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Introduction

We are a Registered Training Provider and meet administrative, delivery, staffing, facility, marketing, financial, quality assurance and assessment standards agreed to by Federal, State and Territory Governments in Australia. The State Government registering authority monitors and subjects us to regular external audit to verify adherence to these standards.

Qualifications

We offer the following accredited and nationally recognised qualifications

· Certificate II & III Retail Operations
· Certificate II & III Hospitality Operations
· Certificate II, III & IV Customer Contact
· Certificate II & III Asset Maintenance
· Certificate II Community Services Support Work & Certificate III Aged Care
See individual course brochures for more information on content and vocational outcomes.

Application processes and selection criteria

Selection for enrolment in the our courses will be approved for applicants who meet the qualification selection criteria which is detailed in individual course brochures

In line with Government policy students with intellectual and physical disabilities are encouraged to participate in training.

Fees and costs involved in undertaking training

Fees are invoiced according the fee schedule provided to you prior to enrolment

Fee refund policy

Fee refund arrangements are outlined in the Agreement and Contract which students are required to complete prior to enrolment

Qualifications to be issued

Students completing all assessment requirements for a qualification will be awarded a certificate corresponding to the completed course. Students completing assessment requirements for part of a qualification will be awarded a Statement of Attainment indicating which modules or units of competency they have completed.

Competencies to be achieved during training

Competencies to be achieved during training are detailed in individual course brochures.

Assessment procedures

In general terms assessment during training will involve

· Oral responses to questions

· Observation of performance in the workplace or in computer laboratories

· Portfolio of evidence

· Written response to questions, assignments and case studies

· Students will be given advance warning of the time and form of any assessment and will not be expected to sit an assessment they have not prepared for. 

· Students will be given an opportunity for at least one reassessment for any competencies not achieved on the first attempt.

Language, literacy and numeracy

Language, literacy and numeracy expectations are based on the National Reporting System established by the Australian National Training Authority and the Federal Government.

Certificate I and II level qualifications
The learner’s language, literacy and numeracy levels are expected to be equivalent to Level 2

Certificate II, IV and Diploma level qualifications
The learner’s language, literacy and numeracy levels are expected to be equivalent to Level 3 of the National Reporting System.

More details about language, literacy and numeracy requirements are contained in the individual course brochures

Recognition of prior learning

Students who believe they already have some of the competencies in the course may apply for Recognition of Prior Learning (RPL. Application may only be made after enrolment and payment of fees and must be made using the Application Form that will be provided during orientation.

Credit transfer

Students who have completed units from their course at other institutions will be given recognition on presentation of a verified transcript, Award or Statement of Attainment.

Dispute resolution procedure and code of behaviour

We have a dispute resolution procedure to provide students with a fair and equitable process for resolving any disputes or complaints they may have. Written copies of the procedure are included in the student handbook.

Students are required to follow the Code of Behaviour at all times. Failure to follow the Code of Conduct may involve the imposing of sanctions including removal from the course. The Code of Behaviour is included in the student handbook.

Student support services.

Students requiring assistance with their training should contact their trainer in the first instance or else contact the Training Manager

Relevant legislation

A range of legislation is applicable to all staff and students. Information on relevant legislation can be found at the following websites.

OH&S
http://www.business.channel.vic.gov.au 

EO
http://www.eoc.vic.gov.au/
VET
http://www.otte.vic.gov.au/
WorkCover
http://www.workcover.vic.gov.au
Privacy
http://www.privacy.gov.au/
It is the responsibility of all staff to ensure the requirements of relevant legislation are met at all times. Use the web sites indicated, or contact the training manager if you require further information. 

Access and equity policy

Our Code of Practice includes an access and equity policy. This document is available on request. It is the responsibility of all staff to ensure the requirements of the access and equity policy are met at all times.

Privacy

Personal information is collected solely for the purpose of operating as a Registered Training Organisation under the Australian Quality Training Framework administered by the Victorian Government who are the registering authority The requirements of the registering authority may require the release of your personal information for the purposes of audit or for collection of data by Commonwealth and State Government departments and agencies. It is a requirement of the Australian Qualifications Framework that students can access personal information held by the college and may request corrections to information that is incorrect or out of date. Please apply to the Training Manager if you wish to view your own records.

Pathways

Registered Training Organisations and TAFE Colleges must recognise the qualifications and statements of attainment issued by any other Registered Training organisation. This means that you may be eligible for credit towards courses conducted by other Registered Training Organisations and TAFE Colleges based on what you achieve with RTO Legal Name.

Code of practice

This Code of Practice requires Growth Training to implement policies and management practices that maintain high professional standards in the delivery of education and training services and which safeguard the educational interests and welfare of staff and students.

Administration and management

Growth Training will meet the following minimum administrative and management standards.

· Ensure a person or persons with relevant qualifications and experience will undertake responsibility for the management and coordination of training delivery, assessment, verification, staff selection and professional development of the Registered Training Organisation.

· Maintain adequate and appropriate insurance including public liability, and WorkCover.

· Advise the Registering Authority in writing within 10 working days of any change to the information contained in its Registration/Endorsement Application.
· Allow the Registering Authority or its agent’s access to training records, delivery locations and staff for the purpose of auditing performance or verifying compliance with the Conditions of Registration/Endorsement.

· Pay the Registering Authority all registration fees within 30 days of these fees being due and payable to maintain currency of registration.

· Maintain systems for recording student enrolments, attendance, completion, assessment outcomes (including Recognition of Prior Learning), results, qualifications issued, grievances and the archiving of records.

· Treat all personal records of clients with the strictest confidentiality.

· Provide for staff and students to be able to access their own records.

Course delivery

Growth Training will
· Provide, prior to course commencement, an orientation program containing information about the course curriculum, program of study and availability of learning resources.

· Ensure that a current copy of the accredited course curriculum is available to staff and students.

· Ensure that training and assessment occur in accordance with the requirements of the accredited course.

· Ensure that National guidelines are followed when customising courses to meet the needs of particular clients.

· Obtain written permission from course copyright owners prior to course delivery to use and, if required, customise courses.

· Ensure that all courses in the Scope of Registration remain accredited.

Staff

Trainers and Assessors of The Registered Training Organisation will have:

· Demonstrated competencies at least to the level of those being delivered

· For Trainers demonstrated achievement of at least Certificate IV in Assessment and Workplace Training Competency Standards or their equivalent

· For Assessors demonstrated achievement of at least the three assessor competencies from the Certificate IV in Assessment and Workplace Training Competency Standards or their equivalent

· Industrial experience that is current and relevant to the particular courses or modules that they are involved in delivering.

Training environment

Growth Training will meet the following minimum training environment standards.
· Comply with all laws relevant to the operation of training premises including occupational health and safety, equal opportunity, anti harassment, privacy and fire safety regulations.

· Ensure that training premises are of adequate size and have adequate heating, cooling, lighting and ventilation.

· Ensure that training facilities, equipment and other resource materials are adequate for the Scope of Registration and are maintained in good order and repair.

Awards and Statements of Attainment

Awards and Statements of Attainment will be issued to students who satisfactorily complete courses or units within the Scope of Registration in the form of certificates containing the following information:

· name and registered number of the provider as shown on the Certificate of Registration;

· name of the person receiving the qualification;

· name of the course or units as shown on the Scope of Registration;

· a certificate number

· the Nationally Recognised Training Logo

· the appropriate Australian Qualifications Framework statement

· identification of the recognition authority

· date issued; and

· authorised signatory of the Registered Training Organisation

The Registered Training Organisation will identify units of competency achieved on any certification issued in relation to courses based on national competency standards.

The Registered Training Organisation will accept and mutually recognise the qualifications and Statements of Attainment awarded by any other registered training organisation.

Marketing and recruitment

Growth Training will

· Market courses within the Scope of Registration with integrity, accuracy and professionalism, avoiding vague and ambiguous statements.  No false or misleading comparisons are to be drawn with any other provider or course.

· Not state or imply that courses other than those within the Scope of Registration are recognised by the registering authority.

· Recruit students at all times in an ethical and responsible manner consistent with the requirements of courses.

· Ensure that application and selection processes are explicit and defensible and equity and access principles are observed.

Student information

Growth Training will advise prospective students of.

· its Scope of Registration;

· application processes and selection criteria;

· fees and costs involved in undertaking training;

· fee refund policy (commercial providers only);

· qualifications to be issued on completion or partial completion of courses;

· competencies to be achieved during training;

· assessment procedures including recognition of prior learning;

· literacy and numeracy requirements

· grievance procedure;

· staff responsibilities

· facilities and equipment; and

· student support services.

Access and Equity Operating Principles

Growth Training 

· Aims to ensure that access to employment and training is available, regardless of gender, socioeconomic background, disability, ethnic origin, age or race.

· Training services are delivered in a non-discriminatory, open and respectful manner.

· Staff are appropriately skilled in access and equity issues, including cultural awareness and sensitivity to the requirements of clients with special needs.

· Facilities are updated to provide reasonable access to clients of all levels of mobility, and physical and intellectual capacity.

· Conduct client selection for training opportunities in a manner that includes and reflects the diverse client population.

· Actively encourages the participation of clients from traditionally disadvantaged groups and specifically offers assistance to those most disadvantaged.

· Provides culturally inclusive language, literacy and numeracy advice and assistance that assists clients in meeting personal training goals.

· Is accountable for its performance in adhering to the principles of this policy, and welcomes feedback as part of its quality improvement system.

· Staff and students are required to comply with access and equity requirements at all times. 

If you have any suggestions as to how we can improve our performance with respect to access and equity, or if you would like further information on anything included in this policy, please contact the Training Manager.

Code of behaviour
The Code of Behaviour requires the following rights to be respected and adhered to at all times by students.

· The right to be treated with respect from others, to be treated fairly and without discrimination, regardless of religious, cultural, racial and sexual differences, age, disability or socio-economic status 

· The right to be free from all forms of intimidation 

· The right to work in a safe, clean, orderly and cooperative environment 

· The right to have personal property (including computer files and student work) and the Registered Training Organisation property protected from damage or other misuse 

· The right to have any disputes settled in a fair and rational manner (this is accomplished by the Grievance Procedure)

· The right to work and learn in a supportive environment without interference from others 

· The right to express and share ideas and to ask questions

· The right to be treated with politeness and courteously at all times

For non-compliance with the Code of Conduct the following three-step procedure for discipline will be followed:

· A member of the Registered Training Organisation staff will contact students in the first instance to discuss the issue or behaviour & to determine how the issue might be rectified. This meeting and its outcomes will be documented, signed by all parties and included on the student’s personal file. (Step 1)

· Where the issue or behaviour continues, students will be invited for a personal interview with the Training Manager to discuss this issue further. This meeting and its outcomes will be documented, signed by all parties and included on the student’s personal file. (Step 2)

· Should the issue or behaviour continue, the student will be provided with a final warning in writing & a time frame in which to rectify the issue. A copy of this letter will be included on the student’s personal file. (Step 3)

· After the three steps in the discipline procedure have been followed, should the issue or behaviour still continue, training services will be withdrawn and the student will be notified in writing that their enrolment has been terminated.

· At any stage of this procedure students are able to access the Grievance Procedure to settle any disputes that may arise.

Assessment policy

What is competency?

Competency involves the specification of skills and knowledge and their application to a particular standard of performance required in the workplace. Aspects of work performance included in this concept involve:

· Performance at an acceptable level of technical skill;

· Organising one's tasks;

· Responding and reacting appropriately when things go wrong; and

· Transferring skills and knowledge to new situations and contexts.

Standards are statements of the required workplace levels of performance.

Assessment

Assessment is the process of collecting evidence and making judgements on the extent and nature of performance and other requirements, as described in a set of standards, or learning outcomes, resulting in a judgement of whether or not competency has been demonstrated.

Effective and objective assessment is key to the successful implementation of competency standards in the workplace and in education. This is the judgement of performance and knowledge against the relevant industry competency standards.

Assessment is carried out by the comparison of a candidate's evidence of skills and knowledge, against the requirements of the Standards.

Underlying principles of assessment

For an effective assessment system in a competency environment, some basic principles must apply:

Validity
The assessments actually assess what they claim to assess and what they have been designed to assess.

Validity of assessment is achieved when:

· Assessors are fully aware of what is to be assessed, as indicated by the standards of competence, including clearly defined performance criteria

· Appropriate evidence is collected from activities that can be clearly related to the units of competency.

Authenticity
· The evidence collected is authentic ‑ that is, it is actually derived from valid sources and is directly attributable to the individual.

Reliability
Reliable assessment uses methods and procedures that ensure that the competency standards are interpreted and applied consistently from person to person and from context to context.

The following are important to ensure that assessment produces consistent outcomes:

· Clear, unambiguous, well‑documented assessment procedures and competency standards;

· Clear, consistent and specific assessment criteria;

· Effectively trained, briefed and monitored assessors;

· Adequate assessors across industries and a hierarchy of assessment which ensures a quality outcome; and

· Assessment is carried out within a system flexible enough to cope with multiple and diverse forms of evidence.

Consistency
The assessment system must ensure that evidence collected and provided for judgement is consistent across the range, without undue reliance on any small number of select workplace contexts or projects.

Currency
Under an effective system, assessment evaluates whether or not the individual's skills and knowledge are current and can be applied in today's workplace. As a general rule, competencies that have not been demonstrated within the past 3 years are not usually accepted as "current". However, an assessor, under some circumstances may make exceptions to the specified period.

There may be specific situations where individual skills have not been directly applied for a longer period, but these skills are in fact still current for the individual. In cases such as this, evidence from earlier periods may be admissible, and assessed for currency, within an appropriately flexible assessment system.

Sufficiency
Evidence of competency should be sufficient to cover all the elements, performance criteria and required range of variables in the standards against which assessment is to be carried out.

A tendency of many candidates is to provide more (or less) evidence than is actually required to prove competency against the standards. An effective assessment system ensures that candidates are clearly advised regarding the amount and form of evidence, which is sufficient to prove competency. This should avoid the situation where masses of evidence are provided, requiring assessors to spend more time than necessary per candidate, or too little evidence, making it difficult to judge competence.

Flexibility
Every portfolio or set of candidate evidence is unique. Each candidate will identify and develop his or her own specific set of evidence to prove competency against the standards. This set will be based on the workplace experience of the candidate and will comprise diverse types and forms of relevant and appropriate evidence.

Assessors must be capable of taking a flexible approach to the assessment of evidence. Clearly, this approach must always take time and cost into account ‑ both to ensure the best use of assessor time and from the viewpoint of the candidate and his or her employer.

An assessment system must evaluate the scope of knowledge and skills covered by the criteria ‑ both performance (skill) and underpinning knowledge & understanding.

Fairness and Equity
An assessment system and its processes must not disadvantage any person or organisation. All eligible candidates must be guaranteed access to assessment, which does not discriminate on any basis. Assessment guidelines must include an approach for working with candidates who have special needs.

To achieve these principles, the assessment system must exhibit the following characteristics:

· The standards, assessment processes and all associated information are straight forward and understandable;

· The characteristics of potential candidates are identified, to enable all potential assessment issues to be identified and catered for;

· The chosen processes and materials within the system of assessment do not disadvantage candidates;

· An appropriate and effective review and dispute resolution mechanism is in place to investigate, examine and redress any issue of unfairness or disadvantage identified, involving access, assessment, certification or any other related issue; and

· Where potential disadvantages are identified, the system is amended to avoid or counter them, or appropriate steps taken to overcome them including reassessment if required.

Assessors

The role of an assessor is to objectively assess and judge a candidate's evidence against a set of standards. In order to do this effectively, an assessor must have a sound knowledge of, and be skilled in, the relevant industry area. In addition, the assessor must have acknowledged competency in assessment itself and hold an appropriate Workplace Assessor qualification or equivalent.

An assessor must:

· Interpret and understand the criteria;

· Ensure that evidence meets the standards;

· Ensure that evidence is valid, authentic, reliable, consistent, current and sufficient; and

· Use expertise to make fair and objective judgements.

The training and ongoing professional development of assessors must include such areas as:

· Roles, responsibilities and ethics;

· Procedural and administrative duties;

· Performance and knowledge evidence gathering and presentation;

· Interpretation and usage of standards;

· Selecting and using appropriate methods of assessment; and

· Requirements regarding processing and recording of results, progress and feedback.

It is crucial that assessors always understand and practise fair, objective, unbiased and flexible assessment processes. 

Forms of Evidence

In general, basic forms of skills evidence include:

· Direct performance evidence ‑ current or from an acceptable past period ‑ from:

· extracted examples within the workplace;

· natural observation in the workplace; and

· simulations, including competency and skills tests, projects, assignments 

· Supplementary evidence, from:

· oral and written questioning;

· personal reports; and

· Witness testimony.

Appropriate and valid forms of assessment utilised for both skills and knowledge may include:

· Evaluation of direct products of work;

· Natural observation;

· Skill tests, simulations and projects;

· Evaluation of underpinning knowledge and understanding;

· Questioning and discussion; and

· Evidence from prior achievement and activity.

Candidates with Special Needs

One fundamental principle of an assessment system is that each candidate must have access to fair and open assessment. Candidates with special needs should be offered the same opportunities as any other candidate.

As special needs extend to more than identify physical or learning difficulties, an assessor will also need to consider the best approach when dealing with candidates with needs such as low literacy, lack of confidence or non‑English speaking background.

An assessor must take special needs into consideration from the planning stage onwards and adopt particular assessment methods as appropriate. Depending on any specification given in the standards, the assessor may be able to accept alternative evidence from a candidate with special needs.

If there is uncertainty, the assessor should call on other assessors or a verifier for assistance and guidance, as required. In such a case, the situation must be fully documented, with appropriate feedback being provided to the candidate at all stages.

Feedback

Where students are assessed as not competent they will be provided with additional feedback on their assessment outcome to assist in achieving the required performance standard on reassessment.

Reassessment

Students who are dissatisfied with their assessment outcome may apply for reassessment by contacting their trainer or assessor.

Equal opportunity

(The following information is extracted from the Equal Opportunity Commission’s website. All services referred to may be available from the Equal Opportunity Commission. Information is subject to change. Please contact the Equal Opportunity Commission for the most current information.)

A fair go is your right. It doesn’t matter how old you are or whether you were born in Australia or overseas, the Equal Opportunity Act 1995 (Vic) and federal anti-discrimination laws protect this right.

In Victoria it is against the law for someone to treat you unfairly (discriminate) or harass (hassle or pick on) because of your actual or assumed:

· Age

· Breastfeeding

· Carer status

· Disability/impairment

· Gender identity

· Industrial activity

· Lawful sexual activity 

· Marital status

· Physical features

· Political belief of activity

· Pregnancy 

· Race

· Religious belief of activity 

· Sex

· Sexual orientation

· Personal association wit who has, or is assumed to have, one of these personal characteristics

It is also against the law for someone to sexually harass you.

If you make a complaint (or help someone else make a complaint), it is against the law for someone to hassle or victimise you because you have done so.

It is also against the law to authorize or assist another person to discriminate or harass someone.

Discrimination

Discrimination is unfair treatment based on a personal characteristic protected by the law. It can be direct or indirect.

Direct discrimination: when treating people differently is unfair.

Direct discrimination happens when a person treats someone who has one of the personal characteristics protected by the law less favourably than someone who doesn’t have that personal characteristic.

For example, a bakery only hires young women and refuses to give a qualified male applicant a job simply because he is a man. 

Even if the behaviour is unintentional, or the person responsible doesn’t believe the treatment is less favourable, it will still be discrimination.

Indirect discrimination: when treating everybody the same is unfair

In some cases, treating everybody the same way will be unfair. This is known as indirect discrimination. Under the law it means setting a requirement which:

· Someone with a particular personal characteristic protected by law can’t satisfy.

· A higher proportion of people without that characteristic or with different characteristics can satisfy; and

· The requirement is not reasonable in all the relevant circumstances.

For example, requiring all workers on a car assembly line to speak and write fluent English makes it harder for people from non-English speaking backgrounds to work in the factory. The work doesn’t require fluent spoken and written English so the requirement isn’t reasonable.

Sexual harassment 

Sexual harassment is behaviour of a sexual that is unwelcome, unasked for and unreturned. If a reasonable person would have foreseen that the behaviour would offend, humiliate (put down) or intimidate (threaten or scare) the other person, then the law says it will be sexual harassment.

Sexual harassment can include:

· Asking for sex

· Unwelcome comments about a person’s sex l life or physical appearance

· Suggestive behaviour such as leering and ogling

· Unnecessary physical contact such as brushing up against a person

· Sexually offensive comments, anecdotes or jokes

· Displaying sexually offensive visuals (such as photos, pin ups or calendars) reading matter or objects.

· Sexual propositions or continued requests for dates

· Physical contact such as touching or fondling

· Indecent assault or rape (also serious crime)

Sexual harassment can be physical, verbal or written. It can include words, statements or visuals that are transmitted by paper, phone, fax, e-mail, office intranets, videoconference or any other means of communication.

Equal opportunity in employment 

Under Victoria’s Equal Opportunity Act, it is against the law to treat someone unfairly or harass (hassle) them in employment. This includes sexual harassment.

What does employment cover?

The law covers job applications, employees, co-workers, managers, supervisors, and contract workers .It applies when deciding who to hire, how to treat employees and which employees to dismiss, retire or make redundant. It covers industrial organisations, partnerships and professional qualifying bodies. The law doesn’t apply to volunteers or other unpaid workers.

An employer may be legally liable for an employee’s acts of discrimination or harassment unless it can show that it took reasonable precautions to prevent discrimination.

How can discrimination in employment happen?

If it is based on a personal characteristics protected by law, discrimination may include:

· Advertisements

· Interview questions

· Refusing to employ someone

· Setting unfair terms of employment

· Denying access to a training program

· Refusing or limiting access to opportunities for promotion, transfer or other employment benefits
· Dismissal or other termination of employment
Equal opportunity in education

Under Victoria’s Equal Opportunity Act, it is against the law to treat someone unfairly or harass (hassle) them in education. This includes sexual harassment.

How is education covered?

Education covers schools, colleges, universities, or other institutions where training or education is provided. It also covers people or bodies that run educational institutions.

How can discrimination in education happen?

If it is based on a personal characteristic protected by law, unlawful discrimination may happen when:

· Deciding who will be admitted as a student

· Refusing to accept a student’s application

· Denying or limiting access to benefits

· Expelling a student 

· Any other unfair treatment based on a characteristic protected by law.

When are discrimination and harassment against the law? 

Discrimination and harassment are against the law in:

· Accommodation

· Clubs

· Education

· Employment

· Goods and services

· Selling and transferring land

· Sport

Your responsibilities 

Everyone has the right to a fair go. In Victoria, the Equal Opportunity Act 1995 makes it unlawful to treat someone unfairly (discriminate) or harass (pick on or hassle) them because of 17 personal characteristics, including age, sex, sexual orientation, disability/impairment, race, or religious belief, to name just a few. This protection covers:

· Employment

· Accommodation 

· Education

· Clubs

· Provision of goods and services 

· Sport

It is also against the law to discriminate when selling or transferring land.

What are my responsibilities?

Along with this right comes the responsibility to give everyone else a fair go. This means treating others fairly regardless of their race, age, or other personal characteristics protected by law. Particular responsibilities apply to employers, real estate agents and providers of goods and services, who may be responsible not only for their own actions, but for those of employees More information is provided in our guidelines for employers and information for real estate agents.

Are there any exceptions?

There are some commonsense exceptions that apply to each of the areas of life covered above. There are also exemptions from the Act’s provisions.

Where can I get help? 

The Equal Opportunity Commission’s advice lines offer free, impartial and confidential advice. The advice line is open Monday, Tuesday, Thursday and Friday from 10.00am -2.00pm, and Wednesday from 10.00am-2.00pm only. Tel: (03) 9281 7100 or toll-free 1800 134 142 TTY: (03) 9281 7110 

The Equal Opportunity Commission also offers workplace education programs for employers and consultancy services to help Victorians meet their legal responsibilities. Fees apply to education and consultancy services

How do you make a complaint?

You have the right to a fair go. If you gave been treated unfairly or harassed (hassled or picked on) in Victoria, you can make a complaint to us at the Equal Opportunity Commission if:

· the unfair treatment is based on one of the characteristics protected by law; and 

· It happened in one of the areas of public life protected by the law.

At the Equal Opportunity Commission we accept complaints made under the Victorian Equal Opportunity Act as well as complaints made under federal anti-discrimination laws. Complaints should be in writing where possible.

Free, fair and confidential complaint handling 

The Equal Opportunity Commission advice and complaint serviced are confidential and free of charge. Our staffs do not take sides or act on anyone’s behalf. They treat everyone involved in a complaint as fairly as possible.

The Equal Opportunity Commission try to keep their enquiry and complaint handling processes simple and informal. You don’t need to bring a lawyer with you to meetings with Equal Opportunity Commission staff. However, you are generally welcome to have any appropriate support you feel is necessary, including a lawyer.

It is against the law for someone to hassle or pick on you because you have made a complaint or intend to make a complaint or because you help or intend to help someone else make a complaint. This is known as victimisation.  

Steps in the complaint resolution process

If you made a complaint you will go through some, if not all, of these steps:

· getting information and advice

· making a complaint

· investigation of your complaint

· complaint is referred to conciliation

· you attend a meeting to resolve the complaint (conciliation)

· hearing at the Victorian Civil and Administrative Tribunal (Anti-Discrimination List)

Is there another organisation that can help?

Not all unfair treatment is protected by equal opportunity law. If we can’t help you we may be able to give you contact details for another organisation that can help you.

Do you need an interpreter?

If you need a language interpreter, we can provide one at no cost to you.

Would you prefer to speak to Aboriginal staff?

Aboriginal staff are available on request.

Privacy

Personal information is collected solely for the purpose of operating as a Registered Training Organisation under the Australian Quality Training Framework administered by the Victorian Government who are the registering authority The requirements of the registering authority may require the release of your personal information for the purposes of audit or for collection of data by Commonwealth and State Government departments and agencies. It is a requirement of the Australian Qualifications Framework that students can access personal information held by the college and may request corrections to information that is incorrect or out of date. Please apply to the Training Manager if you wish to view your own records.

Information privacy principles

The following information privacy principals are followed by this organisation.

Collection of information

We collect only personal information that is necessary for our organisation to meets its professional and legal obligations. We advise individuals that they can gain access to personal information.

Use and disclosure of information

We use and disclose personal information only for the primary purpose for which it was collected or a secondary purpose the person would reasonably expect. Use for secondary purposes will have the consent of the person.

Data quality

We audit and review data to make sure personal information is accurate, complete and up to date.

Information security 

We take reasonable steps to protect personal information from misuse, loss, unauthorised access, modification or disclosure.

Openness

Our documents clearly expressed policies on management of personal information, and provide the policies to anyone who asks.

Access and correction of information

Individuals have a right to seek access to their personal information and make corrections. The Training Manager will handle access to files and correction to incorrect or out-of-date information.

Trans-border data flows 

Personal information is not transferred outside Victoria.

Procedures

Student discipline

1.0 Purpose 

1.0 The purpose of this procedure is to outline the system used for ensuring students meet the behaviour requirements of the Registered Training Organisation. [AQTF 6.3 (ix)]

2.0 Responsibility 

2.1 The Training Manager

3.0 Requirements

3.1 The method section defines the procedure used for dealing with student discipline.

3.2 Students are required to adhere to the Registered Training Organisation’s Code of Behaviour at all times

3.3 The Training Manager must, prior to implementation, approve any discipline actions arising from breaches of the Code of Behaviour

3.4 Any decision by the Training Manager in relation to student discipline can be appealed using the Student Complaints and grievance procedure

3.5 The Code of Behaviour requires the following rights to be respected and adhered to at all times.

· The right to be treated with respect from others, to be treated fairly and without discrimination, regardless of religious, cultural, racial and sexual differences, age, disability or socio-economic status 

· The right to be free from all forms of intimidation 

· The right to work in a safe, clean, orderly and cooperative environment 

· The right to have personal property (including computer files and student work) and the Registered Training Organisation property protected from damage or other misuse 

· The right to have any disputes settled in a fair and rational manner (this is accomplished by the Grievance Procedure)

· The right to work and learn in a supportive environment without interference from others 

· The right to express and share ideas and to ask questions

· The right to be treated with politeness and courteously at all times

4.0 Definitions 

4.1 N/A

5.0 Records

	Record
	Description
	Location
	Retention

	Student discipline record

	Record of a student discipline meeting and its outcomes signed by all parties
	Student file
	Duration of enrolment

	Final warning letter

	A letter signed by the Training Manager indicating training services will be withdrawn and their enrolment has been terminated
	Student file
	Duration of enrolment and any subsequent appeals


6.0 Method

6.1 For non-compliance with the Code of Conduct the following three-step procedure for discipline will be followed:

· A member of the Registered Training Organisation staff will contact students in the first instance to discuss the issue or behaviour & to determine how the issue might be rectified. This meeting and its outcomes will be documented, signed by all parties and included on the student’s personal file. (Step 1)

· Where the issue or behaviour continues, students will be invited for a personal interview with the Training Manager to discuss this issue further. This meeting and its outcomes will be documented, signed by all parties and included on the student’s personal file. (Step 2)

· Should the issue or behaviour continue, the student will be provided with a final warning in writing & a time frame in which to rectify the issue. A copy of this letter will be included on the student’s personal file. (Step 3)

· After the three steps in the discipline procedure have been followed, should the issue or behaviour still continue, training services will be withdrawn and the student will be notified in writing that their enrolment has been terminated

· At any stage of this procedure students are able to access the Grievance Procedure to settle any disputes that may arise.

7.0 References

7.1 N/A

Student complaints and appeals

8.0 Purpose

1.1 The purpose of this procedure is to define the system available to students for dealing with

· Complaints, grievances and appeals [AQTF 1.5 (i)];

· Independent resolution [AQTF 1.5 (ii)]; and

· Appellant rights [AQTF 1.5 (iii)]

9.0 Responsibility 

9.1 The Training Manager is responsible for implementation of this procedure and ensuring that staff and students are made aware of its application.

10.0 Requirements

10.1 The method section defines the procedure used for dealing with complaints and appeals.

10.2 Students who are concerned about the conduct of the training provider are encouraged to attempt to resolve their concerns using this grievance procedure.

10.3 Nothing contained in this dispute resolution procedure prevents a student from exercising their rights to other legal remedies.

10.4 All prospective students will be provided with a copy of the Grievance Policy and Procedure document before making a contract to enrol and again at course commencement.

10.5 All disputes or grievances will be handled professionally and confidentially in order to achieve a satisfactory resolution

10.6 All parties will have a clear understanding of the steps involved in the grievance procedure

10.7 Students will be provided with details of external authorities they may approach, if required 

10.8 All grievances will be managed fairly and equitably and as efficiently as possible 

10.9 The training provider will attempt to resolve any grievances fairly and equitably within five (5) working days. 

10.10 Students may raise any matters of concern relating to training delivery and assessment, the quality of the teaching, student amenities, discrimination, sexual harassment and other issues that may arise.

10.11 The training provider will encourage the parties to approach a grievance with an open view and to attempt to resolve problems through discussion and conciliation. Where a grievance cannot be resolved through discussion and conciliation, we acknowledge the need for an appropriate external and independent agent to mediate between the parties.

10.12 The Chief Executive Officer of the Office of Employment, Training and Tertiary Education has the power under legislation to suspend or cancel the registration of a provider or a course. Students may make a complaint to the Chief Executive Officer of the Office of Employment, Training and Tertiary Education by contacting officers of the Office of Employment, Training and Tertiary Education, telephone 9637-2762.

10.13 Students are entitled to resolve any dispute by exercising their rights to other legal remedies. Students wishing to take this course of action are advised to:

· Contact a solicitor; or-

· Contact the Law Institute of Victoria, 470 Bourke St Melbourne 3000, telephone 9602 5000 for a referral to a solicitor.

11.0 Definitions 

11.1 N/A

12.0 Records

	Record
	Description
	Location
	Retention

	Student Complaint and appeals notification form 
	Form for submission of complaint, grievance or appeal
	Training Manager
	5 years minimum

	Improvement action log
	Summary Record of improvement actions undertaken
	Training Manager
	5 years


13.0 Method

13.1 Students are encouraged to formally register their grievance or complaint by completing the student grievance and complaint notification form and submitting it to the course administrator.

13.2 The date of submission of a grievance is noted on the student file.

13.3 The details of the grievance, procedures followed and outcome are placed in the student file.

Local level resolution

13.4 Any student with a grievance may raise the matter with the other party concerned. A meeting can be requested by the student, at which time the grievance may be raised and a resolution sought.

Resolution by the Training Manager

13.5 Should the grievance remain unresolved following local level resolution or if local level resolution is inappropriate then the student should contact the Training Manager and arrange a meeting. At this meeting the grievance can be raised and a resolution attempted.

13.6 At this stage:

· The grievance must be recorded in writing and signed and dated by the complainant and the training manager·

· The outcome of the grievance must be recorded in writing and signed and dated by the complainant and the training manager

Resolution by External Party (appeals)

13.7 If resolution at a local level or by the Training Manager does not occur, or is inappropriate then the student may appeal and the Training Manager must appoint, at no expense to the student, an independent external arbiter to review the grievance and propose a resolution. The independent, external arbiter must be acceptable to both parties.

13.8 At this stage:

· The appellant must have an opportunity to formally present their case·

· The appeal must be recorded in writing and signed and dated by the complainant and the training manager·

· The outcome of the appeal must be recorded in writing and signed and dated by the complainant and the training manager

Improvements

13.9 Implement any improvement actions arising from the complaint and record them in the Improvement Action Log

Assessment of competencies
14.0 Purpose 

1.2 The purpose of this procedure is to outline the system used to conduct assessments. [AQTF 8.1]

15.0 Responsibility 

15.1 The Training Manager

16.0 Requirements

16.1 The method section defines the procedure used for conducting assessments. The method applies to assessments conducted for the purposes of national recognition in both institutional and workplace contexts. Equally it applies to assessment only pathways, training and assessment pathways or Recognition of Prior Learning.

16.2 All assessment must:

· Comply with the Assessment Guidelines included in the applicable nationally endorsed Training Packages or the assessment requirements specified in accredited courses;

· Lead to the issuing of a Statement of Attainment or qualification under the AQF when a person is assessed as competent against nationally endorsed unit(s) of competency in the applicable Training Package or modules specified in the applicable accredited course.

· Comply with the principles of validity, reliability, fairness and flexibility;

· Provide for applicants to be informed of the context and purpose of the assessment and the assessment process;

· Where relevant, focus on the application of knowledge and skill to the standard of performance required in the workplace and cover all aspects of workplace performance, including task skills, task management skills, contingency management skills and job role environment skills;

· Involve the evaluation of sufficient evidence to enable judgements to be made about whether competency has been attained;

· Provide for feedback to the applicant about the outcomes of the assessment process and guidance on future options;

· Be equitable for all persons, taking account of cultural and linguistic needs; and

· Provide for reassessment on appeal

17.0 Definitions 

17.1 N/A

18.0 Records

	Record
	Description
	Location
	Retention

	Assessment record
	A signed record of assessment for each unit of competency
	Student file
	Duration of enrolment plus 2 years


19.0 Method

19.1 Establish the assessment context

The assessor: establishes the context and purpose of the assessment identifies the relevant competency standards, assessment guidelines and qualification framework in this Training Package identifies any NTQC noted support materials that have been developed to facilitate the assessment process analyses the competency standards and identifies the evidence requirements identifies potential evidence collection methods.

19.2 Prepare the candidate

The assessor meets with the candidate to:

· Explain the context and purpose of the assessment and the assessment process

· Explain the Competency Standards to be assessed and the evidence to be collected

· Advise on self‑assessment including processes and criteria

· Outline the assessment procedure, the preparation which the candidate should undertake, and answer any questions

· Assess the needs of the candidate and, where applicable, negotiate reasonable adjustment for assessing people with disabilities without compromising the integrity of the competencies

· Seek feedback regarding the candidate's understanding of the competency standards, evidence requirements and assessment process

· Determine if the candidate is ready for assessment and, in consultation with the candidate, decide on the time and place of the assessment

· Develop an assessment plan.

19.3 Plan and prepare the evidence gathering process

The assessor must:

· Establish a plan for gathering sufficient and quality. evidence about the candidate's performance in order to make the assessment decision (and involve industry representatives in the development of plans for the validation of assessment)

· Source or develop assessment materials to assist the evidence gathering process

· Organise equipment or resources required to support the evidence gathering process

· Coordinate and brief other personnel involved in the evidence gathering process.

19.4 Collect the evidence and make the assessment decision

The assessor must:

· Establish and oversee the evidence gathering process to ensure its validity, reliability, fairness and flexibility

· Collect appropriate evidence and assess this against the Elements, Performance Criteria, Range Statement and Evidence Guide in the relevant Units of Competency

· Evaluate evidence in terms of the four dimensions of competency ‑ task skills, task management skills, contingency management skills and job/role environment skills

· Incorporate allowable adjustments to the assessment procedure without compromising the integrity of the competencies

· Evaluate the evidence in terms of validity, consistency, currency. equity, authenticity and sufficiency

· Consult and work with other staff, assessment panel members or technical experts involved in the assessment process

· Record details of evidence collected

· Make a judgement about the candidate's competency based on the evidence and the relevant Unit[s] of Competency.

19.5 Provide feedback on the assessment

The assessor must provide advice to the candidate about the outcomes of the assessment process. This includes providing the candidate with:

· Clear and constructive feedback on the assessment decision

· Information on ways of overcoming any identified gaps in competency revealed by the assessment the opportunity to discuss the assessment process and outcome information on reassessment and the appeals processes.

· An opportunity for reassessment on appeal by the candidate

19.6 Record and report the result

The assessor must:

· Record the assessment outcome according to the policies and procedures of the RTO

· Maintain records of the assessment procedure, evidence collected and the outcome according to the policies and procedures of the RTO

· Maintain the confidentiality of the assessment outcome

· Organise the issuance of qualifications and/or Statements of Attainment according to the policies and procedures of the RTO.

19.7 Review the assessment process

On completion of the assessment process, the assessor must:

· Review the assessment process

· Report on the positive and negative features of the assessment to those responsible for the assessment procedures

· Make suggestions (if necessary) on improving the assessment procedures to appropriate personnel in the RTO.

19.8 Participate in the reassessment and appeals process

The assessor must:

· Provide feedback and counselling to the candidate, if required, regarding the assessment outcome or process including guidance on further options

· Provide the candidate with information on the reassessment and appeals process

· Report any assessment decision that is disputed by the candidate to the appropriate personnel in the RTO

· Participate in the reassessment or appeal according to the policies and procedures of the RTO.

20.0 References

20.1 Assessment policy

20.2 Code of Practice

20.3 Student complaints and appeals procedure

Recognition of prior learning 

21.0 Purpose

21.1 This procedure explains the process of applying for and granting Recognition of Prior Learning (RPL). [AQTF 8.2 (a)]

22.0 Responsibility 

22.1 The Training Manager

23.0 Requirements

23.1 Recognition of Prior Learning must be structured to minimize the cost and time to applicants whilst retaining the integrity required by the AQTF to recognize competencies in accordance with the requirements of Training Packages or Curriculum documents.

23.2 The provider must ensure that any applicant for Recognition of Prior Learning is provided with 

· Information about the competencies and performance criteria relevant to their Recognition of Prior Learning application

· Adequate information and support to enable them to gather reliable evidence of competency

· Opportunities to obtain feedback on the evidence proposed prior to finalisation of the application

23.3 Competencies for which RPL is being requested may have been developed through formal education and training, through work experience or training or through life experiences.

23.4 A written statement from an appropriate supervisory person is required to confirm authorship of any work submitted.

23.5 It is accepted that RPL is an assessment of an individual’s current knowledge, skills and attitudes even though the evidence produced in support of the claim for recognition may be drawn from the past. It is up to the RPL assessor to judge whether the evidence produced demonstrates current knowledge, skills and attitudes

23.6 Students who are eligible for credit transfer must not be required to undertake a RPL process. Refer to the Mutual Recognition procedure

24.0 Definitions 

24.1 Recognition of Prior Learning - Recognition of Prior Learning is the formal acknowledgement of skills, knowledge and attitudes held as a result of education and training, work experience and/or life experience

25.0 Records

	Record
	Description
	Location
	Retention

	RPL Application Form
	RPL application completed by student
	Administrator
	Duration of student enrolment plus 2 years.


26.0 Method

26.1 RPL applications are made using the application form.

26.2 The RPL application form should be completed and forwarded to the Training Manager together with the required fee.

26.3 A copy of the application form is placed on the student file.

26.4 The provider will provide RPL applicant’s access to the relevant Units or Modules prior to the application being completed.

26.5 The course administrator, the counsellor, teaching staff or the Training Manager will give applicants advice on completing the RPL application form and gathering reliable evidence.

26.6 Teaching staff will assess completed RPL applications and students advised promptly of the decision. Further information or an interview with the student may be required before evaluation of the application is completed.

26.7 RPL application documentation, assessment processes and outcomes are placed in the student file.

26.8 Granting of RPL must be recorded as a module outcome in the students file.

26.9 Provider appeal procedures apply

27.0 References

27.1 Assessment Policy

27.2 Assessment Procedures

Mutual recognition (credit transfer)

28.0 Purpose 

28.1 The purpose of this procedure is to ensure that the qualifications and Statements of Attainment issued by any other Registered Training Organisation are recognised. (Mutual Recognition)

29.0 Responsibility

29.1 The Training Manager is responsible for this procedure.

30.0 Requirements 

30.1 The method section defines the procedure used for dealing with applications for mutual recognition.

30.2 The qualifications and Statements of Attainment issued by any other Registered Training Organisation must be recognised.

30.3 Recognition means that students will be granted exemptions or advanced standing in a course as a consequence of having completed the same unit(s) with another Registered Training Organisation.

30.4 Mutual recognition information must be included in information given to students prior to enrolment

30.5 All staff must be provided with information about the mutual recognition application process and assist students in completing applications.

30.6 Mutual recognition is different from Recognition of Prior Learning.

31.0 Definitions 

31.1 Mutual Recognition – the process of recognising the qualifications and Statements of Attainment issued by other Registered Training Organisations.

31.2 Credit Transfer – exempting a student from enrolling in and being assessed in a unit or units because they have been granted recognition for having completed the identical unit or units at another Registered Training Organisation.

32.0 Records  

	Record
	Description
	Location
	Retention

	Credit transfer application 
	Mutual recognition application form
	Student file
	Duration of enrolment plus 2 years

	Assessment record
	A signed record of assessment for each unit of competency
	Student file
	Duration of enrolment plus 2 years


33.0 Method 

33.1 Applicants for mutual recognition must complete the mutual recognition application form, attach a copy of a verified Award or Statement of Attainment and submit the application to the Administrator.

33.2 The Administrator must check the Award or Statement of Attainment and grant credit transfers for identical units that have been identified as being completed at another Registered Training Organisation.

33.3 Verified copies of Qualifications and Statements of Attainment used as the basis for granting Mutual Recognition must be kept on the student files

33.4 Granting of mutual recognition must be recorded as a module outcome in the students file

Application Forms

Credit Transfer

Course code


Course name


Family name 


Given names


Address 


Contact phone numbers


Credit transfer applies to situations where students have completed units; identical to those they are currently enrolled in, at another TAFE College or Registered Training Organisation. Credit will be granted in accordance with the Mutual Recognition Procedure.

Name of institution 


Name of qualification

(attach a photocopy of the relevant Qualification or Statement of Attainment)

Privacy Statement

Personal information is collected solely for the purpose of operating as a Registered Training Organisation under the Australian Quality Training Framework administered by the Victorian Government who are the registering authority The requirements of the registering authority may require the release of your personal information for the purposes of audit. 

Under the National Privacy Principles you can access personal information held on you and you may request corrections to information that is incorrect or out of date.

Student signature


Date


RPL/RCC Application Form

Course code


Course name


Family name 


Given names


Address 


Contact phone numbers


What is the highest level of education you have completed?

	Secondary School year 10
	

	Secondary School year 11
	

	Secondary School year 12
	

	TAFE Certificate
	

	TAFE Diploma
	

	University undergraduate degree
	

	University Postgraduate degree
	


Name of institution 


Name of qualification


(attach a photocopy)

Privacy Statement

Personal information is collected solely for the purpose of operating as a Registered Training Organisation under the Australian Quality Training Framework administered by the Victorian Government who are the registering authority The requirements of the registering authority may require the release of your personal information for the purposes of audit. 

Under the National Privacy Principles you can access personal information held on you and you may request corrections to information that is incorrect or out of date.

Student signature


Date


Indicate any other education or training you have completed

	Year(s)
	Institution
	Course Name
	Skills gained

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Attach photocopies of evidence of training and education. If insufficient space attached additional pages to the application

1.0 Indicate any life experience that may be relevant (things you have done in your life which have given you skills relevant to this course e.g. running a family business, being a member of a club or committee)

	Year(s)
	Organisation
	Role
	Skills gained

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Attach photocopies of evidence of life experience. If insufficient space attached additional pages to the application

2.0 Indicate any employment experience that may be relevant.

	Year(s)
	Employer
	Role
	Skills gained

	
	
	
	

	
	
	
	

	
	
	
	


Attach photocopies of evidence of employment (e.g. letter from your employer). If insufficient space attached additional pages to the application

3.0 Self-assessment – match your skills, as listed in the previous four sections, with the course learning outcomes. You will need to obtain a copy of the course from **Name of Provider** to complete this section.

	Course Learning Outcomes
	My skills from education, training, life and employment

	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	


	

	



Student complaints and appeals notification form

Course code


Course name


Family name 


Given names


Address 


Contact phone numbers


Please state the nature of your complaint including dates, times and other people involved

� The contents of this will very in every case. This record must be confidential and maintained by the provider.


� The form of this letter is to be determined by the RTO and must be relevant to the particular discipline issue.





