 

Ǝ relationship between diet-related disease and the excessive consumption of saturated 
fat, sodium and sugar 

Ǝ role of hydration 

 lifestyle factors affecting weight management 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of diet, nutrition and weight-
management products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying the relevant medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 principles of nutrition and the healthy diet pyramid, including nutritional composition of the 
five food groups 
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REQUIRED SKILLS AND KNOWLEDGE 

 pharmacy range of diet, nutrition and weight-management medicines and products 

 relevant product and health condition terminology 

 sources of information, advice and specialist services relating to diet, nutrition and weight 
management  
 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Common diet, nutrition and 
weight-management related 
conditions may include: 

 anorexia 

 bulimia 

 obesity 

 overeating 

 post-surgery weight loss 

 under eating 

 weight loss due to illness. 

Diet, nutrition and weight-
management products may include: 

 complementary medicine meal replacement 
programs 

 nutritional supplements 

 pharmacy medication 

 vitamins and supplements. 

Evidence-based assessment may 
include: 

 objective technical methods 

 clinical testing 

 sensory analysis by trained panels or by consumers 

 consumer or market research 

 published and peer reviewed outcomes. 

Sources of information, specialist 
services and practitioners may 
include: 

 dieticians 

 doctors 

 health-care information 

 industry and professional publication 

 pharmacists 

 pharmacy or manufacturer product leaflets, 
brochures and manuals 

 support organisations 

 relevant websites. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ other medications being used by the customer 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 
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RANGE STATEMENT 
Customer may include people:  from a range of social, cultural and ethnic 

backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Triggers for referral to a 
pharmacist must include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick 

Ǝ confused 

Ǝ uncertain 

Ǝ dissatisfied 

Ǝ angry 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the product selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Scheduled medicines may include:  Pharmacy Medicines (S2) 

 Pharmacist Only Medicines(S3) 

 Prescription Only Medicines (S4). 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 access specialist sources of information to assist 
the customer and maintain personal currency of 
knowledge 

 advise customers on the role of a healthy diet in 
maintaining an ideal body weight 

 apply knowledge of medicine and products for 
nutrition and weight management when 
recommending and selling products  

 follow pharmacy procedures when supplying diet, 
nutrition and weight-management medicines and 
products 

 provide information to customers in ways 
appropriate to customer needs and demonstrate 
appropriate techniques to confirm understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
diet, nutrition or weight-management requirements 

 a range of diet, nutrition and weight-management 
products 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ diet, nutrition and weight-management 
medicines, products and service information 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and selling diet, nutrition and 
weight-management medicines and products to 
a range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCHCS410 Advise on pregnancy and maternal health products and services 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS017A 
Provide information, products and services on pregnancy and 
maternal health.  
New functional area. No change to the overall scope or outcomes 
of the units.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to advise customers on products, services and 
customer self-care practices to support customers in managing 
pregnancy and maternal health. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. It restricts them to 
suggesting Pharmacy Medicines and unscheduled medicines, aids 
and equipment to customers. In situations where customers require 
referral to a pharmacist for therapeutic advice, or where the supply 
of Pharmacist Only Medicines products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products.  
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

 
 

 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
pregnancy and 
maternal health 
conditions and 
products. 

1.1. Identify the physical and physiological effects of 
pregnancy. 

1.2. Identify pregnancy and maternal health conditions. 
1.3. Identify and locate the pharmacy range of pregnancy and 

maternal health products. 
1.4. Identify and access sources of information, specialist 

services and practitioners. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify customer 

needs. 
2.1. Follow pharmacy protocols and procedures to interact 

with the customer and identify the customer and their 
needs and symptoms, including duration and severity. 

2.2. Determine what medicines and products have been tried to 
assist with the specific condition. 

2.3. Follow pharmacy protocols to identify triggers for referral 
to a pharmacist.  

2.4. Follow pharmacy procedures to respect and protect 
customer privacy. 

3. Provide information 
and advice to 
customers. 

3.1. Finalise supply of scheduled medicines and products to 
customers, or after pharmacist provision of therapeutic 
advice where required. 

3.2. Provide customers with information on lifestyle, self-care 
practices and specialist services to support pregnancy and 
maternal health. 

3.3. Recommend pregnancy and maternal health products 
appropriate to customer symptoms and needs. 

3.4. Provide the customer with information and directions for 
product use. 

3.5. Identify and act on opportunities to suggest companion 
products relevant to desired health-care outcomes. 

 

  



201 
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain pharmacy pregnancy and maternal health services 
- recommend and supply pregnancy and maternal health medicines, aids and 

equipment 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where relevant  

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about pregnancy and maternal health 
medicines and products 

 literacy skills to: 

Ǝ interpret product and self-care information 

Ǝ use specialist information and services to support pregnancy and maternal health 
conditions 

Ǝ follow pharmacy procedures  

 planning and organising skills to organise own work to meet customer service requirements 

 technology skills to access and use information systems required by the role 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 
 

Required knowledge 

 common factors that can contribute to maternal health needs and related lifestyle and self-
care information 

 common symptoms of pregnancy and maternal health conditions 

 personal role boundaries and responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of pregnancy and maternal health 
medicines, aids, kits and equipment, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying the relevant medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 physical and physiological changes that occur during and following pregnancy 

 pregnancy and maternal health aids and equipment 

 pregnancy and related health conditions 

 principles of evidence-based assessment as they apply to assessing the efficacy of 
medicines used to treat pregnancy and maternal health conditions and awareness of 
credible sources of information on product range 

 relevant product and health condition terminology 

 sources of information, advice and specialist services relating to pregnancy and maternal 
health 

 use, care and storage requirements for aids and equipment 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pregnancy and maternal health 
conditions may include: 

 backache 

 breast and nipple changes 

 changes in hair condition 

 constipation 

 headache 

 haemorrhoids 

 indigestion or heartburn 

 gestational diabetes 

 fatigue 

 postnatal depression 

 pre-eclampsia 

 morning sickness 

 swelling of hands and feet 

 varicose veins 

 weakened nails. 

Pregnancy and maternal health 
products may include: 

 breast expressing kits 

 complementary medicines 

 dietary supplements 

 maternity pads 

 morning sickness treatments 

 nipple care products, including: 

Ǝ nipple shields 

Ǝ nursing pads 

 nursing accessories, such as pillows 

 unscheduled medicines 

 pharmacy medication 

 pregnancy testing kits 

 stretch mark and related skincare products. 

Sources of information, specialist 
services and practitioners include: 

 doctors 

 health-care information 

 manufacturer information 

 medicines databases 

 industry and professional publications 

 other health-care specialists 

 pharmacist 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 support organisations 

 relevant websites. 
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RANGE STATEMENT 
Pharmacy protocols and 
procedures must include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ other medications being used by the customer 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Triggers for referral to a 
pharmacist must include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

Ǝ requested a large quantity of one or more 
medicines or products 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Scheduled medicines may include:  Pharmacy Medicines (S2) 

 Pharmacist Only Medicines(S3) 

 Prescription Only Medicines (S4). 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 access relevant sources of information to assist the 
customer and maintain currency of knowledge 

 apply knowledge of medicines, aids and equipment 
when recommending and selling products for 
pregnancy and maternal health conditions 

 follow pharmacy protocols and procedures when 
selling pregnancy and maternal health medicines, 
aids and equipment 

 provide information to customers in ways 
appropriate to customer needs and demonstrating 
appropriate techniques to confirm understanding 

 recognise personal role boundaries and act on 
situations or requests requiring referral to a 
pharmacist.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
pregnancy or maternal health requirements 

 a range of products and equipment for pregnancy 
and maternal health conditions 

 relevant pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ pregnancy and maternal health, products and 
service information 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace:  

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and supplying pregnancy and 
maternal health medicines, aids and equipment 
to a range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 selling pregnancy and maternal health medicines, 
aids and equipment to a range of customers 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS411 Advise on wound care products and self-care 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS020A 
Provide information, products and services on wound care.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to evaluate wound type and appearance, 
provide information to customers on suitable wound care products, 
and advise on self-care practices that will assist customers in 
wound care management.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

HLTIN301C Comply with infection control policies and 
procedures 

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy assistants 
work directly with customers and may suggest Pharmacy 
Medicines or unscheduled medicines for wound care management. 
In situations where customers require referral to a pharmacist for 
therapeutic advice, or where the supply of Pharmacist Only 
Medicines or products is required, the pharmacy assistant gathers 
information, refers the customer on, and then supports the 
pharmacist by finalising the supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 

 

 
 

 
 

 

 
 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
wound care and 
related products. 

1.1. Recognise wound types and signs of infection. 
1.2. Identify contributing factors and groups at risk of infection. 
1.3. Identify and locate the pharmacy range of wound care 

medicines and products.  
1.4. Identify and access sources of information on wound 

care. 

2. Identify customer 
needs. 

2.1. Follow pharmacy protocols and procedures to determine 
customer requirements. 

2.2. Identify and act on triggers for referral to a pharmacist. 
2.3. Interact with customer to identify wound type and 

appearance and level of improvement in wound healing. 
2.4. Seek pharmacist advice where customer believes wound 

is displaying signs of infection. 
2.5. Follow pharmacy procedures to respect and protect 

customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
3. Provide information on 

wound care products 
and management. 

3.1. Finalise supply of scheduled medicines and products to 
customers, or after pharmacist provision of therapeutic 
advice where required. 

3.2. Recommend unscheduled medicines, products, equipment 
and aids appropriate to wound type.  

3.3. Provide the customer with directions for product use. 
3.4. Recommend and comply with relevant conditions 

relating to supply of wound care products. 
3.5. Identify and act on opportunities to suggest companion 

products relevant to desired health-care outcomes. 
3.6. Identify and access sources of information, specialist 

services and practitioners. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain wound self-care practices 
- recommend and supply wound care dressings, medications, aids and equipment 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain personal currency of knowledge about wound care 

 literacy skills to: 

Ǝ interpret and explain product and self-care information 

Ǝ locate and interpret specialist information to support wound care management  

 planning and organising skills to organise work to meet customer service requirements 

 technical skills to: 

Ǝ assess wound care requirements 

Ǝ use equipment for home wound care 

 technology skills to access and use online systems to source information on wound care  

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 
 

Required knowledge 

 basic understanding of anatomical structure of skin as it relates to healing stages and 
indicators: 

Ǝ inflammatory or defensive stage 

Ǝ reconstruction stage 

Ǝ maturation or remodelling stage 

 common factors that can contribute to the likelihood of wounds or exacerbate wound care 
problems and related lifestyle and self-care information 

 common wound types and causes of wounds and their associated care requirements, 
including: 

Ǝ acute wounds caused by: 
- cuts 
- lacerations 
- abrasions 
- grazes 
- sprains 
- strains 

Ǝ chronic wounds, such as ulcers caused by poor circulation or medical conditions 

Ǝ contusion, bruising and soft tissue injury caused by: 
- blunt blow 
- punching 
- knock or fall 

Ǝ penetrating wounds (puncture) caused by sharp objects 

Ǝ surgical wounds 

Ǝ bites and stings 

Ǝ burns and scalds 

 personal role boundaries, responsibilities and circumstances under which referral to a 
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REQUIRED SKILLS AND KNOWLEDGE 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the sale of wound care medicines, aids, kits 
and equipment, including: 

Ǝ collecting information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ providing wound care advice 

Ǝ respecting and protecting customer privacy 

Ǝ sale of wound care products, aids and equipment 

 pharmacy range of wound care medicines and products along with basic understanding of 
their modes of action 

 relevant product and wound care terminology 

 sources of information, advice and specialist services relating to wound care 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Signs of infection may include:  localised heat in the area surrounding the wound  

 pus 

 nausea. 

Wound care medicines and 
products may include: 

 analgesics 

 anti-inflammatory medicines 

 antiseptic and saline washes 

 cold and hot packs 

 complementary medicines 

 Pharmacy Medicines  

 Pharmacist Only Medicines 

 Prescription Only Medicines  

 skincare products, such as: 

Ǝ skin cleansers 

Ǝ moisturisers 

Ǝ sealants  

Ǝ adhesive removers 

 surgical sundries 

 wound dressings, such as: 

Ǝ spray on dressings 

Ǝ gels, granules, pastes and beads 

Ǝ dry dressings 

Ǝ adhesive dressings 

Ǝ low adherent absorbent dressings 

Ǝ medicated bandages 

Ǝ non-stick pads 

 strapping, bandaging and sports tape. 

Sources of information may 
include: 

 health-care information 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 manufacturer information 

 industry and professional publications 

 medicines databases. 
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RANGE STATEMENT 
Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ other medications being used by the customer 

Ǝ where the wound is 

Ǝ time of last tetanus shot where relevant to the 
wound 

Ǝ if they have seen a doctor  

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 

Customer requirements may 
include: 

 wound care services 

 wound care products, medications, aids or 
equipment 

 advice on wound management.  

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

Ǝ requested a large quantity of one or more 
medicines or products 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 
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RANGE STATEMENT 
Customer may include people:  from a range of social, cultural and ethnic 

backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Directions for product use may 
include: 

 how to use wound care products and medicines 
correctly  

 how often to change dressings or use medicine 

 how to avoid infection 

 most common and important adverse effects 

 other lifestyle or management tips for the condition  

 to contact the pharmacy if the product or medicine 
does not help or the symptoms persist. 

Conditions relating to supply may 
include: 

 federal and state or territory legislation 

 industry codes of practice, standards and guidelines 

 pharmacy protocols and procedures relating to the 
sale of wound care medicines and products. 

Specialist services and 
practitioners may include: 

 doctors 

 pharmacists 

 support organisations 

 other health-care specialists 

 relevant websites. 
 
 

 

 
 

 
 

 
 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy protocols and procedures when 
interacting with customers and assessing their 
wound care requirements 

 apply knowledge of common wound types and 
associated care requirements when recommending 
and selling wound care medicines, equipment, 
products and aids 

 provide information to customers in ways 
appropriate to customer needs and demonstrate 
techniques to confirm understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist  

 refer to relevant sources of information to assist the 
customer and maintain personal currency of 
knowledge. 
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Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
wound care requirements 

 a range of wound care products 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ wound care product and service information 

Ǝ self-care and lifestyle advice. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ consulting with customers to identify their wound 
care requirements 

Ǝ providing advice on wound care and supplying 
wound care medicines, products, equipment 
and aids 

Ǝ advising on self-care  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance 

 role plays to confirm communication skills to meet 
diverse customer requirements. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS412 Provide Australian Needle and Syringe Program services  

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to provide service to customers of the 
Australian Needle and Syringe Program (NSP) offered by some 
pharmacies.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. It limits them to the 
provision of free ready-made equipment kits and receiving used 
sharps. All requests for therapeutic advice must be referred to a 
pharmacist.  
 
Persons providing NSP services are required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Identify customer 
need. 

1.1. Follow pharmacy protocols and procedures to determine 
customer requirements. 

1.2. Follow pharmacy procedures to respect and protect 
customer privacy. 

1.3. Identify and act on situations or requests requiring referral 
to a pharmacist. 

2. Provide NSP 
equipment supply, 
disposal and 
information services. 

2.1. Supply ready-made equipment packs to customers. 
2.2. Collect NSP statistics if required. 
2.3. Accept sealed sharps disposal containers of used injecting 

equipment and lodge in pharmacy yellow sharps bin. 
2.4. Respond to customer requests for information on relevant 

support agencies.  
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain NSP services 

Ǝ refer to a pharmacist or other pharmacy staff where relevant 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 accept and dispose of used equipment to minimise environmental damage 

 literacy skills to: 

Ǝ apply NSP operational guidelines 

Ǝ follow pharmacy protocols and procedures 

Ǝ record NSP statistical information 

 planning and organising skills to meet customer service requirements 

 teamwork skills to operate as part of a pharmacy team and provide relevant information to a 
pharmacist or other pharmacy staff as required 
 

Required knowledge 

 pharmacy protocols and procedures relating to NSP policies regarding: 

Ǝ accepting and disposing of used sharps containers 

Ǝ collecting information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on situations and responses requiring referral to a pharmacist 

Ǝ protecting customer privacy and anonymity 

Ǝ providing ready-made equipment 

 NSP operational guidelines 

 sources of information on self-referral alcohol and drug support agencies 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

Ǝ other medications being used by the customer 

Ǝ if they have seen a doctor  

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 

Customer requirements may 
include: 

 ready-made equipment packs 

 disposal of used injecting equipment.  

Customer may include:  people acting as agents for a customer 

 the elderly and infirm 

 people who are: 

Ǝ illicit and injecting drug users 

Ǝ alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Ready-made equipment packs may 
include packs containing: 

 a specified number of syringes 

 swabs 

 filters 

 a sharps container. 

NSP statistics may include:  information voluntarily provided by the customer, 
including: 

Ǝ gender 

Ǝ postcode 

Ǝ age 

Ǝ drug 

 number of needles and syringes supplied. 

Support agencies may include:  community drug and alcohol information services 

 HIV and hepatitis support groups 

 outreach programs 

 men and womenôs peer programs. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy procedures to supply ready-made 
equipment packs and collect used sharps 
containers 

 follow pharmacy procedures to protect customer 
privacy 

 refer to relevant sources of information regarding 
support agencies to inform customers when 
requested 

 recognise and act on all situations or requests 
requiring referral to a pharmacist  

 plan and carry out work to meet efficient customer 
service workflow requirements. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 pharmacy protocols and procedures 

 NSP operational guidelines 

 a range of real or simulated customers with NSP 
requirements 

 ready-made equipment kits, including sharps 
containers 

 a large pharmacy sharps disposal container  

 relevant documentation, such as: 

Ǝ NSP statistical forms 

Ǝ list of relevant local and online support services 
and agencies. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ assessing customer requirements 

Ǝ providing ready-made equipment packs 

Ǝ accepting and disposing of used sharps 
containers containing used injecting equipment  

Ǝ collecting statistical data if required  

Ǝ providing information regarding relevant support 
services on request  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS413 Supply and hire aids and equipment to support home health care 

Modification history E 
This is a revised unit, based on and equivalent to SIRPPKS016A 
Provide information, products and services to support home health 
care.  
New functional area and unit title. No change to the overall scope 
or outcomes of the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to provide information to customers on the 
supply and hire of suitable home health-care aids and equipment to 
support customers in managing health conditions at home. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. All requests for 
therapeutic advice must be referred to a pharmacist.  
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop knowledge of 
the pharmacy home 
health-care aids and 
equipment range.  

1.1. Identify and locate home health-care aids, equipment 
and products. 

1.2. Identify customer self-care practices and sources of 
information on home health care. 

1.3. Use appropriate product terminology. 
1.4. Identify common conditions that can be supported using 

home health-care aids and equipment. 

2. Identify customer 
needs. 

2.1. Follow pharmacy protocols and procedures to identify 
the customer, their needs and degree of limitation. 

2.2. Determine what aids have been tried and their efficacy.  
2.3. Follow pharmacy protocols to identify triggers for referral 

to a pharmacist.  
2.4. Follow pharmacy procedures to respect and protect 

customer privacy. 

3. Recommend and 
supply home health-
care aids. 

3.1. Recommend and supply relevant aids, equipment and 
products for customer purchase. 

3.2. Fit aids, equipment and products to individual customers 
where required. 

3.3. Provide customer with information and directions for 
product use. 

3.4. Explain and demonstrate use, care and maintenance of 
aids and equipment as appropriate to customer needs. 

3.5. Source and order in specialist aids and equipment to meet 
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ELEMENT PERFORMANCE CRITERIA 
customer needs.  

3.6. Identify and act on opportunities to suggest companion 
products relevant to desired health-care outcomes. 

4. Hire equipment and 
aids to customers. 

4.1. Explain aids and equipment hire service and confirm 
customer understanding. 

4.2. Complete equipment hire agreement signed by customer 
and a pharmacy representative. 

4.3. Supply a signed copy to the customer and file duplicate 
pharmacy agreement. 

4.4. Calculate and collect residual hire fees and sign off on 
returned hire items. 

4.5. Clean, disinfect and store returned hire items according to 
pharmacy procedures. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information and confirm understanding 
- explain hire agreement conditions 
- recommend and supply aids and equipment for home health care 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer to a pharmacist or other pharmacy staff where relevant 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to: 

Ǝ source information on equipment to meet customerôs special needs 

Ǝ maintain currency of knowledge 
 literacy skills to: 

Ǝ complete hiring agreements 

Ǝ interpret aids and equipment information and instructions for use 

 numeracy skills to calculate hire periods and equipment hire costs 

 planning and organising skills to meet efficient customer service timelines and requirements 

 teamwork skills to operate as part of a team and provide relevant information to a 
pharmacist and other pharmacy staff as required 

 technical skills to: 

Ǝ assess customer degree of physical limitation 

Ǝ demonstrate safe use of aids and equipment  

Ǝ measure and fit relevant aids and equipment 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 common conditions and situations that may be supported by the use of home care aids and 
equipment 

 health claims versus evidence-based assessment of the efficacy of aids and equipment 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply and hire of home care aids and 
equipment, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying hire aids and equipment to support home health care 

Ǝ pharmacy equipment hire policy 

Ǝ respecting and protecting customer privacy 

 range of aids and equipment, including: 

Ǝ features and benefits 

Ǝ applications 

Ǝ fitting and adjustment 

Ǝ care, cleaning and storage 

 role of formal assessment by health specialists, including: 

Ǝ when referral to a pharmacist to suggest a formal assessment is appropriate 

Ǝ specialist disciplines, e.g. occupational therapist or physiotherapist 

 suppliers of home care aids and equipment and procedures for sourcing aids and equipment 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Home health-care aids, equipment 
and products may include: 

 arthritis aids 

 bathroom and toilet aids 

 bedroom aids 

 chairs 

 scooters 

 wheelchairs 

 walking and mobility aids and equipment 

 pressure care and monitoring aids 

 footwear products. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 referred to the pharmacy by a general practitioner 
or sleep specialist 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 
Sources of information may 
include: 

 health-care information 

 health specialists 

 industry and professional publications 

 manufacturer information 

 pharmacy or supplier product leaflets, brochures 
and manuals. 

Common conditions may include:  aged care 

 arthritis 

 incontinence 

 osteoporosis 

 palliative care 

 various physical disabilities. 

Protocols and procedures must 
include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ symptoms 

Ǝ what limitations the customer is experiencing 

Ǝ if the customer has seen a doctor in the last 12 
months 

Ǝ other existing health conditions 

Ǝ if the customer is using other aids or equipment 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
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requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the aid or equipment selected, even 
if the product has been requested by name. 

Hire agreement may include:  printed information outlining conditions of hire 
relating to: 

Ǝ acceptance 

Ǝ meanings in the agreement 

Ǝ hire fees 

Ǝ delivery of the equipment  

Ǝ termination of the agreement and return of 
equipment  

Ǝ proper care 

Ǝ liability 

Ǝ default 

Ǝ general matters 

 pharmacy details 

 hirer details 

 equipment details, including serial number for each 
item 

 hire details, including: 

Ǝ period 

Ǝ deposit 

Ǝ delivery charge  

Ǝ rate per period  

Ǝ total amount paid 

Ǝ total hire fee 

 acceptance of hire, including: 

Ǝ checklist indicating that: 
- items were checked by the pharmacy for 

suitability prior to hire 
- equipment was fitted to the hirer 
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- use of the equipment was explained at the 

time of hire and appropriate printed 
instructions were provided 

- proper maintenance and care of items were 
explained and appropriate printed 
instructions provided 

- hirer was satisfied with the condition and 
suitability for the purpose of the equipment 

Ǝ signed and dated by the hirer 

Ǝ signed and dated on behalf of the pharmacy. 
 

 
 

 

 
 

 
 

 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy protocols and procedures when 
supplying or hiring out aids, equipment or products  

 apply knowledge of the common conditions that can 
be assisted by home health-care aids, equipment or 
products  

 apply knowledge of home health-care aids and 
equipment, their range and application when 
recommending them for hire or sale to customers 

 plan and carry out work to meet efficient customer 
service workflow requirements 

 provide information to customers in ways 
appropriate to customer needs and demonstrate 
appropriate techniques to confirm understanding 

 recognise and act on situations or requests 
requiring referral to a pharmacist.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ home health-care products and service 
information 

Ǝ self-care and lifestyle advice 

 a range of real or simulated customers with different 
home health-care product and equipment 
requirements 

 a range of home health-care aids and equipment. 
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ seeking information to establish customer 
requirements 

Ǝ fitting aids, equipment and products where 
required 

Ǝ selling or hiring aids and equipment to a range 
of customers 

Ǝ recognising and acting on situations requiring 
referral to a pharmacist 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS414 Support the management of obstructive sleep apnoea 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to advise on, trial, recommend and supply 
continuous positive airway pressure (CPAP) equipment and to 
provide ongoing support to customers who are self-managing 
medically diagnosed sleep apnoea conditions. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants or dispensary assistants. Pharmacy assistants 
work directly with customers in supporting their management of 
obstructive sleep apnoea. In situations where customers require 
referral to a pharmacist for therapeutic advice or where the supply 
of Pharmacist Only Medicines or products is required, the 
pharmacy assistant gathers information, refers the customer on, 
and then supports the pharmacist by finalising the supply of 
medicines, products and CPAP equipment. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Health-Care Support 

Unit sector Community Pharmacy 
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Identify and respond 
to customer needs. 

1.1. Follow pharmacy protocols and procedures to 
determine customer requirements.  

1.2. Identify and act on triggers for referral to a pharmacist.  
1.3. Follow pharmacy procedures to respect and protect 

customer privacy. 

2. Complete equipment 
trial hire 
documentation. 

2.1. Establish that the customer has documented 
recommendations from a sleep specialist. 

2.2. Explain equipment trial and hire service and future 
purchase options and confirm customer understanding. 

2.3. Complete CPAP equipment hire agreement signed by 
customer and a pharmacy representative. 

2.4. Supply a signed copy to the customer and file duplicate 
pharmacy agreement. 
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3. Provide advice on 

CPAP equipment 
products and services.  

3.1. Follow sleep study specialist recommendations and set up 
CPAP trial equipment on auto.  

3.2. Fit mask and demonstrate use and hygienic maintenance 
of trial equipment.  

3.3. Review machine readings and mask comfort after one 
week and adjust settings to mid-range of readings taken 
across the week. 

3.4. Review trial at prearranged intervals and replace mask 
type to ensure effective operation and customer comfort 
where required. 

3.5. Advise patient to return to treating sleep specialist for re-
assessment and advice on re-adjustment of settings where 
snoring persists. 

4. Supply sleep apnoea 
products. 

4.1. Recommend and supply suitable CPAP equipment for 
customer purchase from the pharmacy range after trial 
period. 

4.2. Explain and demonstrate required care, cleaning and 
maintenance of equipment to customers. 

4.3. Provide ongoing support and recommend strategies to 
assist customer to adjust to using CPAP equipment where 
required. 

4.4. Supply replacement parts to customers where required. 
4.5. Identify and act on opportunities to suggest companion 

products relevant to desired health-care outcomes. 
4.6. Identify and access sources of information, specialist 

services and practitioners. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to:  
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- explain pharmacy CPAP services to customers 
- recommend and supply CPAP equipment 

Ǝ use and interpret non-verbal communication 

Ǝ refer to a pharmacist or other pharmacy staff 

 learning skills to maintain currency of knowledge about machinery and equipment used in 
the treatment of sleep apnoea 

 literacy skills to: 

Ǝ interpret and explain information on CPAP product care, maintenance and cleaning  

Ǝ use sleep specialist information and services to support the management of obstructive 
sleep apnoea 

 planning and organising skills to meet customer service requirements 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required  

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ adjust settings on CPAP machines 

Ǝ use CPAP equipment 
 

Required knowledge 

 common symptoms of sleep disordered breathing conditions, such obstructive sleep apnoea 
and related conditions, including: 

Ǝ snoring 

Ǝ sleep arousal 

Ǝ poor quality sleep leading to: 
- daytime sleepiness, fatigue and tiredness 
- poor concentration 
- irritability and mood changes 

 common lifestyle factors that can contribute to sleep disorder conditions, such as: 

Ǝ consuming alcohol prior to sleep 

Ǝ obesity 

Ǝ smoking 

Ǝ use of sedatives 

 common types of sleep disorder breathing and their physiological effects on the body, 
including:  

Ǝ normal flow  

Ǝ narrowed flow 

Ǝ flow limitation with snoring 

Ǝ apnoea 

 pharmacy protocols and procedures relating to: 

Ǝ collecting information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ hiring and supplying CPAP machines and equipment 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ providing CPAP services 

Ǝ respecting and protecting customer privacy 
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REQUIRED SKILLS AND KNOWLEDGE 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 procedures for the use, care and maintenance for CPAP equipment 

 product and health condition terminology 

 sources of information, advice and specialist services relating to obstructive sleep apnoea 
 
 

 

 
 

 
 

 

 
 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Pharmacy protocols and 
procedures may include: 

 interacting with the customer to establish: 

Ǝ who the product is for 

Ǝ that the customer has documented 
recommendations from a sleep specialist 
advising on equipment and settings  

Ǝ that CPAP equipment being purchased is for a 
customer who is under the supervision of a 
doctor 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms. 

Customer requirements may 
include: 

 assistance with the use or maintenance of 
customerôs own CPAP equipment 

 advice on CPAP equipment based on the outcomes 
of: 

Ǝ a home-based sleep study 

Ǝ an in-hospital sleep clinic study 

 review of the trial of CPAP equipment 

 replacement parts for CPAP equipment. 
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Triggers for referral to a 
pharmacist must include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 referred to the pharmacy by a general practitioner 
or sleep specialist 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 
Hire agreement may include:  acceptance of hire, including checklist indicating 

that: 

Ǝ items were checked by the pharmacy for 
suitability prior to hire 

Ǝ mask was fitted to the hirer 

Ǝ use of the CPAP machine was explained at the 
time of hire and appropriate printed instructions 
were provided 

Ǝ proper maintenance and care of items was 
explained and appropriate printed instructions 
were provided 

Ǝ hirer was satisfied with the condition and 
suitability for the purpose of the equipment 

Ǝ checklist was signed and dated by the hirer 

 equipment details, including serial number for each 
item 
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 hirer details 

 hire period, including: 

Ǝ period 

Ǝ deposit 

Ǝ delivery charge (if applicable) 

Ǝ rate per period  

Ǝ total amount paid 

Ǝ total hire fee 

 pharmacy details 

 printed information outlining conditions of hire 
relating to: 

Ǝ acceptance 

Ǝ default 

Ǝ delivery of the equipment  

Ǝ general matters 

Ǝ hire fees 

Ǝ liability 

Ǝ meanings in the agreement 

Ǝ proper care 

Ǝ termination of the agreement and return of 
equipment  

 signed and dated on behalf of the pharmacy. 

CPAP trial equipment may include:  CPAP machine 

 humidifier 

 masks  

 tubing. 

Replacement parts may include:  filters 

 humidifier tank 

 masks 

 tubing. 

Companion products may include:  aids to maintain skin integrity on facial areas 
impacted by masks, such as: 

Ǝ adhesive dressings 

Ǝ creams. 

Sources of information, specialist 
services and practitioners may 
include: 

 doctors 

 health-care information 

 manufacturer information 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 pharmacists 

 reliable websites. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to:  

 apply knowledge of sleep disordered breathing 
conditions and the application of continuous positive 
airway pressure to advise on CPAP equipment 
products and services  

 demonstrate the use, care and hygienic 
maintenance of CPAP equipment to customers 

 fit, recommend and supply CPAP equipment to 
customers 

 identify and refer to specialist sources of 
information, advice and expertise to assist the 
customer and maintain personal currency of 
knowledge 

 recognise and act on situations or requests 
requiring referral to a pharmacist. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
CPAP requirements 

 a range of CPAP equipment 

 pharmacy protocols and procedures  

 relevant documentation, such as: 

Ǝ sleep specialistsô recommendations 

Ǝ CPAP equipment product and service 
information. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ consulting with customers to identify their CPAP 
requirements 

Ǝ trialling and reviewing the use of CPAP 
equipment by customers 

Ǝ recommending and selling CPAP equipment 

Ǝ sourcing and providing information on lifestyle 
and self-care practices 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
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diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCHCS415 Coordinate pharmacy health promotions and home medicines 
reviews 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to plan and implement health promotions and 
coordinate home medicines reviews within a community pharmacy.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to pharmacy assistants and dispensary assistants 
in community pharmacies.  
 
Persons in this role may report directly to a front of pharmacy 
manager under the indirect supervision of a pharmacist or report 
directly to a pharmacist. Within this context, a person undertaking 
this role applies discretion, judgement and accepts responsibility 
for outcomes of own work.  

Competency field Health-Care Support 

Unit sector Community Pharmacy 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Develop health 
education, promotion 
and awareness 
strategies.  

1.1. Establish goals and objectives for health education, 
promotion and awareness. 

1.2. Identify and assess potential health promotion and 
related awareness strategies to ensure compatibility with 
pharmacy requirements. 

1.3. Ensure that timelines and costs for promotion of activities 
are realistic and consistent with budget resources. 

1.4. Develop action plans to provide details of products and 
services being promoted.  

1.5. Present and advocate health education and promotion 
strategies to the pharmacy team. 
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2. Implement health 

education and 
awareness 
promotions.  

2.1. Ensure personnel and resources to support promotional 
activities are identified and prepared to facilitate the 
achievement of promotional goals. 

2.2. Identify and agree on roles and responsibilities for delivery 
of promotional services and allocate to relevant personnel. 

2.3. Establish and conduct relationships with targeted groups in 
a manner that enhances the positive image of the 
pharmacy. 

2.4. Use networks to assist in the implementation of 
promotional activities. 

2.5. Monitor and evaluate activities against the goals and 
objectives of the program. 

3. Coordinate home 
medicines reviews.  

3.1. Confirm that all mandatory fields of the general practitioner 
(GP) referral form have been completed and record date of 
receipt. 

3.2. Check availability of pharmacist to conduct home 
medicines review. 

3.3. Determine and book customerôs preferred place, time and 
date for the review. 

3.4. Notify the relevant GP with details of review arrangements 
before each interview. 

3.5. Maintain records of patient home medicines reviews 
(HMR) as directed by the pharmacist. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ ask questions to identify and confirm requirements 

Ǝ engage with customers during promotions 

Ǝ collaborate with others regarding development of promotional strategies 

Ǝ present and advocate health education and promotion strategies to the pharmacy team 

Ǝ provide relevant information to a manager or supervising pharmacist 

Ǝ liaise with suppliers through clear and direct communication 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to research potential health promotion activities 

 problem-solving skills to manage contingencies in promotional activities 

 literacy skills to: 

Ǝ read a variety of texts 

Ǝ prepare general information and papers 

Ǝ write formal and informal letters according to target audience 

 technology skills to select and use technology to maintain records of home medicines 
reviews 

 

Required knowledge 

 pharmacy protocols and procedures relating to promotional strategies for pharmacy 
products and services, including: 

Ǝ pharmacy layout and presentation 

Ǝ advertising and promotions 

Ǝ organising and documenting home medicines reviews  

 project management principles, including liaising with others and coordinating activities to 
achieve outcomes within budget and timelines 

 planning processes for organising promotional activities 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Health promotion may include:  any subject from a possible wide range of health 
topics, such as: 

Ǝ free blood pressure testing 

Ǝ diabetes awareness and glucose testing 

Ǝ continence education 

Ǝ diet and nutrition 

Ǝ healthy heart promotions 

Ǝ smoking cessation 

Ǝ SunSmart. 

Awareness strategies may include:  advertisements 

 flyers 

 informing customers about the event 

 customer functions 

 health screening services 

 local media announcements 

 product launches 

 web pages. 

Pharmacy requirements may 
include: 

 confidentiality and security requirements 

 defined resource parameters 

 pharmacy and ethical standards 

 goals, objectives, plans, systems and processes 

 legal and organisational policies, guidelines and 
requirements 

 work health and safety (WHS) policies, procedures 
and programs 

 pricing and discount policies 

 quality processes and standards 

 who is responsible for products or services. 

Personnel and resources may 
include: 

 management 

 marketing funds 

 pharmacy staff  

 promotional products 

 samples 

 technology 

 time 

 venue 

 visiting experts. 

Networks may include:  supplier 

 customer 

 internal 

 media and promotional 

 professional 

 social. 
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Records of patient home 
medicines reviews may include: 

 medication profile 

 information provided 

 record of activities undertaken, strategies 
developed, date and pharmacistôs name 

 outcome of activities undertaken during the course 
of the HMR 

 facilitation of desired outcomes of the HMR 

 methods and times of communication preferred by 
the GP and other involved health professionals  

 copy of the medication management plan 
developed by the GP 

 referral form provided by the GP. 
 
 

 
 

 

 
 

 
 

 
 

 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the assessment guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy protocols and procedures when 
developing and implementing promotional 
strategies for health education and awareness  

 design and deliver health promotion activities 

 monitor and evaluate health education and 
awareness promotional activities 

 present and advocate promotional strategies within 
the pharmacy 

 assess and report on customer satisfaction 

 coordinate home medicines reviews . 

Context of and specific 
resources for assessment 

Assessment must ensure that competency: 

 is observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrates the development of promotional 
strategies for a range of products and services 
performed over a sufficient period of time to 
demonstrate handling of a range of contingencies 

 is demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 dispensary information systems 

 examples of relevant products and services and 
health promotional strategies 

 office equipment and resources 

 relevant pharmacy policy and procedures 

 relevant codes of practice or guidelines. 
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Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit:  

 observation of the candidate in the workplace:  

Ǝ planning, implementing and evaluating a health 
promotion 

Ǝ coordinating home medicines reviews  

 analysis of responses to case studies and scenarios 

 assessment of written reports 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 review of portfolios of evidence and third-party 
reports of on-the-job performance by the learner. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCIND201 Operate in a community pharmacy framework 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to provide service to customers in the context 
of a community pharmacy environment.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants, engaged in a limited range of pharmacy 
customer service and supply activities. 
 
A person undertaking this role usually reports directly to a 
pharmacy retail supervisor, working indirectly under the 
supervision of a pharmacist. 

Competency field Working in Industry  

Unit sector Community Pharmacy  
 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Locate pharmacy 
product and service 
areas. 

1.1. Identify types of medicines as defined by Standard for 
the Uniform Scheduling of Medicines and Poisons 
(SUSMP) that are found in pharmacies, and requirements 
relating to their storage and display location. 

1.2. Locate and direct customers to key product and service 
areas within the pharmacy. 

2. Follow pharmacy 
customer service 
procedures. 

2.1. Greet and farewell customers according to pharmacy 
procedures. 

2.2. Communicate with customers in a professional, 
courteous manner according to pharmacy service 
protocols and procedures. 

2.3. Convey a positive, helpful approach if responding to 
expressed customer dissatisfaction. 

2.4. Meet customer needs and reasonable requests or refer to 
the pharmacist or a relevant experienced staff member 
according to pharmacy protocols.  

2.5. Apply tact and discretion when collecting information and 
providing information to customers. 

2.6. Identify and act on triggers for referral to a pharmacist 
or other pharmacy staff. 
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3. Accept prescriptions. 3.1. Approach customers and accept prescriptions in a timely 

manner. 
3.2. Collect key customer and dispensing information and 

record on prescription intake form. 
3.3. Refer any prescription queries or discrepancies directly to 

the pharmacist.  
3.4. Lodge prescriptions together with completed prescription 

intake form for dispensing. 

4. Work within pharmacy 
requirements. 

4.1. Work within own job role boundaries and recognise roles 
and responsibilities of colleagues and immediate 
supervisors.  

4.2. Seek advice, direction, and support from appropriate 
team members where required under pharmacy protocols. 

4.3. Interpret staff rosters accurately and provide sufficient 
notice of unavailability for rostered hours according to 
pharmacy requirements.  

4.4. Develop and use current working knowledge and 
understanding of employee and employer rights and 
responsibilities. 

4.5. Comply with relevant duty of care, legal responsibilities 
and support organisational culture. 

4.6. Participate in pharmacy safe and sustainable work 
practices.  

5. Develop effective work 
habits. 

5.1. Follow pharmacy hygiene, personal presentation and 
dress code. 

5.2. Act promptly on instructions, information and procedures 
relevant to the particular task. 

5.3. Confirm and act on legal requirements in regard to anti-
discrimination, sexual harassment and bullying. 

5.4. Ask questions to seek and clarify workplace information. 
5.5. Plan and organise daily work routine within the scope of 

own job role. 
5.6. Prioritise and complete tasks according to required 

timeframes. 
5.7. Identify work and personal priorities and achieve a 

balance between competing priorities. 
 

 
 

 

 
 

 
 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ convey a positive and helpful approach towards customers  

Ǝ ask questions to identify and confirm customer requirements 

Ǝ direct customers to relevant areas in the pharmacy 

Ǝ listen to the ideas and opinions of others in the team 

Ǝ seek direction from or refer customers to more experienced pharmacy assistants or a 
pharmacist as relevant 

Ǝ use culture appropriate language and concepts  

Ǝ use and interpret non-verbal communication 

 literacy skills to: 

Ǝ follow rosters 

Ǝ follow pharmacy procedures 

Ǝ read scheduling information on product labels 



242 
 

 
   

Ǝ record customer information 

Ǝ follow pharmacy service protocols and procedures  

 planning and organising skills to: 

Ǝ identify and meet competing priorities 

Ǝ manage tasks within workplace timeframes 

Ǝ plan and organise daily work routine  

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 employer and employee responsibilities under an Australian Apprenticeship contract (if 
applicable) 

 pharmacy protocols and procedures relating to:  

Ǝ assisting and directing customers to more experienced staff 

Ǝ boundaries and responsibilities of each job role in the pharmacy team  

Ǝ dress and personal presentation 

Ǝ greeting customers 

Ǝ dealing with grievances 

Ǝ discriminatory behaviour 

Ǝ providing service to customers  

Ǝ referring customers to a: 
- pharmacist  
- more experienced pharmacy assistant 

Ǝ rosters 

 health privacy principles 

 industry awards and agreements relevant to the job role 

 personal role boundaries and responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 reasons why medicines are not normal items of sale and buying in bulk is discouraged 

 relevant legislation and statutory requirements as they affect a community pharmacy, such 
as: 

Ǝ equal employment opportunity 

Ǝ work health and safety (WHS) 

Ǝ privacy 

Ǝ anti-discrimination legislation  

 rights and responsibilities of employees and employers 

 terms and conditions of employment 

 types of medicines found in the pharmacy and their location, including: 

Ǝ scheduled medicines 

Ǝ unscheduled medicines 

 typical groupings and locations of non-scheduled products in pharmacies 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Types of medicines may include:  scheduled medicines, including: 

Ǝ Pharmacy Medicine (S2) 

Ǝ Pharmacist Only Medicine (S3)  

Ǝ Prescription Only Medicine (S4) 

Ǝ Controlled Drug (S8) 

 unscheduled medicines. 

Key product and service areas may 
include: 

 analgesics and anti-inflammatories  

 baby and infant care 

 coughs and colds 

 continence management 

 eye and ear 

 first aid and wound care 

 health-care support areas for conditions, such as: 

Ǝ asthma  

Ǝ blood pressure  

Ǝ diabetes  

Ǝ nutrition and weight management 

Ǝ obstructive sleep apnoea 

Ǝ smoking cessation 

 oral care 

 professional services area  

 sexual health 

 skin and fungal 

 supply and hire of home health-care aids and 
equipment 

 unscheduled pharmacy products 

 vitamins, minerals, supplements and 
complementary medicines. 

Communication may include:  face-to-face contact with customers 

 receiving telephone calls 

 non-verbal communication 

 speaking clearly and concisely 

 using open and inclusive language. 

Customers may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 
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Pharmacy service protocols and 
procedures may include: 

 greeting and assisting customers 

 documented quality system protocols and 
procedures that address: 

Ǝ checking that customers presenting Pharmacy 
Only and Pharmacist Only Medicines for 
purchase have been advised by a pharmacy 
assistant or a pharmacist 

Ǝ protecting customer privacy 

Ǝ referral to an experienced pharmacy assistant 

Ǝ referral to a pharmacist 

Ǝ responding to and referring on a customer 
complaint 

Ǝ role boundaries and authorities in the pharmacy 
team. 

Customer needs may include:  advice on medicines or products for particular 
conditions 

 lodging or collecting prescriptions 

 pharmacy services  

 seeking products or information for self or another 
person 

 requests for a specific: 

Ǝ scheduled medicine 

Ǝ unscheduled medicine or product. 

Tact and discretion may include:  respecting and protecting customer privacy when:  

Ǝ communicating with customers or their agents 

Ǝ collecting customer information  

 providing information to customers in ways that 
respond to customer needs 

 referring the customer to a pharmacist or a more 
experienced pharmacy assistant  

 confirming customer understanding. 

Triggers for referral to a 
pharmacist or other pharmacy 
staff may include: 

 a customer who appears to be: 

Ǝ sick 

Ǝ confused 

Ǝ uncertain 

Ǝ dissatisfied 

Ǝ angry 

Ǝ under the influence of drugs or alcohol 

 requests for large quantities of a particular type of 
medicine 

 a customer requesting Pharmacist Only Medicine.  
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Prescription intake form may 
include: 

 indication that the form is confidential  

 sections on which to record: 

Ǝ date and time 

Ǝ indication that: 
- customer is waiting for the medicine 
- collecting later  
- delivery is required 

Ǝ customer details, such as: 
- name and address 
- Medicare number 
- entitlement card and number and type 

Ǝ medicine allergies 

Ǝ date of birth and weight (child only) 

Ǝ indication that this is new medicine to this 
customer 

Ǝ items on the prescription that are to be 
dispensed 

Ǝ customer consent to brand substitution, if 
available 

Ǝ indication that the customer has requested or 
requires: 
- Consumer Medicine Information (CMI) 
- pharmacist consultation 
- receipt 

Ǝ additional notes  

Ǝ name of person accepting the prescription and 
time of taking in 

Ǝ prescription form serial number 

 surname of the person collecting the prescription.  

Appropriate team members may 
include: 

 more experienced pharmacy assistant 

 pharmacist 

 supervisor. 

Employee rights and 
responsibilities may include: 

 attendance 

 confidentiality and privacy of the business, client 
and colleague information 

 knowing the terms and conditions of own 
employment 

 obeying lawful orders 

 protection from discrimination and sexual 
harassment 

 punctuality 

 right to union representation  

 safety and care with respect to WHS. 
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Employer rights and 
responsibilities may include: 

 responsibility to provide a safe environment free 
from discrimination and sexual harassment 
according to relevant state or territory and 
commonwealth anti-discrimination legislation 

 right to counsel or dismiss employees if employees:  

Ǝ are negligent, careless or cause an accident 

Ǝ commit a criminal offence 

Ǝ behave in a manner not consistent with 
established code of conduct, such as revealing 
confidential information. 

Organisational culture may include:  pharmacy chain of command 

 organisational structure, including own position and 
role boundaries within the structure 

 organisational goals, values and behaviour 

 pharmacy protocols, procedures and quality 
assurance manuals relating to: 

Ǝ contact with customers 

Ǝ interaction with other team members 

Ǝ interaction with supervision and management  

 job descriptions and responsibilities. 

Safe and sustainable work 
practices may include:  

 discussing and negotiating problems and tasks with 
other team members 

 identifying and reporting risks or hazards 

 implementing environmental protection procedures, 
such as: 

Ǝ waste minimisation 

Ǝ recycling 

Ǝ reuse 

Ǝ waste disposal 

Ǝ water efficiency 

 listening to the ideas and opinions of others in the 
team 

 sharing knowledge and skills 

 solving problems as a team 

 using equipment according to guidelines. 

Daily work routine may include:  interacting with customers 

 interacting with supervisors and other staff 
members 

 handling the telephone 

 organising and maintaining work areas 

 maintaining merchandise and displays 

 observing scheduled breaks 

 assisting other team members 

 working within required timelines. 

Work and personal priorities may 
include:  

 education 

 home and family 

 cultural practices 

 other jobs 

 social activities. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 accept and lodge prescriptions for dispensing  

 apply knowledge of employee and employer rights 
and responsibilities to own work 

 follow pharmacy personal presentation and dress 
code  

 direct customers to product and service locations 
in the pharmacy  

 identify and follow relevant pharmacy service 
protocols and procedures 

 recognise personal role boundaries and refer 
customers to a pharmacist or a more experienced 
staff member where relevant. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a pharmacy work team with a variety of roles and 
responsibilities, and relevant pharmacy protocols 
and procedures 

 a range of customers with different requirements  

 scheduled and unscheduled medicines and 
pharmacy stock storage locations. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ directing customers to relevant medicine and 
product locations 

Ǝ accepting prescriptions and collecting relevant 
information from customers  

Ǝ referring customers to more experienced 
pharmacy assistants or a pharmacist where 
relevant 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 
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Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCIND202 Plan a career in community pharmacy 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and knowledge 
required to identify and document current skills and interests and to 
explore related retail career options in community pharmacy and other 
pharmacy settings.  
 
The unit also covers planning future skill development with the help of 
a career adviser or experienced community pharmacy staff.  
 
No licensing, legislative, regulatory or certification requirements apply 
to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

  

Application of the 
unit 

This unit applies to entry level pharmacy assistants who may be 
employed full time or combining secondary education with work in a 
community pharmacy, and exploring career goals, education and 
training options for future job roles in pharmacy settings. 
 
A person undertaking this role may report directly to a front of 
pharmacy supervisor and is required to work under the supervision of 
a pharmacist. 

Competency field Working in Industry  

Unit sector Community Pharmacy  
 

 
 

 
 

 
 

 

 
 

 
 

 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the 
essential outcomes of a unit 
of competency. 

Performance criteria describe the performance needed to demonstrate achievement 
of the element. Where bold italicised text is used, further information is detailed in the 
required skills and knowledge section and the range statement. Assessment of 
performance is to be consistent with the evidence guide. 

1. Explore career 
opportunities and 
preferences. 

1.1. Obtain information from advisory services and talk to 
advisory and experienced personnel to identify the nature of 
work in a range of pharmacy career options. 

1.2. Explore education and training requirements for a range of 
pharmacy career options.  

1.3. Assess levels of personal aptitude and fulfilment in relation to 
a range of retail workplace tasks and responsibilities. 

1.4. Assess levels of personal interest in a range of retail career 
options. 

1.5. Document optimum career preferences and related education 
and training requirements.  
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2. Identify skill 

development 
requirements. 

2.1. Identify opportunities and stages of skill development for 
selected retail career preferences in consultation with 
advisory or experienced personnel.  

2.2. Identify current stage of career development by assessing 
and documenting current personal skills and knowledge 
against competencies relevant to career preferences. 

2.3. Discuss results of assessment with advisory or experienced 
pharmacy personnel and identify additional skill development 
requirements for career progression.  

2.4. Document skill development options for selected career 
preferences. 

3. Plan pharmacy 
career progression. 

3.1. Review and select options for immediate and future skill 
development in discussion with advisory or experienced 
personnel. 

3.2. Select and document skill development options and allocate 
timelines for progression. 

3.3. Collate personal skill assessment and career planning 
documentation and update regularly with skill development 
evidence. 

 

 
 

 

 
 

 
 

 
   

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 critical thinking skills to: 

Ǝ assess personal skills and preferences  

Ǝ evaluate career options 

 communication skills to:  

Ǝ ask questions relating to career options 

Ǝ explain personal career preferences 

Ǝ make telephone calls to advisory services and experienced personnel  

Ǝ share information 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 literacy skills to find, read and record information 

 planning and organising skills to: 

Ǝ collect and collate information  

Ǝ schedule and complete tasks 

Ǝ set and meet timeframes  

 technical skills to: 

Ǝ conduct internet research 

Ǝ produce word-processed documents 
 

Required knowledge 

 importance of skill development in career planning  

 internet research methods 

 sources of advice on career planning and skill development 

 job roles in pharmacy settings 

 qualifications pathways to achieve particular job outcomes 
 



251 
 

 
 

 

 
 

 
 

 
 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Advisory services may include:  career specialist websites 

 corporate career advisory services 

 government career services 

 industry associationsô career services 

 education and training institutionsô career services. 

Experienced personnel may 
include: 

 colleagues 

 mentors 

 supervisors 

 trainers. 

Pharmacy career options may 
include: 

 community pharmacy job roles, such as: 

Ǝ pharmacy assistant 

Ǝ dispensary assistant  

Ǝ pharmacy retail manager 

Ǝ buyer 

Ǝ pharmacist 

 hospital pharmacy roles, such as: 

Ǝ pharmacy assistant 

Ǝ pharmacy technician 

Ǝ senior pharmacy technician 

Ǝ dispensary technician 

Ǝ distribution technician 

Ǝ pharmacist. 
 

 
 

 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to:  

 research and document the range of pharmacy 
career options, qualifications and possible pathways 
to different job roles 

 document a personal career plan, outlining skill 
development options for selected career 
preferences, including timelines for progression 

 assess and document current personal skills and 
knowledge.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is:  

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines. 

Assessment must ensure access to: 

 technology to research career information  

 current and comprehensive information on 
qualifications, including entry requirements and 
modes of study 

 involvement with careers advisers or experienced 
community pharmacy staff as part of the career 
planning process. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 review of the individualôs personal career plan 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
knowledge, such as: 

Ǝ sources of advice on career planning and skill 
development 

Ǝ job roles in pharmacy settings 

Ǝ qualification pathways to achieve particular job 
outcomes 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance.  

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCMER401 Market and promote a pharmacy products and services area 

Modification history E 
This is a revised unit, based on and equivalent to SIRPMER001A 
Market and promote pharmacy products and services area 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to plan and implement promotional strategies 
within a community pharmacy.  
 
The unit covers establishing customer profiles, developing, 
implementing and evaluating promotional strategies. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
sale of Pharmacy Medicines (S2) and Pharmacist Only Medicines 
(S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to pharmacy assistants who are responsible for 
the marketing and promotion of a specified front of pharmacy 
products and services area. 
 
Persons undertaking this role may report directly to a retail 
manager, under the overall supervision of a pharmacist, or report 
directly to a pharmacist. Within this context, they apply discretion, 
judgement and accept responsibility for outcomes of their own 
work.  

Competency field Merchandising 

Unit sector Community Pharmacy 
 

 

 
 

 
 

 

 
 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Identify market 
characteristics. 

1.1. Identify demographics of target customer group. 
1.2. Identify products and services to meet market 

opportunities. 
1.3. Develop promotional strategies taking into account 

relevant information and compliance factors in 
collaboration with relevant individuals and groups. 

2. Develop promotional 
strategies. 

2.1. Evaluate strengths and weaknesses of existing 
promotional strategies. 

2.2. Develop promotional strategies according to pharmacy 
business and marketing strategies and regulatory 
requirements regarding the operation of community 
pharmacies. 

2.3. Collaborate with relevant colleagues and the supervising 
retail manager or pharmacist before proceeding with the 
concept. 
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ELEMENT PERFORMANCE CRITERIA 
3. Identify and secure 

required resources. 
3.1. Select resources appropriate for the venue, product and 

needs of customers. 
3.2. Liaise with product suppliers to ensure availability of 

resources to meet promotional timeframes. 
3.3. Secure resources within budget allocation. 

4. Implement and 
evaluate promotional 
strategies. 

4.1. Design and position display according to visual 
merchandising principles. 

4.2. Ensure that product advertising occurs according to 
legislative requirements and pharmacy policy and 
procedures. 

4.3. Engage with customers to verbally promote products and 
services where included in the promotional strategy. 

4.4. Evaluate promotional strategies against sales turnover, 
customer feedback and pharmacy promotional standards. 

4.5. Review and report on strategies to take advantage of 
opportunities for improvement. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ collaborate with others regarding development of promotional strategies 

Ǝ provide relevant information to a manager or supervising pharmacist 

Ǝ liaise with suppliers through clear and direct communication 

Ǝ ask questions to identify and confirm requirements 

Ǝ engage with customers during promotions 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to: 

Ǝ collect information on customers and markets 

Ǝ research characteristics of target customer bases 

Ǝ source, record and disseminate promotional information 

Ǝ evaluate promotional strategies 

 literacy and numeracy skills to interpret promotional information 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 pharmacy protocols and procedures relating to promotional strategies for pharmacy 
products and services, including: 

Ǝ store layout and presentation 

Ǝ advertising and promotions 

Ǝ pricing and marking down of goods, including risk assessment 

Ǝ housekeeping for premises, fittings, fixtures and equipment 

Ǝ location of Pharmacy Only and Pharmacist Only Medicines 

 pharmacy product and service range to be promoted 

 pharmacy merchandising plan 

 current availability and sources for new and existing products and services 

 principles of visual merchandising 

 project management principles, including liaising with others and coordinating activities to 
achieve outcomes within budget and timelines 

 sources of information on customer expectations and market trends 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Relevant information may include:  target market 

 store image 

 market segmentation and business strategy 

 visual merchandising concepts 

 store layout and space availability 

 pricing policies 

 feedback from customers and staff 

 seasonal trends. 

Compliance factors may include:  guidelines and promotional materials relating to 
pharmacy group buying and display 

 planogram requirements 

 product display location required by schedule 
classification 

 pharmacy protocols and procedures relating to 
promotion of pharmacy products and services. 

Promotional strategies may include:  companion selling 

 advertising media, such as: 

Ǝ catalogues 

Ǝ newspapers 

 posters promoting: 

Ǝ specific product or service 

Ǝ loyalty schemes. 

Resources may include:  display fixtures 

 brochures 

 sales personnel 

 stationery, posters and photographs 

 products 

 furniture 

 stands and shelves 

 demonstration equipment. 
 

 
 

 

 
 

 
 

 

 
 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the assessment guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply pharmacy protocols and procedures when 
developing and implementing promotional 
strategies 

 apply research skills to collect information on 
customer and market expectations and 
opportunities  

 collect and evaluate information to assess the 
success of strategies and make recommendations 
for improvement 

 recommend promotional strategies 

 plan and carry out work to meet promotional 
requirements. 
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EVIDENCE GUIDE 

Context of and specific 
resources for assessment 

Assessment must ensure that competency: 

 is observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrates the development of promotional 
strategies for a range of products and services 
performed over a sufficient period of time to 
demonstrate handling of a range of contingencies 

 is demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 information on a merchandise or services range 

 pharmacy policy and procedures 

 promotional and display materials 

 relevant pharmacy protocols and procedures 

 pharmacy display standards and guidelines. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace 
researching, developing and evaluating display and 
promotional strategies for a range of pharmacy 
products and services 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 case studies that involve researching, collaborating, 
planning and implementing a strategy that markets 
and promotes a pharmacy products or services 
area  

 review of portfolios of evidence and third-party 
reports of on the job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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SIPCPPK201 Assist customers seeking commonly requested vitamins, minerals 
and supplements 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, advise on, and 
select and supply vitamins, minerals and other supplements 
commonly requested from the pharmacy range. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. It restricts pharmacy assistants to suggesting 
unscheduled vitamins, mineral and supplements and unscheduled 
medicines to customers, in situations not requiring referral to a 
pharmacist for therapeutic advice. In situations where customers 
seeking vitamins, minerals or supplements require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines is required, the pharmacy assistant 
gathers information, refers the customer on, and then supports the 
pharmacist by finalising the supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 

 
 

 
 

 

 
 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information on 
customer vitamin or 
supplement needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity. 

1.3. Determine customer satisfaction with vitamins, minerals 
and supplements that have been tried to relieve 
symptoms or address needs. 

1.4. Identify any other health conditions and medicines the 
customer is taking. 

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest vitamins, minerals and supplements 

where suited to customer symptoms and needs. 
2.4. Follow pharmacy procedures relating to conditions of 

supply for vitamins, minerals and supplements. 

3. Provide relevant 
product, self-care and 
lifestyle information. 

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Provide customers with information on lifestyle, self-care 
practices and specialist services relating to nutrition and 
the treatment of vitamin and mineral deficiencies. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
commonly requested 
vitamins, minerals and 
supplements. 

4.1. Locate the pharmacy range of vitamins, minerals and 
supplements. 

4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply vitamin, mineral or supplement products 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about the use of commonly requested 
vitamins, minerals and supplements 

 literacy skills to: 

Ǝ follow pharmacy procedures  

Ǝ interpret product and self-care information 

Ǝ use specialist information and services to support the management of nutrition  

 planning and organising skills to meet customer service requirements 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a team and provide relevant information to a 
pharmacist and other pharmacy staff as required 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 common diet and nutrition-related conditions and contributing factors 

 common causes of vitamin and mineral deficiency, including: 

Ǝ inadequate or fad diets  

Ǝ excessive alcohol consumption 

Ǝ excessive use of laxatives 

Ǝ regular consumption of overcooked food 

Ǝ lack of sunlight 

Ǝ poor food storage 

Ǝ overuse of convenience foods 

Ǝ food allergies resulting in the omission of important food groups 

Ǝ pregnancy and lactation 

Ǝ accidents and illness 

Ǝ regular athletic performance 

 commonly requested vitamins, minerals and supplements 

 common interactions of vitamins, minerals and supplements that may contraindicate their 
use along with other medicines 

 groups most commonly at risk of vitamin deficiency 

 health claims versus evidence-based assessment of the efficacy of vitamins, minerals and 
supplements 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of vitamins, minerals and 
supplements, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ identifying and supplying the relevant medicines, information and aids to meet customer 
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REQUIRED SKILLS AND KNOWLEDGE 
needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of pharmacy vitamin, mineral and supplements and products 

 product and health condition terminology 

 relevant Pharmacist Only Medicines in the pharmacy range 

 sources of information, advice and specialist services relating to diet and nutrition 
 
 

 
 

 

 
 

 
 

 

 
 

 
 

 
 

 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 
Ǝ physically unwell. 

Vitamins, minerals and 
supplements may include commonly 
requested: 

 vitamins, including: 

Ǝ A (Retinol-Carotene) 

Ǝ B-complex group: 
- B1 (Thiamine) 
- B2 (Riboflavin) 
- B3 (Niacin amide) 
- B5 (Pantothenic acid) 
- B6 (Pyridoxine) 
- B12 (Cobalamin-Cyanocobalamin) 

Ǝ B9 (Folic Acid) 

Ǝ C (Ascorbic Acid) 

Ǝ D (Calciferol-Viosterol-Ergosterol) 

Ǝ E (Tocopherol) 

Ǝ K (Menadione) 

 minerals, including: 

Ǝ calcium  

Ǝ chromium 

Ǝ iodine 

Ǝ iron 

Ǝ magnesium 

Ǝ potassium  

Ǝ phosphorous 

Ǝ selenium 

Ǝ sodium 

Ǝ zinc 

 supplements, including: 
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RANGE STATEMENT 
Ǝ fish oil 

Ǝ glucosamine. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending vitamins, minerals or supplements. 

Triggers for referral to a 
pharmacist must include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick 

Ǝ angry 

Ǝ confused 

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the vitamin, mineral or supplement 
selected, even if the product has been requested by 
name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the vitamin, mineral or supplement 
correctly 

 how often to use the vitamin, mineral or supplement 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 other lifestyle or management tips for the condition 

 to contact the pharmacy if the product does not help 
or the symptoms persist. 
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RANGE STATEMENT 
Companion products may include:  analgesics and anti-inflammatory medicines and 

products 

 complementary medicines 

 dosage measures. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material  

 reputable internet resources. 
 

 
 

 
 

 
 

 

 
 

 
 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply knowledge of commonly requested vitamins 
minerals and supplements and their applications, to 
suggest and supply products to customers 

 collect information from and inform customers in 
ways appropriate to their needs  

 demonstrate appropriate techniques to confirm 
customer understanding of contraindications and 
directions for product use 

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist  

 apply pharmacy protocols and procedures relating 
to conditions of supply when supplying vitamins, 
minerals and supplements.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with 
presenting with different requirements 

 a range of vitamins, minerals and supplements 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ product information relating to vitamins, 
minerals and supplements 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate interacting with a 
range of customers in the workplace: 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and selling vitamins, minerals 
and supplements  

Ǝ suggesting companion products and lifestyle 
management strategies  

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended.  
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SIPCPPK202 Assist customers seeking eye and ear products 

Modification history N 
This is a revised unit, based on but not equivalent to 
SIRPPKS006A Identify, locate and sell eye, ear and oral care 
products.  
Technical modification of all areas of the unit. Change to scope and 
outcomes of the unit. Unit no longer includes oral care.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to provide information to customers on 
products, services and customer self-care practices relating to eye 
and ear care, and supply products relevant to their needs.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3). 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicines or products for eye and ear 
applications. In situations where customers require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 
 

 
 

 

 
 

 
 

 
 

 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
eye or ear care needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity. 

1.3. Determine customer satisfaction with eye or ear care 
products that have been tried to relieve symptoms. 

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy.  



266 
 

ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicines or unscheduled 

medicines and products where suited to customer eye or 
ear symptoms and requirements. 

2.4. Follow pharmacy procedures relating to conditions of 
supply of eye and ear medicines and products. 

3. Provide relevant 
product, self-care and 
lifestyle information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of eye 
and ear care 
medicines and 
products. 

4.1. Locate the pharmacy range of eye and ear care medicines 
and products. 

4.2. Check regularly for new additions or changes to the range. 

 
 

 

 
 

 
 

 
 

 

 
  



267 
 

 
 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information  
- confirm understanding 
- suggest and supply eye and ear care products 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of Pharmacy 
Medicines and unscheduled eye and ear care products  

 literacy skills to: 

Ǝ interpret medicine, product and self-care information 

Ǝ follow pharmacy protocols and procedures  

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information 

 teamwork skills to operate as part of a pharmacy team, providing relevant information to and 
seeking advice from a pharmacist and other pharmacy staff as required 

 technical skills to assess eye and ear requirements 

 technology skills to:  

Ǝ access and use information systems required by the role 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring eye or ear care products 

 

Required knowledge 

 aids and equipment that may be of assistance to customers requiring eye or ear care 
medicines or products 

 common risk factors that can contribute to eye or ear conditions and related lifestyle and 
self-care information 

 common side effects of using eye or ear care medicines 

 common symptoms and conditions for which eye and ear products may be of assistance 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of eye or ear care medicines and 
products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ identifying and supplying the relevant medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines and products used to treat eye and ear conditions 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 
Eye or ear care products may 
include: 

 ear protection products 

 contact lens products 

 products in various forms, including: 

Ǝ liquids 

Ǝ drops 

Ǝ washes and sprays 

Ǝ ointments and creams 

 complementary medicines 

 unscheduled medicines 

 Pharmacy Medicines.  

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist 

 recommending medicines or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick 

Ǝ angry 

Ǝ confused 

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the medicine or product correctly  

 how often to use the medicine or product 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 other lifestyle or management tips for the condition  

 to contact the pharmacy if the medicine or product 
doesnôt help or symptoms persist. 

Companion products may include:  vitamins and supplements 

 aids and equipment. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers in 
ways appropriate to their needs  

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist  

 apply knowledge of symptoms or indicators of 
common eye and ear conditions and the pharmacy 
product range to suggest and supply suitable 
medicines and products to customers 

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use 

 apply pharmacy protocols and procedures relating 
to conditions of supply for eye and ear care 
medicines, products, aids and equipment. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Medicines, unscheduled 
medicines and products used to treat and support 
customers with eye or ear conditions 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ medicine and product information 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying pharmacy protocols and procedures 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and supplying medicines and 
products to treat or manage eye and ear 
conditions, to a range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK203 Assist customers seeking first aid and wound care products 

Modification history E 
This unit is updated and equivalent to SIRPPKS008A Identify, 
locate and sell first aid and wound care products.  
New unit title. Technical modification of all areas of the unit. No 
change to the overall scope or outcomes of the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
relevant first aid and wound care products, and advise on self-care 
practices.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicine (S2) and Pharmacist Only Medicines 
(S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicine and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicines for first aid and wound 
care. In situations where customers require referral to a pharmacist 
for therapeutic advice, or where the supply of Pharmacist Only 
Medicines or products is required, the pharmacy assistant gathers 
information, refers the customer on, and then supports the 
pharmacist by finalising the supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
first aid and wound 
care needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity. 

1.3. Determine customer satisfaction with first aid and wound 
care products that have been tried to relieve symptoms.  

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 



273 
 

ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicine or unscheduled 

medicines and products where suited to customer first aid 
and wound care needs. 

2.4. Follow pharmacy procedures relating to conditions of 
supply of first aid and wound care products. 

3. Provide relevant 
product, self-care and 
lifestyle information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of first 
aid and wound care 
products. 

4.1. Locate the pharmacy range of first aid and wound care 
medicines and products. 

4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply first aid and wound care products 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the range of Pharmacy Medicines and 
unscheduled first aid and wound care products  

 literacy skills to: 

Ǝ follow pharmacy procedures  

Ǝ interpret medication and self-care information 

 planning and organisational skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a team and provide relevant information to a 
pharmacist and other pharmacy staff as required 

 technical skills to: 

Ǝ select appropriate bandages, dressings, strapping and supports 

Ǝ demonstrate procedures for applying bandages, dressings, strapping and supports 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring first aid and wound care medicines 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 aids and equipment that may be of assistance to customers requiring first aid and wound 
care products 

 appropriate product terminology 

 common risk factors that can contribute to sustaining injuries and wounds and related 
lifestyle and self-care information 

 common types of injuries encountered in pharmacies, including: 

Ǝ sprains 

Ǝ breaks 

Ǝ bruising 

Ǝ infection 

 personal role boundaries, responsibilities and circumstance under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of first aid and wound care 
products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on a referral to a pharmacist  

Ǝ identifying and supplying relevant first aid and wound care medicines, products, 
information, aids and equipment to meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines and products used for first aid and wound care and basic 
understanding of their application for injury conditions and modes of action  

 skin structure, the healing process and advantages of moist wound healing 
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REQUIRED SKILLS AND KNOWLEDGE 

 types of wounds encountered in pharmacies, including: 

Ǝ acute wounds 

Ǝ chronic wounds 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

First aid and wound care products 
may include: 

 dressings, strapping, bandages and supports 

 surgical implements 

 antiseptic, skin healing and care products 

 aids and equipment, e.g. protective devices and 
mobility aids 

 unscheduled medicines 

 Pharmacy Medicines 

 products in various forms, including: 

Ǝ liquids, sprays and gels 

Ǝ adhesive and non-adhesive pads and patches 

Ǝ creams and ointments 

Ǝ pastes. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 requested for a large quantity  

 customer appears to be: 

Ǝ sick 

Ǝ angry 

Ǝ confused 

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use wound care products and medicines 
correctly 

 how often to change dressings  

 most common and important adverse effects 

 other lifestyle or management tips for the condition 

 to contact the pharmacy if the product or medicine 
does not help or the symptoms persist. 

Companion products may include:  vitamins and supplements 

 complementary medicines 

 aids and equipment.  

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers, in 
ways appropriate to their needs 

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist  

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use and ongoing self-care of wounds or injuries  

 apply knowledge of common wounds, injuries and 
the pharmacy range to suggest and supply suitable 
first aid and wound care medicines, aids and 
equipment 

 apply pharmacy protocols and procedures relating 
to conditions of supply for first aid and wound care 
medicines and products. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Medicines, unscheduled items 
and companion products used to treat and support 
customers with injuries and wounds 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ first aid and wound care product information 

Ǝ self-care advice.  



279 
 

EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying pharmacy protocols and procedures 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and supplying medicines and 
products for first aid and wound care, to a range 
of customers 

Ǝ acting on situations or requests that indicate the 
need to refer customers to a pharmacist or a 
more senior colleague 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK204 Assist customers seeking oral care products 

Modification history N 
This is a new unit based on content on oral care previously 
included in SIRPPKS006A Identify, locate and sell eye, ear and 
oral care products. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
oral care products, and advise on self-care practices relevant to 
their needs.  
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicine products for oral care. In 
situations where customers require referral to a pharmacist for 
therapeutic advice, or where the supply of Pharmacist Only 
Medicines or products is required, the pharmacy assistant gathers 
information, refers the customer on, and then supports the 
pharmacist by finalising the supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
oral care needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity.  

1.3. Determine customer satisfaction with oral care products 
that have been tried to relieve symptoms.  

1.4. Identify any other health conditions and medicines the 
customer is taking. 

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 

2. Identify and respond 
to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist or a more 

experienced staff member. 
2.3. Select and suggest unscheduled medicines and products 
where suited to customerôs oral symptoms and 
requirements. 
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ELEMENT PERFORMANCE CRITERIA 
3. Provide relevant 

product and oral care 
and lifestyle 
information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.3. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of oral 
care products. 

4.1. Locate the pharmacy range of oral care medicines and 
products. 

4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 
- suggest and supply oral care products 

Ǝ refer customers to a pharmacist or other pharmacy staff member 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of unscheduled 
oral care products  

 literacy skills to: 

Ǝ interpret product and self-care information 

Ǝ follow pharmacy protocols and procedures 

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a pharmacy team and providing relevant information 
and seeking advice from a pharmacist and other pharmacy staff as required 

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ use aids and equipment that may assist customers requiring oral care products 
 

Required knowledge 

 aids and equipment that may be of assistance to customers requiring oral care medicines 

 common oral conditions for which pharmacy medicines and products may be of assistance 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of oral care products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying relevant oral care information, products, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines used for oral care conditions 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Oral care products may include:  denture preparations and accessories 

 oral health products, such as: 

Ǝ anaesthetic products 

Ǝ dental hygiene products 

Ǝ electric toothbrushes 

Ǝ mouthwashes 

 products in various forms, including: 

Ǝ liquids 

Ǝ drops 

Ǝ washes and sprays 

Ǝ gels and paints 

Ǝ ointments and creams 

 unscheduled medicines. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:   referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist or a more experienced 
staff member may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine (S3). 

Directions for product use may 
include: 

 how to use the product correctly 

 how often to use the product 

 correct dose or quantity 

 most common and important adverse effects 

 other lifestyle or management tips for the condition 

 to contact the pharmacy if the medicine or product 
does not help or the symptoms persist. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as booklets 

 reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers, in 
ways appropriate to their needs  

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist or other pharmacy staff member  

 apply knowledge of symptoms or indicators of 
common oral conditions and the pharmacy product 
range to suggest and supply suitable products to 
customers 

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
oral care requirements 

 a range of unscheduled medicines and products 
used to treat and support customers with oral 
conditions 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ product information 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying pharmacy protocols and procedures 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and supplying medicines and 
products to treat or manage oral conditions, to a 
range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK205 Assist customers seeking to relieve cough and cold symptoms  

Modification history E 
This unit is updated and equivalent to SIRPPKS005A Identify, 
locate and sell cough and cold products.  
New unit title and technical modifications to all areas of the unit. No 
change to the overall scope or outcomes of the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to provide information to customers on 
products, services and customer self-care practices for cough and 
cold conditions; and supply products relevant to their needs. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
sale of Pharmacy Medicines (S2) and Pharmacist Only Medicines 
(S3). 

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicine products for cough and cold 
relief. In situations where customers require referral to a pharmacist 
for therapeutic advice, or where the supply of Pharmacist Only 
Medicines or products is required, the pharmacy assistant gathers 
information, refers the customer on, and then supports the 
pharmacist by finalising the supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
cough and cold needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity.  

1.3. Determine customer satisfaction with cough and cold 
medicines and products that have been tried to relieve 
symptoms.  

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response.  
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicine or unscheduled 

medicines and products where suited to customer cough 
and cold symptoms and requirements. 

2.4. Follow pharmacy procedures relating to conditions of 
supply for cough and cold products. 

3. Provide relevant 
product, self-care and 
lifestyle information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
cough and cold 
products.  

4.1. Identify the pharmacy range and location of cough and 
cold products. 

4.2. Maintain currency of knowledge with respect to new 
additions or changes to the pharmacy range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply products to relieve coughs and colds 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of Pharmacy 
Medicines and unscheduled medicines used to relieve the symptoms of coughs and colds 

 literacy skills to: 

Ǝ interpret medicine, product and self-care information 

Ǝ follow pharmacy protocols and procedures  

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a team, providing relevant information to and seeking 
advice from a pharmacist and other pharmacy staff as required 

 technical skills to assess cough and cold requirements 

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring cough and cold-related medicines 
 

Required knowledge 

 aids and equipment that may be of assistance to customers seeking relief from coughs and 
colds, such as steam vaporisers 

 common risk factors that can contribute to coughs and colds and related lifestyle and self-
care information 

 common side effects of taking cough and cold medicines 

 common symptoms and conditions for which cough and cold medicines and products may 
be of assistance 

 personal role boundaries, responsibilities and circumstance under which referral to a 
pharmacist and other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of cough and cold medicines and 
products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying the relevant medicines, information, aids and equipment to 
meet customer needs 

Ǝ respecting and protecting customer privacy 

 terms applied to medicines and products used to treat or manage coughs and colds 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines used to treat coughs and colds 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Cough and cold medicines and 
products may include: 

 cough suppressant 

 cough expectorant and mucolytic 

 sympathomimetic decongestants 

 analgesics 

 sedating and non-sedating antihistamines 

 medicines and products in various forms, including: 

Ǝ liquid 

Ǝ capsules and tablets 

Ǝ inhalants 

Ǝ ointments and rubs 

Ǝ lozenges and capsules 

Ǝ nasal sprays and drops 

 steam vaporisers 

 complementary medicines 

 unscheduled medicines 

 Pharmacy Medicines. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

Ǝ requested a large quantity of one or more cough 
and cold treatment medicines 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the medicine correctly 

 how often to use the medicine 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 other lifestyle or management tips for the condition 

 to contact the pharmacy if the medicine does not 
help or the symptoms persist. 

Companion products may include:  vitamins and mineral products 

 fish oils 

 aids and equipment. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ relevant internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers in 
ways appropriate to their needs 

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist 

 apply knowledge of the common symptoms and 
indicators of cough and cold conditions and the 
pharmacy product range to suggest suitable 
medicines and products to customers 

 apply pharmacy protocols and procedures relating 
to conditions of supply for cough and cold 
medicines and products. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
cough and cold requirements 

 a range of Pharmacy Medicines, unscheduled 
medicines and aids used to treat and support 
customers with cough and cold conditions 

 relevant pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ medicine and product information 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ collecting and assessing information to establish 
customer needs and requirements 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

Ǝ suggesting and selling products to treat or 
manage cough and cold conditions 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK206 Assist customers seeking to relieve skin and fungal conditions 

Modification history E 
This unit is updated and equivalent to SIRPPKS009A Identify, 
locate and sell products for skin and fungal conditions. 
New unit title and technical modifications to all areas of the unit. No 
change to the overall scope or outcomes of the unit. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
relevant products, and advise on self-care practices to manage 
skin and fungal conditions. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

 SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicines and products to relieve skin 
and fungal conditions. In situations where customers require 
referral to a pharmacist for therapeutic advice, or where the supply 
of Pharmacist Only Medicines or products is required, the 
pharmacy assistant gathers information, refers the customer on, 
and then supports the pharmacist by finalising the supply of 
medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
skin and fungal needs. 

1.1. Approach and interact with customer to establish who will 
be using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity.  

1.3. Determine customer satisfaction with skin and fungal 
medicines and products that have been tried to relieve 
symptoms.  

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicines or unscheduled 

medicines and products where suited to customer skin and 
fungal symptoms and requirements. 

2.4. Follow pharmacy procedures relating to conditions of 
supply for skin and fungal medicines and products. 

3. Provide relevant 
product, self-care and 
lifestyle information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of skin 
and fungal medicines 
and products. 

4.1. Locate the pharmacy range of skin and fungal medicines 
and products. 

4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply products to relieve skin and fungal conditions 

Ǝ refer customer to pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of Pharmacy 
Medicines and unscheduled medicines used to relieve skin and fungal symptoms  

 literacy skills to: 

Ǝ follow pharmacy procedures  

Ǝ interpret product and self-care information 

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a team and provide relevant information to a 
pharmacist and other pharmacy staff as required 

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring skin and fungal medicines 

 

Required knowledge 

 aids and equipment that may be of assistance to customers with skin and fungal conditions, 
including product applicators 

 appropriate product terminology 

 common risk factors that can contribute to skin and fungal symptoms 

 common side effects of using skin and fungal medicines  

 common, symptoms and conditions for which skin and fungal medicines and products may 
be of assistance 

 gross anatomy of skin  

 personal role boundaries, responsibilities and circumstance under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures regarding the supply of skin and fungal medicines 
relating to: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting triggers for referral to a pharmacist 

Ǝ identifying and supplying skin and fungal medicines, products, information, aids and 
equipment to meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines and products for relief of skin and fungal conditions  

 symptoms of common conditions that may be contagious and appropriate infection-control 
strategies 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Skin and fungal medicines and 
products may include: 

 anti-fungal treatments 

 antibacterial and infection or infestation treatments 

 anti-pruritics 

 moisturisers and skin protection products 

 products in various forms, including: 

Ǝ liquids, sprays and washes 

Ǝ tablets 

Ǝ powders 

Ǝ ointments, gels and lotions 

Ǝ creams 

Ǝ oils 

 Pharmacy Only and Pharmacist Only Medicines 

 herbal and vitamin supplements. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes or high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the medicine correctly  

 how often to use the medicine 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 other lifestyle or management tips for the condition  

 to contact the pharmacy if the medicine does not 
help or the symptoms persist. 

Companion products may include:  bath products  

 complementary medicines. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material  

 reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers in 
ways appropriate to their needs  

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use 

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist or other pharmacy staff 

 apply knowledge of common causes and symptoms 
or indicators of skin and fungal conditions, to 
suggest and supply suitable medicines and 
products to customers 

 apply pharmacy protocols and procedures relating 
to conditions of supply when selling skin and fungal 
medicines and products.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Medicines and unscheduled 
items and companion products used to treat and 
support customers with skin and fungal conditions 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ skin and fungal product information 

Ǝ self-care advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace:  

Ǝ recommending and supplying skin and fungal 
medicines and products to a range of customers 

Ǝ acting on situations or requests that indicate the 
need to refer customers to a pharmacist or a 
more senior colleague 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK207 Supply medical devices 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
medical devices, and advise on self-care practices relevant to their 
needs.  
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. It restricts pharmacy assistants to suggesting 
medical devices to customers, in situations not requiring referral to 
a pharmacist for therapeutic advice.  
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
needs. 

1.1. Approach and question customer to establish who will be 
using medical devices. 

1.2. Confirm relevant symptoms, their duration and their 
severity.  

1.3. Determine customer satisfaction with other products or 
devices that have been tried to relieve symptoms.  

1.4. Identify any other health conditions and medicines that the 
customer is taking. 

1.5. Follow pharmacy procedures to respect and protect 
customer privacy. 

2. Identify and respond 
to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Refer to a pharmacist or a more experienced staff member 

where product-specific guidance is required. 
2.4. Select and suggest medical devices where suited to 

customer symptoms and requirements. 

3. Provide relevant 
product and lifestyle 
information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.3. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
medical devices. 

4.1. Locate the pharmacy range of medical devices. 
4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply medical devices 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of medical devices  

 literacy skills to: 

Ǝ interpret product and self-care information 

Ǝ follow pharmacy procedures  

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a team and provide and seek relevant information from 
a pharmacist and other pharmacy staff as required 

 technology skills to: 

Ǝ demonstrate procedures for using medical devices to customers  

Ǝ access and use information systems required by the role 
 

Required knowledge 

 common conditions for which pharmacy medical devices may be of assistance 

 personal role boundaries and responsibilities, and circumstances under which referral to a 
pharmacist or a more experienced pharmacy staff member is required 

 pharmacy procedures relating to the supply of medical devices, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist or a more experienced staff 
member 

Ǝ identifying and supplying relevant information, medical devices and their parts or 
attachments to meet customer needs 

Ǝ respecting and protecting customer privacy 

Ǝ types, locations and method of application for medical devices in the pharmacy range 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Medical devices may include:  asthma spacers 

 blood glucose monitors, disposable lancets and test 
strips 

 blood pressure monitors 

 continuous positive airway pressure(CPAP)  
equipment 

 other equipment from the pharmacy range. 

Response may include:   referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products. 

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the device before but is not satisfied with 
its efficacy 

 customer appears to be 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medical device selected, even if 
the product has been requested by name 

 request for Pharmacist Only Medicine. 
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RANGE STATEMENT 
Directions for product use may 
include: 

 how to use product correctly  

 how often to use the product 

 most common and important adverse effects 

 other lifestyle or management tips for the condition  

 how to contact the pharmacy if the medicine or 
product does not help or the symptoms persist. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reliable internet resources. 
 

 
 

 

 
 

 
 

 
 

 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers, in 
ways appropriate to their needs 

 follow pharmacy procedures for identifying and 
acting on triggers for referral to a pharmacist or to a 
more experienced staff member  

 apply knowledge of symptoms or indicators of 
common conditions, and the pharmacy medical 
devices range, to suggest and supply suitable 
products to customers 

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use.  

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ product information 

Ǝ self-care advice 

 a range of medical devices used to manage 
common conditions. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying pharmacy protocols and procedures 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and supplying medical devices 
to a range of customers 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK308 Assist customers seeking relief from gastro-intestinal conditions 

Modification history E 
This unit is updated and equivalent to SIRPPKS007A Identify, 
locate and sell products for gastro-intestinal conditions.  
New unit title and technical modifications to all areas of the unit. No 
change to the overall scope or outcomes of the unit. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
relevant products, and advise on self-care practices to manage 
gastro-intestinal conditions. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicine products to relieve gastro-
intestinal conditions. In situations where customers require referral 
to a pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
gastro-intestinal 
needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity.  

1.3. Determine customer satisfaction with gastro-intestinal 
medicines and products that have been tried to relieve 
symptoms. 

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicines or unscheduled 

medicines or products where suited to customer gastro-
intestinal symptoms and needs. 

2.4. Follow pharmacy procedures relating to conditions of 
supply of gastro-intestinal medicines and products. 

3. Provide relevant 
product, self-care and 
lifestyle information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
gastro-intestinal 
medicines and 
products. 

4.1. Locate the pharmacy range of gastro-intestinal medicines 
and products. 

4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply gastro-intestinal medicines and products 

Ǝ refer customers to a pharmacist or other pharmacy staff member 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of Pharmacy 
Medicines and unscheduled medicines used to relieve gastro-intestinal symptoms 

 literacy skills to: 

Ǝ interpret medication and self-care information 

Ǝ follow pharmacy procedures 

 numeracy skills to calculate dosage and quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information 

 teamwork skills to operate as part of a team and provide relevant information to a 
pharmacist and other pharmacy staff as required 

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring gastro-intestinal medicines and products 
 

Required knowledge 

 aids and equipment that may be of assistance to customers with gastro-intestinal conditions 

 common risk factors that can contribute to gastro-intestinal symptoms 

 common side effects of taking gastro-intestinal medicines  

 common symptoms and conditions for which gastro-intestinal medicines may be of 
assistance, including: 

Ǝ gastroenteritis 

Ǝ irritable bowel syndrome 

Ǝ food intolerances 

Ǝ celiac disease 

 personal role boundaries, responsibilities and circumstance under which referral to a 
pharmacist is required 

 pharmacy protocols and procedures relating to the supply of gastro-intestinal medicines, 
including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying relevant medicines, information, aids and equipment to meet 
customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines used to treat gastro-intestinal conditions 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Gastro-intestinal medicines and 
products may include: 

 laxatives 

 anti-diarrhoea medicine 

 anti-spasmodic medication 

 fibre supplements 

 haemorrhoidal products 

 anthelmintic (worming) products 

 pharmacy medication 

 medicines and products in various forms, including: 

Ǝ liquid 

Ǝ tablets, capsules and caplets 

Ǝ ointments and creams 

Ǝ suppositories 

Ǝ granules 

Ǝ mixtures 

Ǝ powders 

 enemas 

 complementary medicines 

 unscheduled medicines 

 Pharmacy Medicines. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick 

Ǝ angry 

Ǝ confused 

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the medicine correctly 

 how often to use the medicine 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 other lifestyle or management tips for the condition 

 to contact the pharmacy if the medicine does not 
help or the symptoms persist. 

Companion products may include:  heartburn and indigestion medication, e.g. antacids 

 herbal products 

 oral rehydration solutions. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers in 
ways appropriate to their needs 

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist 

 apply knowledge of the common symptoms of 
gastro-intestinal conditions and the pharmacy 
product range, to suggest and supply suitable 
medicines and products to customers 

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use 

 apply pharmacy protocols and procedures relating 
to conditions of supply when selling gastro-intestinal 
medicines and products. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Only Medicines and non-
scheduled products used to treat and support 
customers with gastro-intestinal conditions  

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ medicine and product information 

Ǝ self-care advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ collecting information to establish customer 
needs and requirements 

Ǝ identifying and acting on triggers for referral to a 
pharmacist 

Ǝ suggesting and supplying medicines and 
products to treat or manage gastro-intestinal 
conditions 

Ǝ confirming customer understanding of directions 
for product use 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK309 Assist customers seeking to relieve common allergic symptom 
reactions 

Modification history E 
This unit is updated and equivalent to SIRPPKS002A Identify, 
locate and sell products related to allergies.  
New unit title and technical modifications to all areas of the unit. No 
change to the overall scope or outcomes of the unit.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
relevant products, and advise on self-care practices to relieve 
common allergic symptom reactions.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicine products to relieve common 
allergic symptom reactions. In situations where customers require 
referral to a pharmacist for therapeutic advice, or where the supply 
of Pharmacist Only Medicines or products is required, the 
pharmacy assistant gathers information, refers the customer on, 
and then supports the pharmacist by finalising the supply of 
medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist.  

Competency field Pharmacy Product Knowledge  

Unit sector Community Pharmacy  
 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
allergy-related needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity. 

1.3. Determine customer satisfaction with allergy treatment 
medicines and products that have been tried to relieve 
symptoms. 

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response.  
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicines or unscheduled 
medicines and products where suited to customerôs 
allergic symptoms and requirements. 

2.4. Follow pharmacy procedures relating to conditions of 
supply of allergy medicines and products.  

3. Provide relevant 
product, self-care and 
lifestyle information. 

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health-care outcomes. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
allergy relieving 
medicines and 
products. 

4.1. Locate the pharmacy range of allergy relieving medicines 
and products. 

4.2. Check regularly for new additions or changes to the range. 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply products to relieve common allergies 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of products used to 
relieve the symptoms of common allergies 

 literacy skills to: 

Ǝ follow pharmacy protocols and procedures  

Ǝ interpret medicine, product and self-care information 

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a pharmacy team, provide relevant information and 
seek advice from a pharmacist and other pharmacy staff as required 

 technical skills to assess common allergy requirements 

 technology skills to: 

Ǝ access and use information systems required by the role 

Ǝ use aids and equipment that may assist customers requiring allergy-related medicines 
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REQUIRED SKILLS AND KNOWLEDGE 

Required knowledge 

 aids and equipment that may be of assistance to customers with allergies, including product 
applicators 

 common risk factors that can contribute to allergic reactions 

 common side effects of taking allergy medicines  

 common allergy symptoms and conditions for which allergy medicines and products may be 
of assistance 

 personal role boundaries, responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of allergy medicines and 
products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist  

Ǝ identifying and supplying the relevant medicines, products, information, aids and 
equipment to meet customer needs 

Ǝ respecting and protecting customer privacy 

 terms applied to medicines and products used to treat or manage common allergies 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines and 
unscheduled medicines used to treat common allergic symptom reactions  
 

 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include 
people: 

 from a range of social, cultural and ethnic backgrounds and 
with varying mental and physical abilities 

 visiting the pharmacy, contacting the pharmacy by phone, or 
in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Allergy treatment 
medicines and products 
may include: 

 non-sedating antihistamines 

 sedating antihistamines 

 decongestant nasal drops and sprays 

 corticosteroid nasal sprays 

 liquids, creams and lotions 

 capsules and tablets 

 inhalant drops and sprays  

 eye drops 

 complementary medicines 

 unscheduled medicines 

 Pharmacy Medicines  

 Pharmacist Only Medicines. 
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RANGE STATEMENT 
Protocols and procedures 
may include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service requested by 
the customer or envisaged by the pharmacy assistant is 
right for the customerôs symptoms.  

Response may include:   referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicines or products. 

Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, diabetes and 
high blood pressure 

Ǝ used the product before but is not satisfied with its 
efficacy 

Ǝ requested a large quantity of one or more allergy 
treatment medicines 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs confirmation of the 
medicine selected, even if the product has been requested 
by name 

 request for Pharmacist Only Medicine. 

Directions for product use 
may include: 

 how to use medicine or product correctly  

 how often to use the medicine or product 

 correct dose and maximum dose not to be exceeded 

 most common and important adverse effects 

 lifestyle or management tips for the condition  

 to contact the pharmacy if the medicine does not help or the 
symptoms persist. 

Companion products may 
include: 

 vitamins and supplements 

 complementary medicines 

 aids and equipment. 
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RANGE STATEMENT 
Sources of self-care 
information may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures and 
manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reputable internet resources. 
 
 

 
 

 

 
 

 
 

 

 
 

 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for 
assessment and 
evidence required to 
demonstrate 
competency in this unit 

Evidence of the ability to: 

 collect information from and inform customers in ways 
appropriate to their needs 

 follow pharmacy protocols and procedures for identifying 
and acting on triggers for referral to a pharmacist or other 
pharmacy staff 

 apply knowledge of common symptoms or indicators of 
allergic conditions and the pharmacy product range to 
suggest suitable medicines and products to customers 

 demonstrate appropriate techniques to confirm customer 
understanding of directions for product use  

 apply pharmacy protocols and procedures relating to 
conditions of supply for allergy medicines and products.  

Context of and specific 
resources for 
assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert working in 
partnership with the assessor as described in the 
assessment guidelines 

 demonstrated across a range of customers over sufficient 
time to include handling of a range of contingencies 

 demonstrated in a real or simulated pharmacy workplace 
environment, which may include customer interruptions and 
involvement in other related activities normally expected in 
the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Medicines, unscheduled items and 
companion products used to treat and support customers 
with common allergies 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ product information 

Ǝ self-care and lifestyle advice. 

Method of assessment A range of assessment methods should be used to assess 
practical skills and knowledge. The following examples are 
appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying pharmacy protocols and procedures 

Ǝ collecting and assessing information to establish 
customer needs and requirements 
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EVIDENCE GUIDE 
Ǝ identifying and acting on triggers for referral to a 

pharmacist 

 suggesting and supplying products to relieve the symptoms 
of common allergies  

 confirming customer understanding of directions for product 
use  

 written or oral questions appropriate to the language and 
literacy level of the learner to test relevant underpinning 
knowledge  

 role plays to confirm communication skills to meet diverse 
customer requirements 

 review of portfolios of evidence and third-party workplace 
reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the industry 
sector, workplace and job role is recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK310 Assist customers seeking analgesic and anti-inflammatory products 

Modification history E 
This unit is updated and equivalent to SIRPPKS003A Identify, 
locate and sell analgesic and anti-inflammatory products.  
New unit title and technical modifications to all areas of the unit. No 
change to the overall scope or outcomes of the unit. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
relevant analgesic and anti-inflammatory products, and advise on 
self-care practices. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicine products to relieve pain and 
discomfort. In situations where customers require referral to a 
pharmacist for therapeutic advice, or where the supply of 
Pharmacist Only Medicines or products is required, the pharmacy 
assistant gathers information, refers the customer on, and then 
supports the pharmacist by finalising the supply of medicines and 
products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding customer 
analgesic and 
anti-inflammatory 
needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity. 

1.3. Determine customer satisfaction with analgesic and anti-
inflammatory medicines and products that have been 
tried to relieve symptoms. 

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response.  
2.2. Act on triggers for referral to a pharmacist.  
2.3. Select and suggest analgesic or anti-inflammatory 

medicines and products where suited to customer 
symptoms and requirements. 

2.4. Follow pharmacy procedures relating to conditions of 
supply of analgesic and anti-inflammatory medicines and 
products. 

3. Provide relevant 
product, self-care and 
lifestyle information.  

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health-
care outcomes. 

3.3. Offer lifestyle and self-care advice where relevant to 
desired health outcomes.  

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
analgesic and anti-
inflammatory products.  

4.1. Locate the pharmacy range of analgesic and anti-
inflammatory medicines and products. 

4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply analgesic and anti-inflammatory medicines and products 
- provide advice on lifestyle, self-care practices, specialist services and practitioners 

Ǝ refer customers to a pharmacist or other pharmacy staff  

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of Pharmacy 
Medicines and unscheduled analgesic and anti-inflammatory medicines and products 

 literacy skills to: 

Ǝ interpret medicine, product and self-care information 

Ǝ follow pharmacy procedures 

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 

 technical skills to: 

Ǝ assess analgesic and anti-inflammatory requirements 

Ǝ demonstrate use of relevant aids and equipment  

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 aids and equipment that may be of assistance to customers requiring analgesic and 
anti-inflammatory medicines and products 

 appropriate health and product terminology 

 common side effects of taking analgesic and anti-inflammatory medicines  

 common symptoms and pain-related conditions for which analgesic and anti-inflammatory 
products may be of assistance 

 personal role boundaries, responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy protocols and procedures relating to the supply of analgesic and 
anti-inflammatory medicines and products, including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ identifying and supplying the relevant medicines, products, information, aids and 
equipment to meet customer needs 

Ǝ respecting and protecting customer privacy 

 pharmacy range and locations of Pharmacy Medicines, Pharmacy Only Medicines and 
unscheduled analgesic and anti-inflammatory medicines and products  
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as: 

Ǝ the elderly 

Ǝ infants 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Analgesic and anti-inflammatory 
medicines and products may 
include: 

 paracetamol 

 combination products, e.g. hay fever products with 
analgesics, anti-inflammatory and anti-allergy 
medicine 

 non-steroidal anti-inflammatory drugs (NSAIDs) 

 hot and cold packs 

 various forms, including: 

Ǝ liquid or soluble 

Ǝ tablets: caplets, capsules and coated tablets 

Ǝ liquid-filled soft capsules and gel caps 

Ǝ gels, creams and ointments 

Ǝ transdermal patches 

 rectal medication 

 complementary medicines 

 unscheduled medicines 

 Pharmacy Medicines 

 Pharmacist Only Medicines.  

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist 

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ a child under 2 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

Ǝ requested a large quantity of one or more 
analgesic or anti-inflammatory medicines 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the medicine or product correctly  

 how often to use the medicine or product 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 lifestyle or management tips for the condition  

 to contact the pharmacy if the medicine does not 
help or the symptoms persist. 

Companion products may include:  vitamins and supplements 

 complementary medicines 

 aids and equipment. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers, in 
ways appropriate to their needs  

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist 

 apply knowledge of the common symptoms and 
pain-related conditions and the pharmacy product 
range to suggest suitable products to customers 

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use 

 apply pharmacy protocols and procedures relating 
to conditions of supply for analgesic and anti-
inflammatory medicines and products. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of Pharmacy Medicines; unscheduled 
items, aids and equipment; and companion 
products used to treat and support customers with 
pain-related ailments and conditions 

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ product information 

Ǝ self-care and lifestyle advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ collecting information to establish customer 
requirements 

Ǝ identifying and acting on triggers for referral to a 
pharmacist 

Ǝ suggesting and supplying products to relieve or 
manage common pain ailments and conditions  

Ǝ confirming customer understanding of directions 
for product use 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
 

 
  



326 
 

SIPCPPK311 Assist customers seeking baby or infant care medicines and 
products 

Modification history E 
This unit is updated and equivalent to SIPRPPKS004A Identify, 
locate and sell baby and infant products. 
New unit title and technical modifications to all areas of the unit. No 
change to the overall scope or outcomes of the unit. 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, select and supply 
relevant products, and advise on baby and baby care services.  
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only (S3) 
Medicines.  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying Pharmacy 
Medicines and unscheduled medicine products for baby and infant 
care. In situations where the baby, infant or its agent requires 
referral to a pharmacist for therapeutic advice, or where the supply 
of Pharmacist Only Medicines or products is required, the 
pharmacy assistant gathers information, refers the customer on, 
and then supports the pharmacist by finalising the supply of 
medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 
 

 

 
 

 
 

 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information 
regarding baby and 
infant care needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity. 

1.3. Determine customer satisfaction with baby and infant 
medicines or products that have been tried to relieve 
symptoms. 

1.4. Identify any other health conditions and medicines the 
customer is taking. 

1.5. Follow pharmacy protocols and procedures to respect and 
protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to baby or infant 
needs and 
requirements. 

2.1. Assess baby or infant information and determine 
response. 

2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest Pharmacy Medicine or unscheduled 

medicines or products where suited to baby or infant 
symptoms and needs. 

3. Provide relevant 
product, care and 
lifestyle information. 

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products and services where 
relevant to baby or infantôs desired health and wellbeing 
outcomes. 

3.3. Offer lifestyle and baby or infant care advice where 
relevant to desired outcomes. 

3.4. Access relevant sources to provide information on baby 
and infant products or services. 

4. Maintain and build 
own knowledge of 
baby and infant care 
products and services. 

4.1. Identify the pharmacy range and location of baby and 
infant care products and services. 

4.2. Maintain currency of knowledge with respect to new 
additions or changes to the pharmacy range.  
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ interact with the customer to: 
- ask questions to identify and confirm baby or infant requirements 
- provide information 
- confirm understanding 
- explain pharmacy baby and infant services available 
- suggest and supply baby and infant medicines and products 

Ǝ refer customer to a pharmacist or another staff member 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge on the pharmacy range of Pharmacy 
Medicines and unscheduled baby and infant care medicines, products and services 

 literacy skills to: 

Ǝ follow pharmacy protocols and procedures  

Ǝ interpret medication, product and self-care information 

 numeracy skills to calculate dosage or quantity requirements 

 planning and organising skills to meet customer service timelines 

 problem-solving skills to assess and respond to customer information 

 teamwork skills to operate as part of a pharmacy team, providing relevant information and 
seeking advice from a pharmacist and other pharmacy staff as required 

 technical skills to assess baby and infant care requirements 

 technology skills to:  

Ǝ access and use information systems required by the role 

Ǝ demonstrate procedures for using relevant aids and equipment that may assist 
customers requiring baby and infant medicines, products or equipment 

 

Required knowledge 

 aids and equipment that may be of assistance to customers requiring baby and infant care 
products 

 appropriate health and product terminology 

 awareness of guidelines on infant feeding and implications for advice given on the use of 
infant formula as outlined in the Marketing in Australia of Infant Formula (MAIF) agreement 

 benefits associated with breastfeeding and sources of further information 

 common symptoms and conditions for which baby and infant care pharmacy medicines and 
products may provide relief 

 personal role boundaries and responsibilities and circumstances under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy range and locations of Pharmacy Medicines, Pharmacist Only Medicines used to 
treat babies and infants  

 pharmacy range and location of key baby and infant care products and associated features 
and benefits, including: 

Ǝ formula composition 

Ǝ teat and bottle features and selection 

Ǝ sterilisation techniques 

Ǝ nappy creams 

 pharmacy protocols and procedures relating to the supply of baby and infant care products, 
including: 

Ǝ collecting required information from customers 

Ǝ identifying baby and infant needs 
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REQUIRED SKILLS AND KNOWLEDGE 
Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ identifying and supplying the relevant medicines, products, information, aids and 
equipment to meet customer needs  

Ǝ respecting and protecting customer privacy 

 support services and baby and infant care information, including: 

Ǝ baby clubs, including in-pharmacy baby care clubs 

Ǝ dedicated facilities 

Ǝ infant health-care services 
 
 
 

 

 
 

 
 

 
 

 

 
 

 
 

 
 

 

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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include:  third parties, such as parents 

 people: 

Ǝ from a range of social, cultural and ethnic 
backgrounds and with varying mental and 
physical abilities 

Ǝ visiting the pharmacy, contacting the pharmacy 
by phone, or in their own home 

Ǝ with special needs, such as: 
- the elderly 
- infants 
- from non-English speaking background 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Medicines or products may include:  complementary medicines 

 durable products  

 formula and feeding products and steriliser kits 

 nappies and related products 

 unscheduled medicines and products 

 pharmacy medicines 

 Pharmacist Only Medicines 

 products in various forms, such as: 

Ǝ liquids, sprays and drops 

Ǝ ointments, creams, oils and lotions 

Ǝ powders 

Ǝ formulas 

 rash and other skin treatments 

 teething products. 

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist 

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 baby or infant is: 

Ǝ under 2 years of age 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions  

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick  

Ǝ angry 

Ǝ confused  

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 how to use the medicine or product correctly  

 how often to use the medicine or product 

 correct dose and maximum dose not to be 
exceeded 

 most common and important adverse effects 

 other lifestyle or management tips for the condition 

 to contact the pharmacy if the medicine or product 
is unsatisfactory, does not help or the symptoms 
persist. 

Companion products and services 
may include: 

 aids and equipment 

 preventative skin treatments 

 baby clubs 

 vitamin supplements. 

Relevant sources may include:  local baby and infant support services 

 breastfeeding groups 

 health-care fact sheets 

 pharmacy or manufacturer product leaflets 
brochures and manuals 

 product support material, such as: 

Ǝ booklets 

Ǝ reputable internet resources. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply knowledge of the pharmacy product range to 
suggest and supply products that meet baby and 
infant health-care needs 

 apply knowledge of lifestyle, baby and infant health-
care practices and support services to inform 
customers 

 collect from and provide information to customers in 
ways appropriate to customer needs  

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use 

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment, which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of baby and infant care products and 
services  

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ medicine and product information 

Ǝ baby and infant health-care advice. 
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EVIDENCE GUIDE 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ collecting and assessing information to establish 
baby or infant requirements 

Ǝ identifying and acting on triggers for referral to a 
pharmacist  

Ǝ suggesting and supplying baby and infant care 
products to a range of customers 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge 

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 
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SIPCPPK312 Assist customers seeking sexual health medicines and products 

Modification history E 
This unit is updated and equivalent to SIRPPKS019A Provide 
information, products and services on womenôs and menôs health.  

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to assess customer needs, advise on, select 
and supply sexual health medicines and products from the 
pharmacy range. 
 
All relevant federal, state or territory legislation, Pharmacy Board of 
Australia Guidelines, and established practice and quality 
assurance standards are to be met relating to the promotion and 
supply of Pharmacy Medicines (S2) and Pharmacist Only 
Medicines (S3).  

Employability skills This unit contains employability skills. 

Prerequisite units  

SIPCHCS201 Support the supply of Pharmacy Medicines and 
Pharmacist Only Medicines 

Application of the unit This unit applies to community pharmacy employees working as 
pharmacy assistants. Pharmacy assistants work directly with 
customers, providing information on and supplying sexual health 
Pharmacy Medicines and unscheduled medicine products. In 
situations where customers require referral to a pharmacist for 
therapeutic advice, or where the supply of Pharmacist Only 
Medicines or products is required, the pharmacy assistant gathers 
information, refers the customer on, and then supports the 
pharmacist by finalising the supply of medicines and products. 
 
A person undertaking this role is required to work under the 
supervision of a pharmacist. 

Competency field Pharmacy Product Knowledge 

Unit sector Community Pharmacy  
 
 

 

 
 

 
 

 

 
 

 
 

 
 

 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Collect information on 
customer sexual 
health needs. 

1.1. Approach and question customer to establish who will be 
using the product. 

1.2. Confirm relevant symptoms, their duration and their 
severity.  

1.3. Determine customer satisfaction with sexual health 
medicines and products that have been tried. 

1.4. Identify any other health conditions and medicines the 
customer is taking.  

1.5. Follow pharmacy protocols and procedures to respect 
and protect customer privacy. 
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ELEMENT PERFORMANCE CRITERIA 
2. Identify and respond 

to customer needs 
and requirements. 

2.1. Assess customer information and determine response. 
2.2. Act on triggers for referral to a pharmacist. 
2.3. Select and suggest a Pharmacy Medicine or unscheduled 

medicine or product suited to customer sexual health 
symptoms and needs. 

2.4. Follow pharmacy procedures relating to conditions of 
supply for sexual health products. 

3. Provide relevant 
product, self-care and 
lifestyle information. 

3.1. Explain manufacturerôs product information and confirm 
customer understanding of directions for product use. 

3.2. Suggest companion products relevant to desired health 
outcomes. 

3.3. Provide customers with information on lifestyle, self-care 
practices and specialist services related to sexual health. 

3.4. Access and provide relevant sources of self-care 
information to customers. 

4. Maintain and build 
own knowledge of 
sexual health 
products. 

4.1. Locate the pharmacy range of sexual health products. 
4.2. Check regularly for new additions or changes to the range. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to:  

Ǝ interact with the customer to: 
- ask questions to identify and confirm requirements 
- provide information 
- confirm understanding 
- suggest and supply sexual health medicines and products 

Ǝ refer customers to a pharmacist or other pharmacy staff 

Ǝ use language and concepts appropriate to cultural differences 

Ǝ use and interpret non-verbal communication 

 learning skills to maintain currency of knowledge about sexual health medicines and 
products  

 literacy skills to: 

Ǝ follow pharmacy procedures  

Ǝ interpret product and self-care information 

 planning and organising skills to meet customer service requirements 

 problem-solving skills to assess and respond to customer information  

 teamwork skills to operate as part of a team and provide relevant information to a 
pharmacist and other pharmacy staff as required 

 technology skills to access and use information systems required by the role 
 

Required knowledge 

 aids and equipment that may be of assistance to customers with sexual health conditions  

 common risk factors that can contribute to sexual health related infections 

 menôs and womenôs conditions, including: 

Ǝ erectile dysfunction 

Ǝ reproductive problems, menstrual and menopause conditions 

Ǝ sexual hygiene 

Ǝ sexually transmissible infections 

Ǝ thrush 

 personal role boundaries, responsibilities and circumstance under which referral to a 
pharmacist or other pharmacy staff is required 

 pharmacy procedures regarding the supply of sexual health medicines and products, 
including: 

Ǝ collecting required information from customers 

Ǝ collecting and supplying information to an agent acting on behalf of a customer 

Ǝ identifying and acting on triggers for referral to a pharmacist 

Ǝ identifying and supplying medicines, products, information, aids and equipment to meet 
customer needs 

Ǝ respecting and protecting customer privacy 

 relevant product and health condition terminology 

 pharmacy range and locations of sexual health Pharmacy Medicines, Pharmacist Only 
Medicines and unscheduled medicines  

 sources of information, advice and specialist services relating to menôs and womenôs health 

 symptoms of common conditions that may be contagious and appropriate infection-control 
strategies 

 transference of infection relating to menôs and womenôs health conditions and appropriate 
infection-control strategies 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Customer may include people:  from a range of social, cultural and ethnic 
backgrounds and with varying mental and physical 
abilities 

 visiting the pharmacy, contacting the pharmacy by 
phone, or in their own home 

 with special needs, such as the elderly 

 who are: 

Ǝ drug or alcohol affected 

Ǝ emotionally unstable 

Ǝ mentally unstable 

Ǝ physically unwell. 

Sexual health medicines and 
products may include: 

 condoms 

 lubricants 

 spermicides 

 diaphragms 

 self-test kits, such as: 

Ǝ home testing pregnancy or ovulation kits 

Ǝ breast testing kits 

 anti-fungal medication 

 thrush treatments 

 pelvic floor aids and equipment 

 complementary medicines 

 unscheduled medicines 

 pharmacy medication. 

Protocols and procedures may 
include: 

 interacting with the customer to establish: 

Ǝ who the product or service is for 

Ǝ symptoms 

Ǝ duration of symptoms 

Ǝ other existing health conditions 

 assessing: 

Ǝ customer responses to questions 

Ǝ own confidence that the product or service 
requested by the customer or envisaged by the 
pharmacy assistant is right for the customerôs 
symptoms.  

Response may include:  referral to: 

Ǝ a more experienced team member 

Ǝ a pharmacist  

 recommending medicine or products. 
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RANGE STATEMENT 
Triggers for referral to a 
pharmacist may include: 

 customer who is: 

Ǝ an aged person 

Ǝ pregnant or breastfeeding 

Ǝ taking other medicines 

 customer who has: 

Ǝ had the complaint for some time 

Ǝ other health conditions, such as asthma, 
diabetes and high blood pressure 

Ǝ used the product before but is not satisfied with 
its efficacy 

 customer appears to be: 

Ǝ sick 

Ǝ angry 

Ǝ confused 

Ǝ dissatisfied 

Ǝ uncertain 

Ǝ under the influence of drugs or alcohol 

 pharmacy assistant is unsure and needs 
confirmation of the medicine selected, even if the 
product has been requested by name 

 request for Pharmacist Only Medicine. 

Directions for product use may 
include: 

 explaining and demonstrating use, care and 
maintenance of: 

Ǝ aids 

Ǝ test kits and equipment 

 how to apply or use medicines 

 most common and important adverse effects 

 lifestyle or management tips for the condition 

 to contact the pharmacy if the product or medicine 
does not help or the symptoms persist. 

Sources of self-care information 
may include: 

 customer self-care cards 

 health-care fact sheets 

 pharmacy or supplier product leaflets, brochures 
and manuals 

 product support material  

 reputable internet resources. 
 

 
 

 
 

 

 
 

EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the Assessment Guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 collect information from and inform customers, in 
ways appropriate to their needs  

 demonstrate appropriate techniques to confirm 
customer understanding of directions for product 
use  

 follow pharmacy protocols and procedures for 
identifying and acting on triggers for referral to a 
pharmacist  

 apply knowledge of menôs and womenôs sexual 
health conditions when supplying related medicines, 
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EVIDENCE GUIDE 
aids and equipment 

 follow pharmacy protocols and procedures relating 
to conditions of supply when selling sexual health 
medicines and products. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated across a range of customers over 
sufficient time to include handling of a range of 
contingencies 

 demonstrated in a real or simulated pharmacy 
workplace environment which may include 
customer interruptions and involvement in other 
related activities normally expected in the 
pharmacy. 

Assessment must ensure access to: 

 a range of real or simulated customers with different 
requirements 

 a range of sexual health medicines, products, aids 
and equipment  

 pharmacy protocols and procedures 

 relevant documentation, such as: 

Ǝ menôs and womenôs health-care product 
information 

Ǝ self-care and lifestyle advice. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 observation of the candidate in the workplace: 

Ǝ applying pharmacy protocols and procedures 

Ǝ seeking information to establish customer 
requirements 

Ǝ recommending and selling sexual health 
medicines, aids and equipment to a range of 
customers 

Ǝ acting on situations or requests that indicate the 
need to refer customers to a pharmacist or a 
more senior colleague 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 role plays to confirm communication skills to meet 
diverse customer requirements 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended, for example: 

 SIRXSLS201 Sell products and services. 

 
 
  



339 
 

SIPCQUA401 Coordinate a pharmacy quality system 

Modification history N 
New unit 

Unit descriptor This unit describes the performance outcomes, skills and 
knowledge required to coordinate a pharmacyôs quality system and 
procedures. It includes using strategies to actively encourage the 
team to participate in the quality process, monitoring and reviewing 
performance, and identifying opportunities for further 
improvements. 
 
No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement. 

Employability skills This unit contains employability skills. 

Prerequisite units  

  

Application of the unit This unit applies to pharmacy assistants or dispensary assistants 
responsible for coordinating pharmacy quality and continuous 
improvement processes and for preparing quality audits.  
 
At this level, work will normally be carried out within routine and 
non-routine methods and procedures, which require planning and 
evaluation, as well as leadership and guidance of others in a 
pharmacy team led by a pharmacist. 

Competency field Quality  

Unit sector Community Pharmacy 
 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

ELEMENT PERFORMANCE CRITERIA 
Elements describe the essential 
outcomes of a unit of 
competency. 

Performance criteria describe the performance needed to demonstrate 
achievement of the element. Where bold italicised text is used, further information 
is detailed in the required skills and knowledge section and the range statement. 
Assessment of performance is to be consistent with the evidence guide. 

1. Coordinate continuous 
improvement systems 
and processes. 

1.1. Ensure required quality system procedures and templates 
are established. 

1.2. Promote a customer focus within the pharmacy. 
1.3. Implement pharmacy systems to engage staff in the 

quality procedures. 
1.4. Encourage and support individual and team participation in 

decision-making processes. 
1.5. Communicate continuous improvement processes to 

individuals and teams. 
1.6. Arrange mentoring and coaching to support continuous 

improvement processes. 

2. Monitor and review 
performance. 

2.1. Monitor and review progress against quality standards 
and identify ways in which procedures and operations 
could be improved. 

2.2. Report all matters relating to the operations manual to the 
pharmacy owner or manager.  

2.3. Ensure regular reviews of the operations manual are 
undertaken and maintain records of reviews. 

2.4. Prepare documentation for cyclical external quality audits. 
2.5. Coordinate remedial actions where required in response to 

external audits. 
2.6. Modify the operations manual when approved. 
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ELEMENT PERFORMANCE CRITERIA 
3. Provide opportunities 

for further 
improvement. 

3.1. Implement systems to ensure team members are informed 
of required quality procedures and service improvements.  

3.2. Document work performance to assist in identifying further 
opportunities for improvement. 

3.3. Manage records, reports and recommendations for 
improvement within the pharmacyôs systems and 
processes. 
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REQUIRED SKILLS AND KNOWLEDGE 
This section describes the skills and knowledge required for this unit. 

Required skills 

 communication skills to: 

Ǝ coach and mentor team members 

Ǝ gain the commitment of individuals and teams to continuous improvement  

Ǝ liaise with the owner or manager on the administration and improvement of the system 

Ǝ communicate with external quality auditors 

 planning and organising skills to design better ways of working 

 learning skills to maintain currency on quality system requirements 

 literacy skills to: 

Ǝ document pharmacy quality procedures  

Ǝ maintain operations manual 

Ǝ record performance against quality benchmarks 

 technology skills to access systems required by the role 
 

Required knowledge 

 location and status of pharmacy procedures that respond to pharmacy quality standards 

 own role boundaries and reporting requirements  

 principles and techniques associated with continuous improvement systems and processes 

 pharmacy process for authorising changes to the operations manual 

 process for organising, preparing for and responding to an external quality audit 

 quality system record-keeping procedures 
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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 italicised wording, if used in the performance criteria, is detailed below. 
Essential operating conditions that may be present with training and assessment (depending on the work situation, 
needs of the candidate, accessibility of the item, and local industry and regional contexts) may also be included. 

Systems may include:  email and other communication devices 

 newsletters and bulletins 

 pharmacy policies and procedures 

 staff reward mechanisms 

 team meetings 

 web-based communication devices. 

Continuous improvement 
processes may include: 

 cyclical internal audits and reviews 

 application of procedures 

 workplace, team and individual performance 

 evaluations and monitoring of effectiveness 

 implementation of quality systems, such as the 
Quality Care Pharmacy Program (QCPP) 

 external audits 

 modifications and improvements to systems, 
processes, services and products 

 policies and procedures that allow the pharmacy to 
systematically review and improve the quality of its 
products, services and procedures 

 seeking and considering feedback from a range of 
stakeholders. 

Mentoring and coaching may 
include: 

 providing assistance with problem solving 

 providing feedback, support and encouragement 

 teaching another member of the team, usually 
focusing on a specific work task or skill. 

Quality standards may include:  compliance with legal and professional standards  

 supply of medicines, medical devices and poisons 

 delivery of health programs and services 

 advertising and promotions 

 pharmacy premises and equipment 

 operating an effective and profitable business 

 complying with and improving the quality program 

 requirements for pharmacy stock and services 

 ordering, receiving, pricing and storing stock 

 hiring equipment 

 customer service 

 employing staff 

 inducting staff 

 managing staff  

 ongoing staff training 

 dismissals and resignations 

 maintaining safety and security 

 information technology. 
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EVIDENCE GUIDE 
The evidence guide provides advice on assessment and must be read in conjunction with the performance criteria, 
required skills and knowledge, range statement and the assessment guidelines for the Training Package. 

Overview of assessment  

Critical aspects for assessment 
and evidence required to 
demonstrate competency in this 
unit 

Evidence of the ability to: 

 apply knowledge of key pharmacy quality 
procedures to encourage continuous improvement 

 take active steps to implement, monitor and adjust 
plans, processes and procedures to improve 
performance 

 support others to document and implement 
continuous improvement systems and processes, 
and to identify and report opportunities for further 
improvement 

 coordinate the process for organising, preparing for 
and responding to an external quality audit. 

Context of and specific 
resources for assessment 

Assessment must ensure that competency is: 

 observed by the assessor or the technical expert 
working in partnership with the assessor as 
described in the assessment guidelines 

 demonstrated over sufficient time to include 
handling of a range of contingencies 

 demonstrated in a real or simulated pharmacy 
environment, which may include customer 
interruptions and involvement in other related 
activities normally expected in the pharmacy. 

Assessment must ensure access to: 

 an externally audited pharmacy quality program  

 an operations manual, including pharmacy 
protocols and procedures 

 information on range of merchandise or services 

 community pharmacy codes of practice, standards 
and guidelines. 

Method of assessment A range of assessment methods should be used to 
assess practical skills and knowledge. The following 
examples are appropriate for this unit: 

 assessment of written reports 

 observation of presentations 

 written or oral questions appropriate to the 
language and literacy level of the learner to test 
relevant underpinning knowledge  

 review of how the pharmacyôs continuous 
improvement processes were communicated to 
individuals and teams 

 review of documentation of work performance 

 review of portfolios of evidence and third-party 
workplace reports of on-the-job performance by the 
candidate. 

Guidance information for 
assessment 

Holistic assessment with other units relevant to the 
industry sector, workplace and job role is 
recommended. 
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Appendix:  Suggested AQF packaging of Community Pharmacy 
units of competency 

Although individual units of competency are not aligned to the AQF, the following table provides 
advice on the appropriate packaging of Community Pharmacy units of competency in AQF 
qualifications from other Training Packages. 

Where no AQF qualification is identified for a given unit, the unit is not suitable for importing into 
another Training Package. 

In the table below, the symbols represent Certificate II, Certificate III, Certificate IV and Diploma 
ï respectively: 

II III IV Dip 

 

Unit Suggested AQF packaging 

  II III IV Dip 

Community Pharmacy Management 

SIPCCPM501  Lead and develop pharmacy teams    V 

SIPCCPM502  
Manage pharmacy sales and service 
delivery 

   
V 

SIPCCPM503  Manage pharmacy premises and equipment    
V 

SIPCCPM504  
Investigate new front of pharmacy products 
and services 

   
V 

Dispensary 

SIPCDIS301  
Accept prescriptions and return dispensed 
medicines to customers 

 
V 

  

SIPCDIS302  
Deliver medicines to customers outside the 
pharmacy 

 
V 

  

SIPCDIS303  Assist in dispensing prescriptions  
V V 

 

SIPCDIS404  Assist in dispensary stock control   
V 

 

SIPCDIS405  Assist in dispensary administration   
V 

 

SIPCDIS406  Assist in preparing dose administration aids   
V 

 

SIPCDIS407  
Assist in preparing extemporaneous 
prescriptions 

  
V 

 

SIPCDIS408  
Coordinate service to patients in residential 
care settings 

  
V 

 

Health Care Support 

SIPCHCS201  
Support the supply of Pharmacy Medicines 
and Pharmacist Only Medicines 

V V   

SIPCHCS302  
Assist in managing Pharmacy Medicines and 
Pharmacist Only Medicines 

 V V  
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Unit Suggested AQF packaging 

  II III IV Dip 

SIPCHCS303  Advise on asthma management   V V  

SIPCHCS304  Advise on smoking cessation  V V  

SIPCHCS305  Advise on continence management  V V  

SIPCHCS306  Advise on complementary medicines  V V  

SIPCHCS407  
Test blood pressure and advise on self 
monitoring 

  V  

SIPCHCS408  
Test blood glucose  and advise on 
equipment and services for diabetes 
management 

  V  

SIPCHCS409  
Advise on diet, nutrition and weight 
management products and services 

  V  

SIPCHCS410  
Advise on pregnancy and maternal health 
related products and services 

  V  

SIPCHCS411  
Advise on wound care products and self-
care 

  V  

SIPCHCS412  
Provide Australian  Needle and Syringe 
Program services 

  V  

SIPCHCS413  
Supply and hire aids and equipment to 
support home health care 

  V  

SIPCHCS414  
Support the management of obstructive 
sleep apnoea 

  V  

SIPCHCS415  
Coordinate pharmacy health promotions and 
home medicine reviews 

  V  

Industry 

SIPCIND201  
Operate in a community pharmacy 
framework 

V    

SIPCIND202  Plan a career in community pharmacy V    

Merchandising 

SIPCMER401  
Market and promote a pharmacy products 
and services area 

  V  

Pharmacy Product Knowledge  

SIPCPPK201  
Assist customers seeking commonly 
requested vitamins, minerals and 
supplements 

V V   

SIPCPPK202  
Assist customers seeking eye and ear 
products 

V V   

SIPCPPK203  
Assist customers seeking first aid and 
wound care products 

V V   
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Unit Suggested AQF packaging 

  II III IV Dip 

SIPCPPK204  Assist customers seeking oral care products V V   

SIPCPPK205  
Assist customers seeking to relieve cough 
and cold symptoms 

V V   

SIPCPPK206  
Assist customers seeking to relieve skin and 
fungal conditions 

V V   

SIPCPPK207  Supply medical devices V    

SIPCPPK308  
Assist customers seeking relief from gastro-
intestinal conditions 

 V   

SIPCPPK309  
Assist customers seeking to relieve common 
allergic symptom reactions 

 V   

SIPCPPK310  
Assist customers seeking analgesic and 
anti-inflammatory products 

 V   

SIPCPPK311  
Assist customers seeking baby or infant care 
medicines and products 

 V   

SIPCPPK312  
Assist customers seeking sexual health 
medicines and products 

 V   

Quality 

SIPCQUA401  Coordinate a pharmacy quality system   V  
 


