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Abbreviations

The following table has a list of the abbreviations listed in the handbook.

Abbreviation Meaning

AQF Australian Qualifications Framework

AQTF Australian Quality Training Framework

ASQA Australian Skills Quality Authority

CEACA Continuing Education and Arts Centre of Alexandra

CEO Chief Executive Officer

CT Credit Transfer

DEECD Department of Education and Early Childhood Development
LLN Literacy, language and numeracy

NCVER National Centre of Vocational Education Research

NRT Nationally Recognised Training Logo

NSSC National Skills Standard Council

NYC Not Yet Competent

OHS / WHS Occupational Health and Safety / Workplace Health and Safety
RPL Recognition of Prior Learning

RTO Registered Training Organisation

SMS Student Management System

VTG Victorian Training Guarantee

WWCC Working with Children’s Check

MTI Murrindindi Training Institute

CEACA welcomes and provides students with all abilities and from diverse backgrounds with

the opportunity to study, learn and develop skills in a safe and healthy, educational and

social environment.

CEACA encourages students from all abilities and backgrounds to access government

funded training.
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PART 1: Continuing Education and Arts Centre of
Alexandra (CEACA)

Introduction

Welcome to CEACA. As a student enrolled in an accredited course, | want to take this
opportunity to wish you every success in your training and to provide you with some
additional information about CEACA.

This handbook provides you with helpful information on issues relevant to your study and the
support that we will provide to you. | am well aware of the commitment required by you as
you undertake study and some of the challenges that you may encounter along the way.
CEACA Board members, staff and tutors are here to support and help you to enjoy and find
success with your studies. Please feel free to discuss any concerns with us.

CEACA is committed to ensuring that the training we provide is of the highest quality. The
training you are undertaking is recognized at either a national or state level and complies
with the standards of the Australian Qualifications Training Framework (AQTF) Essential
Standards.

CEACA is committed to lifelong learning and we view your commitment in undertaking
training as an important way for you to improve your personal and professional skills and
knowledge.

| wish you every success in your course and please do not hesitate to contact me if you wish
to discuss any issues at any time.
Yours sincerely

ggg@z@

Charlotte Bisset
CEACA Chief Executive Officer
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Vision and Mission

Vision Statement
To provide pathways of opportunity.

Mission Statement
CEACA will be a vibrant centre for community learning.

CEACA Information

Continuing Education & Arts Centre of Alexandra (CEACA) Inc.
Registered Training Organisation Number 3730

ABN 93 411 448 690

Old Court House
38A Downey Street Alexandra VIC 3714

Postal Address PO BOX 255, Alexandra VIC 3714

Phone (03) 5772 1238

Website www.ceaca.com.au

Email admin@ceaca.com.au
Facebook facebook.com/CEACAINC
Twitter twitter.com/ceacainc

Regular Office Hours
Monday to Thursday 9am until 4pm

Staff Members

Administration Staff Email

Telephone

Charlotte Bisset

Chief Executive Officer ceo@ceaca.com.au

0357721238

Pauline Manthorpe

) L finance@ceaca.com.au
Finance and Statistics Manager @

0357721238

Kim Whitten .

Training and Student Coordinator training@ceaca.com.au 0357721238
Kim W_hltten training@ceaca.com.au 03 5772 1238
Compliance

Lucy Bond

Administration and Projects Coordinator admin@ceaca.com.au

0357721238
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Brief History

In 1983 Virginia Linton-Smith and Joan Broughan saw an empty building and had a vision of
bringing Adult Education to Alexandra. A public meeting was held and a steering committee
formed. With hard work, community support and a range of funding sources, CEACA began
operations with Virginia as volunteer coordinator and Alex Younger the first Chairman. The
first CEACA classes were held in the “Frontier House” of the Dame Pattie Menzies Centre in
October and included Aerobics, Oil Painting, Paper Making, Spinning, Leather Cratft,
Everyday Law, Gardening, Bread Baking, Microwave Cookery and Patchwork & Quilting.

During 1984 CEACA was registered as a Community Based Provider, partly funded by
TAFE, employing a paid part time coordinator, Margaret McAlpin. Typing was taught at the
High School, starting a great partnership which later allowed CEACA to offer the computer
classes that are still such an important part of our delivery. June 1985 saw Barbara
Greenwood as coordinator and with increasing enrolments by 1987 the position was full-time
and CEACA opened Monday to Friday.

In 1990 CEACA moved to the Court House, which proved to be a very positive step, bringing
the learning centre closer to the heart of town and making access easier. First term at the
Court House saw a queue of eager people spilling out on to the veranda, waiting to make
their bookings.

To meet the changing needs of our community over the years CEACA has been required to
adapt and grow. In 1992 CEACA was first accredited as a Registered Training Organisation,
allowing us to offer nationally recognised certificates and qualifications like Certificate Il in
Aged Care, Certificate IV in Training & Assessment and most recently, the Certificate IV and
Diploma in Outdoor Recreation.
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General House Keeping

Accessibility

Computers

Toilets

Lights

Split System

Smoking

Pets

Kitchen Facilities

Dress Code

Participants requiring an entrance for mobility aids are able to use the
access path / ramp at the front of the building to gain access to the
office or the path to access the classroom.

No food or beverages are to be taken into the computer room.

Virus protection is automatically updated, however please inform a
staff member if any computers are misbehaving.

There are unisex toilets available. Toilet doors are left unlocked.
Please ensure the facilities are clean after use.

If there are any problems regarding the facilities, please contact
CEACA on 5772 1238.

Please ensure all lights are turned off when you leave a classroom
once a class has finished.

If you turn on the split system; heating or cooling mode, please ensure
that is it TURNED OFF when you leave.

CEACA are strictly no-smoking facilities. Please do not smoke on the
grounds.

No pets are permitted at CEACA (excluding guide and assistance
dogs).

The kitchen facilities are for everyone to use therefore we ask that you
clean them when they have been dirtied. We believe in the ‘honesty
system’ at CEACA and so by contributing a gold coin donation in the
provided jar for a cup of tea and coffee helps to cover our costs.

At CEACA we expect students to dress appropriately, especially in
practical work placement situations.

Make sure you have all your belongings and haven't left anything behind.
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Emergencies

Emergency Phone Numbers

Fire 000
Police 000 or Alexandra Police 5772 1040
Ambulance 000
Mobile Phone 112

In case of fire, extinguishers are located in each room of CEACA (or see Plan of Building in
Appendix). A plan of the building is located in each room of CEACA.

Fire Blanket

Courtroom Kitchen Hanging next to doorway
Studio Windowsill near sink
Evacuation

Doors that lead to an exit are clearly marked. Make yourself familiar with the layout of the
building and the nearest exit as it might be behind you.

In case of an evacuation, remain calm and speak loudly so everyone can hear and
remember to stay with your group as you evacuate. Once in the assembly point, make sure
all individuals are present and call emergency services. Do not, under any circumstances
return to a burning building.

Assembly Point
If, in any case you do need to evacuate to the nearest assembly point;

Assembly Point 1; Bakers Lane carpark on Webster Street behind CEACA and
the post office and opposite the Alexandra Primary School.

Assembly Point 2; Across the road from CEACA on Downey Street.

First Aid Kit

Courtroom kitchen Top shelf above sink

Studio On top of fridge

Main office On top of resource cupboard beside printer

Please use the book provided to record usage of first aid equipment.
Public Phones

CEACA does not have a public phone; our phone is to be used only in emergencies. The
nearest public phone is on Webster Street near the Post Office.
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CEACA Responsibilities

General

CEACA is a Registered Training Organisation (RTO) and operates in line with the current
Australian Quality Training Framework (AQTF) Essential Standards. In order to comply with
the Standards, CEACA operates within a documented quality assurance system.

CEACA delivers training that is funded by State and Commonwealth Government, which is
targeted to specific client groups. Fees for any programs funded by the State Government
adhere to the State Government’s fees and charges policy.

The topics listed below are controlled by a set of detailed organisational and operational
policies and procedures that may be accessed by enrolled students on request.

Administration

CEACA will:

I Maintain systems for recording student enrolments, attendance, completion,
assessment outcomes (including Recognition of Prior Learning), results,
gualifications issued, grievances and the archiving of records. In the event that
CEACA ceases operations, all records of student results, for training covered by the
registration will be sent to the relevant governing body.

1 Supply the relevant governing body with delivery details for each course/Training
Package qualification and module/unit of competence in the Scope of Registration
and student details including enrolments, participation and completions in
accordance with AVETMISS requirements.

Maintain confidentiality of all records.

Incorporate systems to protect fees paid in advance by students

Maintain adequate and appropriate insurance including public liability and Work

Cover;

1 Advise the relevant governing body in writing within 10 working days of any change
to the information contained in the Registration/Endorsement application;

1 Allow the relevant governing body or its agents access to training records, delivery
locations and staff for the purpose of auditing performance or verifying compliance
with the Conditions of Registrations/Endorsement;

1 Pay all registration fees within 30 days of these being due and payable.

=A =4 =

Course Delivery
Delivery of the following courses does not include first aid. Individual Support, Education
Support and Tourism /Hospitality.

It must be obtained elsewhere for a credit transfer, to successfully complete this course.

CEACA will:

1 Ensure that a current copy of the accredited course curriculum/endorsed Training
Package and information regarding the program of study, availability of learning
resources and appropriate support services is available to students;

1 Ensure that training and assessment occur in accordance with the requirements of
the accredited course/endorsed Training Package, and where appropriate the state
or national guidelines for customising courses;

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

CEACA will:
1. Ensure that it provides quality training and assessment across all of its operations

and that training and assessment is delivered by trainers and assessors who:

1 Have the training and assessment competencies determined by the National
Quality Council or its successors

1 Have the relevant vocational competencies at least to the level being delivered or
assessed, and

1 Continue to develop their vocational and training and assessment competencies
to support continuous improvements in the delivery of RTO services.

Ensure that responsibility for the management of Recognition of Prior Learning
applications and assessments is clearly identified and undertaken by a person or
persons with relevant qualifications;

Ensure that responsibility for the management and co-ordination of training delivery,
assessment, staff selection and professional development is clearly identified and
undertaken by a person or persons with relevant qualifications and experience.

Training Environment

CEACA will:
1 Comply with all laws relevant to the operation of training premises including
occupational health and safety and fire safety regulations;
1 Ensure the training premises are of adequate size and have adequate heating,
cooling, lighting and ventilation;
91 Ensure that training facilities, equipment and other resource materials are adequate

for the Scope of Registration and are maintained in good order and repair.

Access and Equity

CEACA is an organisation that is firmly committed to achieving best practice in the provision
of education and training services.

CEACA acknowledges that this commitment is dependent on non-discriminatory access to
services and comparable educational outcomes by all groups in society. By providing
accessible and equitable vocational education and training services all community members
will be able to develop knowledge and skills to enhance work and life opportunities.

Principles

T

Providing and maintaining education and training services that reflect fair and
reasonable opportunity and consideration for all students, clients and staff,
regardless of race, colour, religion, gender, physical disability, socio-economic status
or location.

Equity for all people through the fair and appropriate allocation of resources and
involvement in vocational education and training services.

Equity of outcome within vocational education and training services for all people,
without discrimination.

Access for all people to appropriate quality vocational education and training and
programs and services.
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Access and Equity Rules

CEACA will apply the following rules in support of access and equity;

1 All staff are to be given fair and reasonable allocation of resources and services, and
opportunity to participate in relevant decision-making processes.

1 All students are to be given fair and reasonable opportunity to attend and complete
training.

9 All students and clients are to be given fair and reasonable access to relevant
CEACA resources.

1 Where two or more applicants are assessed equal by order of merit, greater weight is
to be given to people from the access and equity target groups.

Marketing
CEACA will:

1 Market courses within its Scope of Registration with integrity, accuracy and
professionalism, avoiding vague and ambiguous statements. No false or misleading
comparisons will be drawn with any other provider or course;

9 Not state or imply that courses other than those within the Scope of Registration are

recognised by the Australian Skills Quality Authority (ASQA).

Student Selection

CEACA will:

Advise prospective students of:

e R I N I |

=

Scope of Registration;

Application processes and selection criteria;

Hold an initial meeting outlining the enrolment process as detailed in appendix
Literacy Language Numeracy interview

Recognition of prior learning processes

Fees and costs involved in undertaking training;

Qualifications to be issued on completion or partial completion of courses;
Competencies to be achieved during training;

Assessment procedures including recognition of prior learning;

Facilities and equipment;

Student support services.

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, defensible and equity
and access principles are observed.

Student Complaints and Appeals

CEACA has in place fair and equitable processes for dealing with student complaints and
appeals. If you have a concern please discuss it with the CEO.

Please see Student Complaints and Appeals in contents page for further information.
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Hazard ldentification, Incident and Accidents

In case of a hazard, incident or accident there are forms to fill in. Forms are kept with first aid
kits.

Any hazard identification, incident and/or accident needs to be recorded on the forms with a
witness signature.

Please let your trainer know if there is a hazard, incident or an accident.

If a hazard, incident or accident occurs, notify administration staff immediately and ensure
forms are dropped off, completed, to the office as soon as possible.
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PART 2: Student

Student Rights and Responsibilities

CEACA shall aim to maintain professional standards in the marketing and delivery of training
programs and will safeguard the interests and welfare of students at all times.

The student has a right to expect:

1

= =4 =4 -4 —4 -4 -4

Accurate information in terms of content, times, venue, trainer and cost of proposed
course.

Timely notification of any changes to the above.

Admission information will be treated with the utmost confidentiality.

Access to information on Code of Practice, refunds and other policies.

Classroom areas to be clean and comfortable.

Professionalism and respect from trainers and staff.

A welcoming and positive learning environment.

A timely notification of resubmissions.

CEACA expects students to:

l

= =4 =4 =

Be punctual.

Notify the office of any anticipated non-attendance.

Adhere to acceptable dress code.

Adhere to non-smoking rules and signs within the building.

Conduct themselves in a courteous manner with consideration and respect for other
students and tutors within the classroom.

Freedom from Abuse Policy

1

T

All trainers and students have the right to feel safe and to participate in programs and
services in a non-threatening environment. The Board is responsible for ensuring the
right to be free from physical, sexual, emotional and verbal abuse, harassment and
assault.

All trainers shall be responsible for ensuring that our procedure is implemented to
prevent abuse, harassment and assault in the workplace and on all service sites.

Our procedure shall ensure that:

1 Our workplace and service sites are free from physical, sexual, emotional and verbal
abuse, harassment and assault.
9 Our reputation as a fair and conscientious employer and service provider is
maintained and complies with all relevant legislation.
1 All complaints are dealt with quickly and sensitively.
Procedure

In the event of any abusive behaviour within CEACA, the following steps will be taken:

1

The trainer will manage and control the behaviour where possible, warning of
consequences of continued unacceptable behaviour.
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9 If behaviour continues, the CEO will meet with the person involved to make sure the
person is aware that their behaviour is unacceptable and must cease, explaining that
they risk being excluded from the premises if it is continued.

9 If this warning is ignored, a written notification is to follow giving the person a period
of time for the behaviour to completely cease and a date for exclusion from the
premises if it is continued.

Appeal

Appeal against exclusion must be made in writing to the Board of CEACA within 7 days. The
Board must respond in writing within three days of the next scheduled Board meeting.

If behaviour constitutes any likelihood of threat or harm to anyone, staff and trainers may
take appropriate action immediately, including calling the Police.

Attendance

In competency-based qualifications and programs, attendance is a vital aspect of
competency development you will need at least a 90% attendance record, therefore punctual
attendance at scheduled classes is essential for students to complete courses satisfactorily.

When a student cannot attend class it is the responsibility of the student to notify the trainer
and if required, catch up on missed work.

Mobile Phones
Mobile phones should be turned off during class to avoid disruptions. If you have an
emergency call that needs to be answered, please leave the class to take your call.

Exceptional Circumstances
In the event of iliness, students are responsible for contacting CEACA to make
arrangements. Medical certificates will be required.

Excursions

Occasionally students will be required to attend field trips/excursions as part of their learning
requirements. It is expected that all students will attend.
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Student Fees and Payments

Students who met the eligibility of the Victorian Training Guarantee (VTG) can have their
fees subsided by the Victorian and Commonwealth Government.

Student fees fall into three categories, Fee for Service (FFS), Eligibly Funded (F), and
Eligible Concession (C). The below information will determine your category.

The below information is a guide to determining your eligibility for subsided fees.

A Government Subsided Place — Am | Eligible?

All students are subject to the Victorian Training Guarantee (VTG) for eligibility
regarding a Government Subsided Place for all qualifications from 1 January 2014,

4 Are you under 20 on

January 1 in the year j
in which the course |—>

Do you meet the
citizenship/residency |

You are eligible for a
government subsided

requirements? lace
9 commences? .
v
0% g
: .
You are not eligible for Are you seeking entry You are eligible for a
a government to a skills foundation C» government subsided
subsided place course? place
J/ _ j
. | :
You are eligible for a
Are you an
you C» | government subsided
apprentice? place
Please Note |
In addition to this student . v /
criteria, the two course limit <k
must apply. s s
Is the.mume applied for You are eligible for a
Further information regarding at a higher level than the government subsided
the Victorian Training highest q“ﬂ"f'“m'g“ you | s
Guarantee is available at already hold?
education.vic.gov.autraining o Vi

&3

You are not eligible for
a government
subsided place
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Victorian Training Guarantee (VTG)

This training is delivered with Victorian and Commonwealth Government funding.

You are eligible for a government-subsidised training place if you are:

I An Australian citizen
1 An Australian Permanent Resident (holder of a permanent visa)

1 A New Zealand citizen

and are any of the following:

1 Under 20 years of age
9 Seeking to enrol in a Foundation Skills List course (and do not hold a Diploma or
above qualification or are receiving core skills training in other sectors)
Seeking to enrol in VCE or VCAL
Seeking to enrol in an apprenticeship
20 years and older and ‘upskilling’ by seeking to enrol in a course at a higher level

than your existing qualification.

This information was extracted from the following website, for further information please
further to: http://www.education.vic.gov.au/

Students can only receive government subsided funding on no more than two (2)
courses in one calendar year.

Please note: Accessing the VTG entitlement may impact students’ access to further
government subsidised training.

Course Fees and Payment

CEACA offers a variety of payment options for fees with courses; all will require a deposit at
enrolment of $400. At time of enrolment, students meet with the Training and Student
Coordinator and payment options discussed and agreed upon. An agreement on payment
option will be reached and the appropriate pathway will be followed. Below are the payment
options that will be offered.

Option 1 — Fees paid up to $1,500. (CEACA cannot accept payment of more than $1,5000
at any one time.

Option 2 — A quarterly payment plan option will be implemented and direct debit set up for
the transfer of fees. A copy of evidence of establishing a direct debit transfer will be required
at enrolment (i.e. print out of online set up or letter from financial institution) if this option is to
be used. There will be computer facilities at enrolment to enable individuals to use internet
banking.

(1%t instalment) is deposit ($400 minimum) due at time of enrolment. Remainder of balance

of fees divided into three instalments at May 315t (2" instalment), August 315t (3"
instalment), November 30" (4™ instalment).
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An invoice for each payment will be issued to the individual prior to payment

Late Payment of Fees

Students will receive a reminder invoices emailed out one month prior to instalment due
dates, except for the deposit (1% instalment).

If one working week after instalment due dates (as mentioned above and excluding the 1°
instalment), minimum allocated payment has not been received, the CEO will contact
student via phone and/or email regarding the late payment.

One working week after contact is made by the CEO to the student, and fees are still not
paid the student will be refused attendance on any future unit, until payment has been
received. At this point the student has the opportunity to declare Financial Difficulty if that is
the case, and the process as described below, will be implemented.

Declaration of Financial Difficulty
Once a declaration has been made by the student that they are in a financially difficult
situation and will be unable to meet the required payments by the instalment due dates, a
round table meeting will be organised with the CEO and the student.
At this meeting a contract will be devised, a time frame for payments will be negotiated and
guarantors will be selected. This contract will be signed and agreed upon by all parties
mentioned above:

1 Student

1 CEO

9 Guarantors

Qualifications will not be given until total payment of fees is received by CEACA.
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Student Health and Wellbeing

Office Wise — A Guide to Health and Safety in the Office
Below is a helpful link to the Work Safe website regarding Health and Safety in the office.

Summary: This publication provides guidance on OHS in office environments including
managing occupational health and safety in the office, risk management, hazards, job and
work environment design, office layout, workstations, furniture, working with computers,
exercises, and manual handling advice.

https://www.worksafe.vic.gov.au/forms-and-publications/forms-and-publications/officewise-a-
quide-to-health-and-safety-in-the-office

Ensure study conditions are appropriate, good lighting, well-ventilated area, quiet area for
peace, good and clear work station (computer and desk),

Below are some examples of ways to ensure your health and wellbeing

LIFE STYLE
1 Ask for help
1 Challenge yourself but know when to
stop
1 Connect with others
1 Create a comfortable study space
91 Do not ever say ‘I cannot do this”
1 Have alazy day
1 Maintain a positive attitude OBSTABLES
1 Minimise Facebook when required _
9 Reduce stress levels T Feel?ng dlone
1 Rest and refresh T Fgellng Joit
1 Reward your achievements I g el Pf s.tress
1 Seek help when needed I -GSO e ,
1 Sleepin i chk of und(?rstz_indlng or
f Stay hydrated miscommunication
T et Bew Tt 1 Running out of time and

energy
1 Too much responsibility

=

Take care of yourself

Maintain a healthy balance (study and life). A Ve REer Al

and can get help from your
trainers.
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TIPS AND TRICKS

|

T
T

Actively listen and participate
Brainstorm

Ensure your answering the task at
hand

Follow assessment and submission
guidelines

Highlight notes during class

If stuck, take time to solve it, it might
come to you when you've got a
different piece of mind

Proof read your work

Read the task, understand the task
and then tackle the task

Stop and think

Take notes

Find your most productive method of
study, with minimal noise, in the library,
under a tree, music playing, in short
busts, with a view or alone?
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TIME MANAGEMENT
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Ask for help

Be self-aware

Find a quiet place

Find a study routine

Give yourself realistic time frames
If confused, ask questions
Manage time

Motivate yourself to learn
Plan in advance

Plan your work

Prioritise work

Problem solve

Take regular breaks

Time allocation for tasks

Set a goal, example, by this evening |
will have this task complete.



Student Enrolment Policy
11.0 Enrolment Policy

The purpose of this policy is to ensure that CEACA enrol students fairly and consistency with
a reasonable timeframe into CEACA’s AVETMISS approved Student Management System
while complying with all legislative and regulatory requirements.

This policy ensures that learners are informed and protected while understanding their
obligations and requirements to successfully complete the course including when mandatory
practical placements are part of training, students will be provided with clear information
regarding this requirement.

CEACA welcomes and provides students of all abilities and from diverse backgrounds with
the opportunity to study, learn and develop skills in a safe and healthy, educational and
social environment and where required, support services and/or reasonable adjustments will
be made in case-to-case circumstances as discussed by the student and Training and
Student Coordinator.

In this policy, a student can be enrolled in a nationally recognised certificate course, a unit of
competency, a hon-award course or a community based course.

In this policy, an authorised employee is administration and statistics unless otherwise
stated.

In this policy and enrolment, students have rights as a consumer in accordance with state /
territory laws.

CEACA offers nationally recognised certificate courses under its Murrindindi Training
Institute (MTI) arm however Continuing Education and Arts Centre of Alexandra Inc. remains
the Registered Training Organisation 3730.

Enrolment Procedure

Enrolment procedures start when the student makes initial enquiry about the course of their
interest. The potential student are strongly encouraged to carefully read the Training and
Assessment Strategy (TAS) available on the CEACA website at ceaca.com.au, potential
students are also provided with appropriate marketing material (including brochures and/or
online references), individual course marketing material have associated fees relating to that
course listed in writing. When a potential student asks what fee category they will most likely
have, CEACA go through a series of questions relating to the eligibility of VTG to verbally
provide them with their estimated fee.

Once the student reviews these materials and decides to proceed, they contact the Training
and Student Coordinator of the relevant Murrindindi Training Institute and arrange a meeting
where they complete the pre-training review evaluation which includes a self-assessment of
students’ ability / suitability to complete the course.

Once the pre-training review evaluation with self-assessment have been completed, CEACA
retain these evaluations and the Training and Student Coordinator reviews this
documentation to confirm the students’ ability to complete the nationally recognised
certificate course. At this stage the Training and Student Coordinator should be able to
provide any additional support services that the individual student might need which is
discussed later in this policy.

enrolment form, provide photo evidence of identity, complete the Victorian Training
Guarantee (VTG) declaration, provide evidence of eligibility if required (for example Health
Card Card), complete the statement of fees and then provide CEACA with a Unique Student
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Identifier (USI) as per the CEACA Unique Student Identifier policy. At time of enrolment
students must pay their deposit which is set out in the marketing material of each individual
course as stated in the CEACA Marketing and Advertising Policy.

All students enrolled with CEACA including via third parties, confirm and sign off they have
been provided with access to the policies and procedures manual which will be readily
accessible on the CEACA website at ceaca.com.au.

CEACA categorise student enrolments into three common categories for financial and
statistics purposes which are: Fee for service (FFS), Eligible funded (F) and Eligible
concession (C). These categories are determined on official enrolment (where
documentation is completed) and the eligibility of the student for Victorian government
funding under the VTG.

Students have financial support arrangements available to help pay course fees, this
includes completing a CEACA legally binding payment plan that requires quarterly
instalments until the remaining fees have been paid in full or the course commences,
whichever occurs first. CEACA do not offer VET FEE-HELP.

CEACA cannot accept payment of any more than $1,500 at any one time.

Dependant on the course of enrolment and the practical placement component, a CEACA
student must have a valid police check issued within the last three (3) months at time of
enrolment or complete a police check content form for an additional fee of $16 as well as
have a valid Working with Children’s Check (WWCC) as per the Working with Children Act
2005 unless exempt from this Act.

Once enrolled, CEACA students are issued with a Confirmation of Enrolment, a Letter of
Acceptance and they sign their training plan.

CEACA students are uploaded to the secure and password protected AVETMISS approved

Student Management System by an authorised employee to do so, original documentation is
maintained in a secure, locked filing cabinet accessible to CEACA employees and managed
under the CEACA Records Policy.

Once a student is enrolled in the course, the ongoing enrolment into units of competency
leading to the AQF certification takes place from the ongoing course attendance records,
completed at the start of each unit commencement or scheduled class until the course
finishes. If a student does not appear on an attendance record, it is assumed by authorised
employees, that the student has not been engaged in that unit and therefore, will not be
enrolled.

The attendance records must contain but is not limited to, the unit code and name (in that
order), the course code and name (in that order) as it appears on the National Register, the
trainer that undertook the class, students who attended, the date of the class and the time it
commencement.

Upon completion of the nationally recognised training course, student eligibility will be
determined as referenced in the CEACA Issuance Policy.

11.0.1 Student needs of individual learners

Training and Student Coordinator will review student enrolment documentation and
determine if the student has a medical disclosure that may affect their ability to meet the
requirements of the training product as specified in the relevant training package. Training
and Student Coordinator will also re-review the student self-assessment if additional support
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was not initially identified. In discussion with the student, the Training and Student
Coordinator will determine any education, support services or reasonable adjustments which
may be necessary for students to meet the requirements of the course. Additional support
services may be at an additional charge and not included in the course fees.

CEACA staff will review an applicant’s language, literacy and numeracy sKkills during the
application process with writing tasks and one-on-one interviews. For more information refer
to CEACA’s Enrolment Policy available from ceaca.com.au.

If the review determines the applicant would benefit from a thorough language, literacy and
numeracy skill assessment, carried out by a trained assessor with expert knowledge of the
Australian Core Skills Framework, CEACA staff will discuss further options with the applicant
as outlined in CEACA’s Enrolment Policy available from ceaca.com.au. Note: some options
may incur additional costs.

Fees paid by student and financial support arrangements

Where an enrolled student is eligible funded (F) or eligible concession (C), this indicates that
the government is subsiding part of students nationally recognised training under the VTG,
provided by CEACA.

Accessing the VTG entitlement may impact students’ access to further government
subsidised training.

Financial Support Arrangements

As discussed above, CEACA students have financial support arrangements which includes a
legally binding CEACA payment plan which students agree to pay on enrolment with the
CEACA Chief Executive Officer or Training and Student Coordinator. The total fees of the
course are clearly indicated on the CEACA payment plan form.

Students have two options available which are:

Option 1: Pay fees in full (unless the fee is over $1,500 in which case, CEACA cannot accept
payment over $1,500 and in this case, option 2 applies).

Option 2: A quarterly payment plan as discussed in depth below.

The CEACA payment plan consists of four (4) payments and/or instalments including the
initial deposit. The remainder of the balance of fees, excluding deposit paid, is divided into
three instalments that are due quarterly.

Instalments can vary dependant on course commencement, if a course commences in
January the instalment dates will be April 30, July 31 and October 31. If a course
commences in March or April the instalments dates will be May 315t (2" instalment), August
31 (3" instalment), November 30" (4™ instalment).

An invoice for each payment will be issued to the individual prior to payment.

Late Payment of Fees

CEACA students will receive a reminder invoice which will be emailed out one (1) month
prior to instalment due dates, except for the deposit. If one (1) working week after instalment
due dates (as mentioned above and excluding the deposit), minimum allocated payment has
not been received, the CEACA CEO will contact students via phone and/or email regarding
the late payment.

If after one (1) working week of contact being made by the CEO to the student, the fees are

still not paid the student will be refused attendance on any future unit, until payment has
been received. At this point the student has the opportunity to declare Financial Difficulty and
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in this case, the process as described below, will be implemented.

Declaration of Financial Difficulty
Once a declaration has been made by the CEACA student that they are in a financially
difficult situation and will be unable to meet the required payments by the instalment due
dates, a meeting will be organised with the CEO and the student.
At this meeting a contract will be devised, a time frame for payments will be negotiated and
guarantors will be selected. This contract will be signed and agreed upon by all parties
mentioned above:

1 Student

T CEO
9 Guarantors

If a student has outstanding fees on completion of their nationally recognised training, this
will affect the issuance of certification as indicated in the CEACA Issuance Policy.

Students may be entitled to a cooling off period under Victorian law. Refer

to consumer.vic.gov.au or search "consumer affairs Victoria cooling off* for more
information. Additionally, if a student wishes to alter their enrolment they can discuss
with the Training and Student Coordinator internally transferring their course, if within
the first month (which may include a new associated and higher fee based on new
course selection) however if the student wishes to stop the nationally recognised
training, they must withdraw and follow the procedure below.

Withdrawal and/or Refunds
Withdrawals must accompany a CEACA Withdrawal Form.

If a student withdraws, by written notice, from government training or further education at
any time up until four (4) weeks after the scheduled commencement date of the course,
CEACA must refund the tuition fees paid in respect of the enrolment in excess of a minimum
administration fee of $100, and any other fees and charges paid by or on behalf of the
student, for example; police checks.

If a student withdraws, after four (4) weeks of the commencement of the course, the refund
will be calculated taking into account tuition, materials and amenities used until formal
notification of withdrawal is received by CEACA.

There will be no refunds provided after the course has completed, whether or not the student
has completed their certification.

Withdrawal Process (with the ongoing non-attendance of a student)

If a trainer informs CEACA administration of the consecutive non-attendance of students
without a valid reason and/or Training and Student Coordinator reviews the attendance
records and identifies and flag students who have not attended for two (2) or more
consecutive sessions with no previous notification of non-attendance then the following
process will be implemented:

9 If a student does not make contact to either trainer or Training and Student
Coordinator within a week, phone contact will be made by Training and Student
Coordinator.

1 If, within a week, no contact is made by student, a letter will be sent to the student

accompanying a withdrawal form and self-addressed envelope to return.

Once the withdrawal form has been received,

Training and Student Coordinator to organise a revised invoice of course fees.

=a =
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1 Finance and Statistical Manager to amend invoice and their enrolment status in the
Student Management System (SMS).

If a student does not reply to the letter sent and the withdrawal form has not been received
by CEACA:
i Itis assumed that the student has withdrawn and the CEO or Training and Student
Coordinator will complete a withdrawal form on the students behalf with documented
evidence recorded on the Student Management System.

Evidence of reason for withdrawal: A trial of evidence must be retrained so CEACA can
provide evidence, where required that the appropriate contact was made and why the
student has been formally withdrawn. Letters of correspondence are to be maintained on the
SMS for clarification.

Time Frame: The time frame of the process is within three (3) weeks if the course runs
weekly, if it runs fortnightly, five (5) weeks and if it runs monthly, 2.5 months.

Cancellation of a CEACA offered nationally recognised training certificate

If a nationally recognised certificate course is cancelled by CEACA and/or through a third
party arrangement at any time during the period of the student’s enrolment, then CEACA will
refund the full tuition fee, the pro-rata portion of any compulsory non-academic fee,
subscription or charge and any fees for materials, which have not been used in the course
prior to the date of cancellation. CEACA will make all reasonable adjustments to ensure that
students can continue their training at another provider.

Re-enrolment

If a student undertakes a course in any given year, and does not complete the training
package requirements for that year and wishes to complete the course in a following
calendar year, then a re-enrolment fee will be charged for this service provided that the
student and CEACA have made an agreement (whether verbally or through written means)
to continue.

The re-enrolment fee of $50 is a one-off payment for administration purposes and is an
additional fee on top of the fees already paid for the course. Fees need to be finalised in
order for re-enrolment acceptance in the next calendar year.

If a student does not complete the course due to exceptional circumstances as agreed to by
the CEO, then the re-enrolment fee can be waivered or negotiated by the CEO. Students
must approach the CEO regarding these circumstances.

Notifying students of changes

When services that CEACA offer change that may affect students’ enrolment, students will
be advised of changes as soon as practicable, such as new and/or existing third-party
arrangements for the delivery of services to those students, change in ownership of CEACA,
changes to delivery of training and the conduct of assessment and any changes in regards
to the issuing of all certification.
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Unique Student Identifier Policy
11.3 Unique Student Identifier (USI) Policy

The purpose of this policy is to ensure that CEACA meets the requirements under the
Student Identifier scheme. This includes the verification of all Unique Student Identifiers
(USI), either provided by students and/or obtained on behalf of the student before using the
USI for any purpose in Vocational Education and Training (VET), ensuring that CEACA do
not issue AQF certification documentation to an individual without a verified USI unless that
student has an exemption under The Act, ensuring that if a student has an exemption
CEACA will inform the student prior to either the completion of the enrolment or
commencement of training and assessment, whichever occurs first, that the results of the
training will not be accessible through the Commonwealth and will not appear on any
authenticated VET transcript prepared by the Registrar and ensuring the security of Student
Identifiers and all relating documentation under CEACA’s control, including information
stored on its AVETMISS approved student management system while complying with all
legislative and regulatory requirements, in particular the Student Identifiers Act 2014 (The
Act).

With regards to Vocational Education and Training (VET) this means training and
assessment of nationally recognised certificate courses and unit of competencies listed on
CEACA'’s Scope of Registration.

Related documentation in this policy refers to enrolment forms, photo identification and
permission when the student has elected CEACA to obtain a USI on their behalf.

An authorised CEACA employee in this policy refers to administration and statistics.
Certification documentation in this policy refers to statement of attainments, AQF
qualifications and transcripts.

This Unique Student Identifier Policy forms part of CEACA’s Enrolment Policy.

CEACA requires all students undertaking a nationally recognised certificate course listed on
their Scope of Registration, to provide CEACA with their USI and/or provide CEACA
permission on their enrolment form to obtain a USI on their behalf.

11.3.1 Student identifier provided by student to CEACA

If a student provides CEACA with a USI that does not verify in the AVETMISS approved
Student Management System then an authorised employee of CEACA will contact the
student through email and phone regarding the incorrect USI and formally request a
corrected one. Until the student provides CEACA with a USI that verifies, they will be
classified by CEACA as not having one.

11.3.2 Obtaining a USI on behalf of the student

If a student provides CEACA permission on their enrolment form to obtain a USI on their
behalf only authorised employees are approved to access the Unique Student Identifier
Registry database. The USI Registry database is password protected and authorised
employees computers have an individual AUSKEY installed.

CEACA will attempt to obtain a USI for a student only once, if there is an error in the initial
request, CEACA will contact the student and request the student to obtain a USI on their
own (with assistance if they cannot do this on their own) and provide it to CEACA.

11.3.3 Security of related documentation

CEACA ensures that the security of related documentation are stored in locked filing
cabinets accessible only to employees and the password protected student management
system, accessible to a select number of employees with a user profile. The security and
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retention of this information will comply with CEACA’s Information Management Policy.

11.3.4 Exemption under the Act

Where a student has an exemption described in Clause 3.6 (b) applies, CEACA will inform
the student by written notice, prior to either the completion of the enrolment or
commencement of training and assessment, whichever occurs first, that the results of the
training will not be accessible through the Commonwealth and will not appear on any
authenticated VET transcript prepared by the Registrar.

11.3.5 Issuance of certification

CEACA will ensure that it will not issue AQF certification documentation to an individual
without being in receipt of a verified USI for that individual, unless an exemption applies
under The Act.

CEACA will ensure that a verified USI has been obtained by generating reports with the
AVETMISS approved Student Management System and where a USI has not been verified,
withhold issuing certification until CEACA is in receipt of a verified USI as detailed in
CEACA'’s Issuance Policy.

Procedure:

Upon enrolment a student will provide their USI and/or give CEACA permission to obtain one
of their behalf. If a student gives CEACA permission they do so on their enrolment form at
initial time of enrolment. Once CEACA have received the individual USI, an authorised
employee will upload the USI reference on their enrolment form in red pen and update their
student profile in the AVETMISS approved Student Management System, where the USI will
be verified within 15 minutes. Security of these documents will comply with 11.3.3 of this

policy.

If the student is exempt from the Student Identifiers scheme CEACA will provide written
notice as stated in 11.3.4 of this policy.

Quarterly reports generated from the AVETMISS approved Student Management System
will be generated to determine students with an unverified USI and Student Progress
Reports generated on a monthly basis. These students will be contacted by an authorised
CEACA employee either through written or verbal means regarding providing CEACA with a
USlI.

If CEACA do not have a receipt of a verified USI at the completion of the training then

CEACA will withhold issuing certification and provide written notice to the student that
without a USI, they will not receive their certification.
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Issuance Policy

Reprints of AQF qualifications, Record of Results and Statements of Attainment are
available at CEACA. Records are maintained for 30 years and available on request by
the current or previous student.

1 AQF Qualifications (including record of results): $20

M Statement of attainment: $20
1 Unit of competency statements (such as Food Handlers): $5

14.5 Issuance of certification

The purpose of this policy is to ensure that CEACA issue certification that students are
entitled to under the AQF Qualifications Issuance Policy with a clear distinction made
between AQF qualifications and non-AQF qualifications. The integrity of the Australian
Quialifications Framework (AQF) is maintained. Certification is issued within 30 calendar
days after the student has completed the requirements, provided all agreed fees have been
paid in full and CEACA are in receipt of a verified Unique Student Identifier (USI) as per the
Unique Student Identifier Policy. This policy also ensures that CEACA issue consistent
certification and comply with all legislative and regulatory requirements.

As per the AQF Qualifications Issuance Policy the clear distinction between AQF and
non-AQF qualifications indicate that an AQF qualification (or full qualification) is issued to
only students who have been assessed as meeting the satisfactory requirements of the
accredited course / endorsed training packages within CEACA’s Scope of Registration and a
non-AQF qualification (or statement of attainment) is issued to students who do not
satisfactorily meet the requirements of the accredited course / endorsed training packages
within CEACA’s Scope of Registration however have satisfactorily completed accredited
units of competency that form part of a training package.

Students will be assessed for eligibility of certification through reports generated from the
AVETMISS approved student management system and through Student Progress Reports
generated on a monthly basis.

14.5.1 Issuance of AQF certification

CEACA will only issue AQF certification to students who have satisfactorily meet the
requirements of the training package listed on CEACA’s Scope of Registration. Student
eligibility of AQF qualification is determined upon completion of the nationally recognised
certificate course and where a student has satisfactorily completed the requirements of the
training package, are issued with their full qualification (AQF qualification) within 30 calendar
days of meeting the requirements.

When a student is issued with an AQF certification they receive a full qualification (otherwise
known as a testamur) and a Record of Results (otherwise known as a transcript).

14.5.2 Issuance of non-AQF certification

As per 14.5.1 CEACA determines student eligibility of AQF qualifications upon completion of
the nationally recognised certificate course and where a student has not satisfactorily
completed the requirements of the training package they are issued with a statement of
attainment for satisfactorily completed units (non-AQF qualification) within 30 calendar days
of not meeting the requirements.

Where a student withdraws in writing from a nationally recognised certificate course but has
satisfactory completed one or more accredited units the student is entitled in a non-AQF
certification which will be issued within 30 calendar days providing the completion of all
enrolment and withdrawal documentation has been completed, relevant fees have been paid
and CEACA have a verified Unique Student Identifier.
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When a student is issued with a non-AQF certification they receive a statement of
attainment. Record of Results (otherwise known as a transcript) is not initially provided
however can be requested by the student.

14.5.3 Withholding certification
CEACA maintains the right to withhold certification from students who have not paid all
agreed fees to CEACA and who have not provided a verified Unique Student Identifier (USI).

CEACA will release certification once fees are paid in full and a verified USI has been
received.

14.5.4 Scope of Registration

CEACA will only issue certification for training packages and/or units of competency listed on
its Scope of Registration.

14.5.5 Government regulations and quality assurance of certification

Where relevant under government regulatory and quality assurance certification issued to
students will include the CEACA Registered Training Organisation (RTO) Number 3730,
official name of the issuing organisation in this case Continuing Education and Arts Centre of
Alexandra Inc, CEACA logo, student name receiving certification, awarded AQF qualification
by its full name in the training package listed on CEACA'’s Scope of Registration, course
code and title (in that order) of any training product as published on the National Register,
certification date of issue / award / conferral, authorised signatory of the RTO, units of
competency achieved for any certification issued, record a number of each certification, a
Nationally Recognised Training (NRT) logo as per the NRT Logo Specifications and ensure
authenticity of the certification to reduce fraud by having an embossing system in place. This
system ensures that all AQF and non-AQF certification include an emboss of the
organisations seal to reduce fraud control which is reviewed in the Continuous
Improvement Policy.

In particular instances an AQF qualification and a non-AQF qualification will contain separate
information and/or logos as per the government and AQF requirements with examples
indicated below.

An AQF qualification should include either the wording ‘This qualification is recognised
within the Australian Qualifications Framework’ or use of any AQF logo authorised by the
AQF council. A non-AQF qualification must not contain the AQF logo or words.

A non-AQF qualification must be in a form that ensures it cannot be mistaken for a full
gualification (AQF qualification) must include the statement ‘A statement of attainment is
issued when an individual has completed one or more accredited units’.

14.5.6 Register of certification and replacement

CEACA will maintain a register of all AQF and non-AQF certification for a period of 30 years
that will be stored electronically in archives on the CEACA system by the issuing officer. The
archive documents will be reviewed annually in the archives on the CEACA system.

Current and past students can request a replacement certification for a fee which is indicated
in the Student Handbook. The replacement certification will be on the version and
signatures current at time of replacement with the original date of issuance. If the
certification is more than 10 years old, an archival search may be charged.

14.5.7 Third party service providers

Where CEACA have a third party agreement for full delivery of a course on CEACA’s Scope
of Registration, CEACA will be the only authorised organisation to issue certification to
students. When issuing certification CEACA will include the third party organisation’s logo at
the bottom of the certification making it clear that CEACA is the Registered Training
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Organisation.

14.5.8 Privacy disclosure and authentication

Certification will be issued by the issuing officer, in this case administration, only to the
student by sending the original document in physical mail by the Australia Post Office or by
emailing an electronic copy of their transcript to their personal email address. Under no
circumstances will information about units of competency, completion of certification and
student enrolment be disclosed to external third parties unless required by general CEACA
operations, government regulations and Australian Skills Quality Framework.

If a Registered Training Organisation calls to authenticate the certification, CEACA will
confirm authenticity by using the student name and certification number.

Student Rights Policy

CEACA will maintain professional standards in the marketing and delivery of training
programs and will safeguard the interests and welfare of students at all times.

CEACA’s obligation to students includes assuring the quality of the training and assessment
in compliance with these Standards, and for the issuance of the AQF certification
documentation.

CEACA is open to all eligible people regardless of gender, race, ethnicity, age, disability,
religion, or sexuality.

CEACA strives to maximise opportunities for access, participation and outcomes for all
students. CEACA ensures the provision of access and equity services to students as an
integral part of all services and will undertake to identify and, where possible, remove
barriers that prevent students from accessing and participating in our services.

Student Support is described under section 10.1.1 below.

This CEACA policy is complimented by others including Complaints and Appeals Policy,
Continuous Improvement Policy, Employment Policy, and Enrolment Policy.

CEACA remains responsible for the quality of training and assessment provided and for the
issuing of all qualifications and statements of attainment and that any changes to the
arrangements will be communicated to them, even where services are provided by a third

party.

If CEACA, or a third party delivering training and assessment on its behalf, closes or ceases
to deliver any part of the training product that the student is enrolled in, the student will be
contacted by the CEO who will, in discussion with the student and by mutual agreement,
make personalised arrangements to continue the study elsewhere, or alternatively refund all
or part of a student’s fees.

CEACA ensures the provision of access and equity services to students as an integral part

of all services and will undertake to identify and, where possible, remove barriers that
prevent students from accessing and participating in our services.
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10.1.1 Student Support and Services Policy

The purpose of this policy is to support the needs of individual learners and provides access
to the educational and support services necessary for the individual learner to meet the
requirements of the training product as specified in training packages or VET accredited
courses.

CEACA strives to identify any support individual learners need prior to their enrolment or
commencement (whichever is the earliest) and provide access to that support throughout
their training. For more information about identifying such support before enrolment, refer to
CEACA’s Enrolment Policy, which includes various assessments and self-assessments to
determine student needs.

Where additional student support would come at a financial cost to the student, this will be
made clear, discussed, and mutually agreed before engaging the support.

The requirements of training products as specified in training packages or VET accredited
courses will be made to the student though the relevant Training and Assessment Strategy
(TAS), provided to students before enrolment. Any areas identified as particularly difficult,
complex, or challenging for the learner group will be flagged in the relevant TAS.

Procedure:
While CEACA’s Enrolment Policy student attempts to identify support needs of individual
students, efforts continue throughout the student’s study.

Assessors review assessment results to identify where individual students need additional
support as their study continues and whether the learner should undertake additional study
in this area prior to enrolling in the course.

If a student is identified as needing additional support, CEACA has a range of actions which
may be taken, depending on the support required.

CEACA strives to maximise opportunities for access, participation and outcomes for all
students. In this spirit, Heads of School are authorised to make, or approve, reasonable
adjustments to a student’s learning plan, as long as it does not compromise their ability to
successfully complete all required learning or disadvantage other students.

CEACA strives to maximise opportunities for access, participation and outcomes for all
students. In this spirit, Heads of School are authorised to make, or approve reasonable
adjustments to a student’s learning plan and assessment, as long as it does not compromise
their ability to successfully complete all required learning or disadvantage other students.
Trainers and Assessors recommending Reasonable Adjustment for a student must get
approval from the appropriate Training and Student Coordinator via email. This is echoed in
CEACA’s Assessment Policy.

Heads of School are responsible for organising the following types of assistance which
CEACA will be able to offer free of charge:
1 Regarding speaking difficulties: Student may bring family member or friend to
help explain and interpret terminology or more complex issues
1 Regarding listening difficulties: Provision of seating close to trainer; Student
may bring family member or friend to ‘sign’ course content; Ensure course
materials are presented in clear, plain English.
1 Regarding reading difficulties: Provision of seating close to screen; Ensure all
course materials are written in plain English; The trainer may read written
materials to student on a one on one basis; Student may bring family member
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or friend to help read terminology or more complex issues; Increase the use
of graphics and signs in course materials; Provide large font training course
materials.

1 Regarding writing difficulties: Trainer may use alternate assessment method
(e.g. oral questioning); Student may bring a family member or friend to take
notes or complete exercises on the student’s behalf where writing skills are
not essential to course outcomes.

Other services, such as providing language translation, may come at a cost to students.
Students should approach a member of staff if they would like any type of assistance and
their request will be referred to and followed up by the appropriate staff member — in most
cases the Training and Student Coordinator or the CEO. Students will be advised of any
costs before such services are engaged. In such a case, a written agreement will be retained
as evidence.

Individuals who require additional help with their literacy and numeracy can access
information about their nearest LLN provider by calling The Reading Writing Hotline on 1300
655 506 or refer to their website at www.literacyline.edu.au. Any costs incurred will be the
responsibility of the student.
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Rights to Information Policy

Prior to enrolment students are provided access to current and accurate information
enabling them to make informed decisions about undertaking training with CEACA,
including, but not limited to: the code, title and currency of the training product to which the
learner is to be enrolled, as published on the National Register; the training and assessment,
and related educational and support services CEACA will provide to the learner including
estimated duration, expected locations at which it will be provided, expected modes of
delivery, name and contact details of any third party that will provide training and/or
assessment, and related educational and support services to the learner on the RTO’s
behalf, and any work placement arrangements. This information is contained within the
relevant Training and Assessment Strategy (TAS) which students are provided access to
prior to enrolment and strongly encouraged to read. The TAS also includes requirements the
student must meet to enter and successfully complete their chosen training product, and any
materials and equipment that the learner must provide.

CEACA’s Enrolment Policy ensures students are informed about their obligations in
relation to the repayment of any debt to be incurred under the VET FEE-HELP scheme
arising from the provision of services. It also details how students are provided information
on the implications for the student of government training entitlements and subsidy
arrangements in relation to the delivery of the services, as well as all relevant fee
information, funding entitlements, and consumer rights.

This policy details how and when students are notified of the termination of any
arrangement, where there are any changes to agreed services,

Where a third party is involved in the training and/or assessment, students have a right to
know who this is. This disclosure process is described in CEACA’s Third Party Policy, and
Marketing and Advertising Policy. Regardless of third party arrangements, any student
enrolled with CEACA is able to contact both CEACA and the third party at any time.

Procedure:

Where there are any changes to agreed services, the RTO advises the learner as soon as
practicable, including in relation to any new third party arrangements or a change in
ownership or changes to existing third party arrangements.

The CEO, Program and Quality Manager, and Heads of School must monitor their
respective areas of responsibility, such as legislation, learning material, or third party
agreements, and identify changes as soon as possible.

The changes will be brought to the attention of the Program and Quality Manager by email
within 24 hours of becoming aware of the change. The Program and Quality Manager will be
responsible for notifying all relevant/affected students, staff or third parties of the changes in
writing. Responses, where present, will be recorded by the Program and Quality Manager for
discussion and resolution at the next scheduled staff meeting.

10.1.3 Freedom from Abuse Policy

All trainers and students have the right to feel safe and to participate in programs and
services in a non-threatening environment. CEACA’s workplaces and service sites should be
free from physical, sexual, emotional and verbal abuse, harassment and assault.

Distinct from CEACA’s Complaints and Appeals Policy, this section details how students can
expect trainers and assessors engaged by CEACA to attempt to deal with

Procedure:
In the event of any abusive behaviour within CEACA, the following steps will be taken:
1. The trainer will manage and control the behaviour where possible, warning of

consequences of continued unacceptable behaviour. The trainer is not required to
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engage in procedures under CEACA’s Complaints and Appeals Policy, but the
trainer or any affected person may do so at any time.

2. If the behaviour continues, the CEO will meet with the person involved to gather
information from their perspective and receive their side of the story. If the CEO finds
the claims substantiated, the CEO will make sure the person is aware that their
behaviour is problematic and a solution must be found, explaining that they risk being
excluded from the premises if the person’s behaviour continues to be problematic.

3. If problems persist, a written notification will be issued by the CEO giving the person
a period of time for the problems to be rectified and a date for exclusion from the
premises if it is continued.

Appeal against this exclusion must be made in writing to the CEACA Board of management
within 7 days. The Board must respond in writing within three days of the next scheduled
Board meeting. If the offender remains dissatisfied with the outcome of the appeal they may
peruse the grievance through other means or come to a mutual agreement with the CEACA
Board of Management to engage a private and independent professional to resolve the
dispute. This may involve costs to the offender.

If behaviour constitutes any likelihood of threat or harm to anyone, staff and trainers may
take appropriate action immediately, including calling the Police where necessary.
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PART 3: Training and Assessment

Submission Guidelines

The following submission guidelines apply to all student work that is submitted to trainers.
The presentation of any assessment and work is important.

It is the responsibility of the student to keep a copy of their assessment work just in case it is
lost in transit.

Presentation
1 Completed Assessment Task Coversheet (if applicable)

Name on every page of work

Unit name and unit code on every page

Page numbers on every page

Only print and write on one side of the paper

A4 paper only

Do not use staples

Use paper clips instead of staples

No shredded edge paper from torn out books

Do not place individual pieces of paper into individual plastic pockets in a folder
Typed or hand written work only

If hand written, do not use pencil

Have headings (where appropriate)

Well presented with correct grammar, punctuation and referencing

All assessment questions need to be included above individual answers.

=8 =8 =4 =4 =8 -4 - a8 -a oa o o g

Tips

Focus on set tasks

Show you have researched thoroughly
Cover topic in a logical, structured manner
Be written in simple, clear language

= =4 =4 =4

Assessment

Assessment in most courses will be on satisfactory completion. Assessment may include
written, verbal, class presentation, demonstration of practical skills, tests or other methods
as indicated in course outlines. Up-front assessment can be undertaken where students
believe they may already be competent.

Students will only gain a competency in any given unit upon obtaining a satisfactory result
for all assessments associated with that unit.

The following grading categories will be used for assessments:

S: Satisfactory
For students who have achieved a satisfactory result in assessment.

NS: Not Satisfactory
For students who have achieved a non-satisfactory result in assessment.
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The following grading categories will be used in units:

C: Competency Achieved
For students who have achieved all of the learning outcomes specified for that unit.

NYC: Not Yet Competent
For students who have not achieved all of the learning outcomes specified for that unit.

W: Withdrawn
For students who have officially withdrawn and completed a withdrawal form.

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:

1 Performance at an acceptable level of technical skill;

9 Organising one's tasks;

1 Responding and reacting appropriately when things go wrong; and

1 Transferring skills and knowledge to new situations and contexts.

Standards are statements of the required workplace levels of performance.

Assessment of competency

Means the process of collecting evidence and making judgements on whether competency
has been achieved to confirm that an individual can perform to the standard expected in the
workplace, as expressed by the relevant endorsed industry/enterprise competency
standards of a Training Package or by the learning outcomes of an accredited course.

Assessment Guidelines
Means an endorsed component of a Training Package which underpins assessment and
which sets out the industry approach to valid, reliable, flexible and fair assessment.

Assessment materials

Means the physical and documentary resources that assist in any part of the assessment
process. They may include information for the candidate, the documented competency
standards or other documented assessment benchmarks, other related documentation
impacting on assessment, the assessment tools, assessment exercises/activities,
equipment, tools, and any other resources for the quality assurance arrangements of the
assessment system.

Assessment methods

Are made up of at least 90% class attendance and participation as well as the particular
technique/s used to gather different types of evidence. This may include methods or
techniques such as questioning, direct observation, structured activities, third party
feedback, portfolios and review of products. Work placement, assessments, assignments
and projects are included also and these components help make up the total competencies
of the course.

Assessment only pathway

Refers to the achievement of competencies/qualifications recognised through a process of
formal assessment by an assessor. This involves evaluative judgement of collected
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evidence arising from any combination of formal or informal education and training and
education, work experience and/or general life experience; and recognition of competence
held through a process of assessment that is not directly linked to a structured learning
process to support achievement of the competencies. See also Skills Recognition process.

Underlying Principles of Assessment
For an effective assessment system in a competency-based environment, some basic
principles of assessment and rules of evidence must apply:

1 Validity
Assessment is valid when the process assesses what it claims to assess.

1 Reliability
Reliability refers to the consistency of the interpretation of evidence and the consistency of
assessment outcomes. Reliability can only be achieved when assessors share a common
interpretation of the unit(s) being assessed.

9 Fairness
Assessment is fair when the assessment process is clearly understood by candidates and
agreed by both assessors and candidates and when candidates' needs and characteristics
are addressed.

1 Flexibility
Flexibility in assessment involves consideration of the various needs of the parties involved
in the assessment process. Flexibility applies to the assessment process - not the
competency standard. Providing for flexibility must be balanced to ensure validity of the
assessment.

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

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

1 Sufficiency
The collection of sufficient evidence is necessary to ensure all aspects of the competency
standard have been captured. Supplementary sources of evidence may be necessary to
avoid repeating the competency.

1 Currency
Currency relates to the age of collected evidence. Competency requires demonstration of
current performance - therefore the evidence collected or provided must be recent.

1 Authenticity
Authenticity relates to ensuring the evidence is from the candidate and not another person.
Where evidence relies on indirect or supplementary forms of evidence or the direct evidence
is not directly observable, other complementary evidence that supports authenticity may
need to be provided.
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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:

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

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

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

1 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

1 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;:
1 Interpret and understand the criteria;
i Ensure that evidence meets the standards;
i Ensure that evidence is valid, authentic, reliable, consistent, current and sufficient;
and
1 Use expertise to make fair and objective judgements.

Forms of Evidence
In general, basic forms of skills evidence include:

91 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

1 Supplementary evidence, from:
oral and written questioning
personal reports
witness testimony

Appropriate and valid forms of assessment for both skills and knowledge may

include:
9 Evaluation of direct products of work;
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Natural observation;

Skill tests, simulations and projects;

Evaluation of underpinning knowledge and understanding;
Questioning and discussion; and

Evidence from prior achievement and activity.

=A =4 =4 -8 9

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 identified
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.

Appeals

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

Practical work placement is an important component of the course it is associated with.
Placement provides the opportunity to apply skills and knowledge with support and
supervision and allows a student to relate class room activities to their role within the
industry.

AND MUST BE COMPLETED IN 3 X 2 WEEKLY BLOCKS OR “SPECIAL
CONSIDERATION” MUST BE SORT FROM THE TRAINING AND STUDENT CO-
ORDINATOR

Location

CEACA has a list of work placement locations that have accepted the responsibility of
hosting a student. However, if a student is currently working within the industry, their current
workplace can be accepted as their practical work placement.

If a student wishes to undertake their placement at a location not specified in the list
provided to students, then it is the responsibility of the student to approach an organisation
themselves and request to undertake their practical work placement at the desired
organisations.

Unless a student has selected their current workplace within the industry to undertake their
practical work placement, the student will not be paid while on practical work placement.

Pre — Placement Meeting

When a student has selected their current employing organisation to undertake their
practical work placement at, the student will need to organise a meeting with the supervisor
in order to organise expectations, requirements, days of placement and other required
information.

Agreement and Schedule

When the student meets with the supervisor at the location where they will be undertaking
work placement a ‘Practical Work Placement Schedule and Agreement’ must be signed and
agreed. This includes days of work, hours of work and a start and end date.

The ‘employer’ otherwise known as the practical work placement location and the student
must fill out the indicated areas before a CEACA representative is to sign.

An original practical work placement agreement must be completed and signed by CEACA
before practical work placement commences. A copy of work placement agreement will be
distributed to the student and work placement location once it has been processed by
CEACA.

Without a Practical Work Placement Agreement and Schedule completed the student
will not be covered under insurance.

Documentation Required
A student must not commence work placement without a current Police Check and/or
Working with Children’s Check as per the Working with Children’s Act 2005.

The checks will be obtained at the students own expense.

When a disclosure has occurred on a student’s police check, the student can discuss
alternatives with the CEO.
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Police Checks and Working with Children’s Check will be stored under the guidelines in the
Records Management Policy.

Work Placement Folder

Once documentation such as the Practical Work Placement Agreement and Schedule has
been received by CEACA, the student will be issued with a Work Placement Folder to be
completed while on placement.

A logbook must be completed each day of placement by the student and signed by the
supetrvisor.

Further information regarding rights and responsibility can be found in the beginning of the
practical work placement folder.

Practical Work Placement Component

The work placement is attached to all specified units and without a successful completion of
the work placement, folder and logbook the student will not gain a full qualification; instead
they will receive a statement of attainment for those units not required in placement until
practical work placement has been completed successfully.

Confidentially
While a student is on work placement they are to meet the confidentially of all clients and

employees.
Clients and employees must not be identified in documentation.

No photographs of clients may be taken while on placement however if it is necessary check
with the supervisor of the organisation.

Photographs of clients work are acceptable.

The Aims of Work Placement include;
Develop theory skills into practice

Demonstrate ability to communicate with other employees and clients
Demonstrate ability to follow workplace policies and procedures
Determine suitability to work in the industry

Determine areas needed for improvement

Gain experience in the industry

Enrich the learning experience
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Roles and Responsibility

When a student goes into a practical work placement location they need to remember that
they are representing CEACA, which relates to abiding by the CEACA Code of Conduct,
while gaining fulfilling experience as a student.

Further roles and responsibilities relating to a student’s practical work placement and course
can be found in the practical work placement folder.

Working with Children’s Act 2005
For further additional information on the Working with Children’s Act 2005, please refer to
the following website http://www.workingwithchildren.vic.gov.au/

Page 41 of 58


http://www.workingwithchildren.vic.gov.au/

Assessment Information

Competency Sheets

Competency sheets are to be completed for each unit of competency a student undertakes.
Competency sheets are to be completed and attached to the front of a student’s assessment
task upon submission to the CEACA office for further statistical and compliance processing.

Competency sheets are to be completed and signed in both sections by both the student
and trainer.

Statistical and compliance processing does not occur on the unit of competency where no
competency sheet has been completed or has only been partially completed.

Under no circumstances will an assessment task be accepted by administration without a
full completed competency sheet. An assessment task with an incomplete competency sheet
will be returned to the trainer and/or student.

Submission
Submissions of assessment tasks must only be accepted where a competency sheet has
been attached. Submission standards can be found under scanning for audit purposes.

Penalties
Written work that is untidy, illegible, of inadequate detail, or which does not use acceptable
academic standards of referencing, may be penalised by:

1 Not being accepted

1 Being returned for resubmission

Resubmission and/or Reassessment
Students whose work does not meet the competency standard will be given the opportunity
to resubmit the piece of work.

If a student has to resubmit a piece of work,a resubmission forms will be completed for
clarity purposes. The resubmission forms are used to lessen any confusion that may occur
about resubmissions.

Resubmissions will generally be notified by the course trainer and as a last resort,
administration might call.

If the due date is not met then the work will not be accepted after this date.

Scanned Work

Trainers deliver student assessment tasks to the office for scanning once the work has been
marked. When a processing complication occurs such as a resubmission or a missing
signature the work might be returned to the trainer and/or student.

Once student work is scanned into our system and processed the work receives a ‘Scanned
Stamp’ as pictured below.

If, for any reason you have received your returned work without the scanned stamp, it may
not have been processed or is returned for other reasons.
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Extensions and Late Work

Extensions beyond the due date for written assessments are possible in special
circumstances. Students should apply to the trainer before the due date and discuss the
reason the extension is sought. If granted, these are usually given for a maximum of two
weeks.

A record of extensions will be kept in student files, as regular use of extensions is an
indication of poor time management. Repeated requests will not be approved.

Work must be up to date by the end of each term. The CEO may waive this requirement only
in exceptional circumstances.

Withdrawal
When a student has decided to withdraw from their course the Training and Student
Coordinator AND Finance and Statistics Manager must be immediately notified.

Students who decide to withdrawal must complete a withdrawal form from the office.
Upon receiving withdrawal form, student fees are amended to reflect fees used.

End of year deadline
All work MUST be submitted by end of November.

If a student fails to successfully complete their course of choice within one calendar year, the
student will need to re-enrol and pay an additional fee in the new calendar year.

Statistics
The accredited course you're studying is a part of the nationally recognised training system
and requires CEACA to upload completed data at the end of each calendar year.

Credentials

At the end of the course, if there are no outstanding fees students will receive a credential
based on the units successfully completed, a full qualification is issued when all units have
been successfully achieved.

A statement of attainment is issued when a student has completed one or more units of
competency however has not fulfilled the requirements to gain a full qualification.

Credentials will be formally presented to students on the Annual Graduation Night in
February of each year. Invitations are sent out closer to the date of the graduation.

If a student does not attend the graduation night then their credentials will be sent to their
address provided at enrolment after the night has occurred.

If a student requires a transcript of results or a letter of completion for other training and
enrolment purposes a request must be made to CEACA.

Plagiarism

Plagiarism is a form of cheating. It is taking and using someone else's thoughts, writings or
inventions and representing them as your own. Plagiarism is a serious act and may result in
a participants’ exclusion from a Unit or a course. When you have any doubts about including
the work of other authors in your assessments, please consult with your trainer.
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The following list outlines some of the activities for which a participant can be
accused of plagiarism:
1 Presenting any work by another individual as one's own unintentionally
I Handing in assessments markedly similar to or copied from another student.
1 Presenting the work of another individual or group as their own work.
1 Handing up assessments without the adequate acknowledgement of sources used,
including assessments taken totally or in part from the internet.

CEACA treats plagiarism as a serious academic offence. Penalties in cases of plagiarism
will be determined by the CEO, and can result in a student receiving a NYC for the unit.

Referencing Referencing is a formalised system for acknowledging the work of
others in academic work. The preferred and common referencing style
is the Harvard Referencing Style.

Harvard Referencing Style — author, date, system.

What about Copyright?

You must be careful when copying the work of others. The owner of the material may take
legal action against you if the owner's copyright has been infringed. You are allowed to use
a certain amount of copying for research or study purposes. Generally, 10% or one chapter
of a book is acceptable, where the participant is studying with, or employed by, an
educational institution.

Confidentiality

Students are required to observe confidentiality at all times. Breaches of confidentiality will
be viewed as a serious offence and disciplinary measures will be taken by CEACA against
any student involved in such a breach.

All examples in assessment work must be based on fictional characters.
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Recognition of Prior Learning (RPL)

11.1 Recognition of Prior Learning (RPL) Policy

The purpose of this policy is to accommodate students who wish to have their prior learning
recognised by CEACA. CEACA is committed to providing students and prospective students
with a fair and accessible policy and procedure for Recognition of Prior Learning (RPL). The
RPL policy and procedure is designed to be flexible to meet the needs of students.

It is not mandatory for students to repeat any unit in which they are already competent,
unless required for a licencing or regulatory requirement.

Recognition of Prior Learning (RPL) is a process that assesses competencies a student
currently has, regardless of how, when or where the learning occurred. This includes
competencies attained through any combination of formal or informal training and education,
work experience or general life experience.

Providing credit for previous studies is not a recognition of prior learning (RPL) process but
rather a credit transfer process. RPL is a form of assessment of the competence of a person,
while providing credit is recognising the equivalence of studies previously undertaken and
completed successfully.

Each course offered by CEACA has a unique RPL Kit due to variance between courses.
Each kit details RPL information specific to that course, such as fees and requirements.
While each RPL kit contains some unique information, all kits are designed to complement
and reflect this policy.

Heads of School will take responsibility for RPL processes, and are the primary point of
contact for students undertaking RPL. RPL processes will be valid, reliable, flexible and fair.
Supporting evidence collected will be valid, sufficient and authentic.

CEACA will not issue a qualification or statement of attainment that is achieved wholly
through recognition of units and/or modules completed at another RTO or RTOs.
Assessment will be conducted according to CEACA’s Assessment Policy. Students may
appeal RPL outcomes under CEACA’s Assessment Complaints and Appeals Policy.
All original application forms, documents and evidence will be cited and verified by a
manager or Training and Student Coordinator before being electronically filed on CEACA’s
Student Management System along with the student’s other information and documents.
The cost of administration and assessment of skills recognition assessment application is
listed in relevant RPL Kit.

Procedure:

Procedural requirements for each RPL assessment may vary slightly. For this reason the
RPL Kit is the primary reference point for RPL procedures for any given course. An overview
of the RPL process is evident in the flow chart included in this section. Note the RPL kit is
made available to applicants at the start of the process, before enrolment and the collection
of any fees.

The duration for the entire RPL process can take many weeks to complete. The actual time
will depend heavily on how much support information and documentation is provided. As a
guide, a student should allow approximately 8 weeks for the entire process to be completed.
Fees for an RPL assessment are variable for each course as well as each
student/application depending on individual circumstances and needs. Fees are however
calculable based on fee information provided in each RPL Kit. Students may request help
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calculating the fees for their specific RPL application from Heads of School or other
appropriate CEACA staff members.

The RPL Kit provides sufficient information for students to self-assess whether RPL is an
appropriate pathway. The RPL Kit includes details of all the competencies required,
suggestions for collecting evidence and some resources to help students with evidence
collection. It provides information and direction as to appropriate and adequate information in
order to maximise opportunities for a successful assessment outcome. This includes
information on qualifications, units of competence, evidence guidelines and sources of
information.

Assessment methods will accommodate the literacy levels, cultural and educational
background and experiences of students, whilst ensuring competency standards are met.
Assessment methods will provide for a range of ways for students to demonstrate they have
met the required outcomes.

Students will be provided with, and may seek at any time, advice about the assessment
processes and the types of evidence to be considered from the relevant Training and
Student Coordinator.

RPL assessment will be undertaken by suitability qualified assessors.

To determine authenticity of supplied evidence it may be necessary for CEACA to verify and
contact third parties listed within a RPL application. By completing the RPL application and
listed third parties to verify competencies, permission has been given to CEACA to contact
these individuals.

RPL Kits will provide an outline of the suggested evidence that could be supplied. Sample
evidence may include (but is not limited to): students’ resumes outlining specific job positions
and how they relate to specific skills requirements; completed testimonials from clients or
employers; work samples; references; and completed performance reviews.

Where the student is assessed as ‘Competent’ they will be advised in writing and
appropriate certification will be issued according to CEACA’s Issuance Policy. Where the
student does not satisfy competency requirements, Heads of School will discuss further
possibilities with the student on a case by case basis, and may include practical tasks, third
party validation or gap training. Additional costs may be incurred.

Assessment will be conducted according to CEACA’s Assessment Policy. Students may
appeal RPL outcomes under CEACA’s Assessment Complaints and Appeals Policy.
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OVERVIEW OF RECOGNITION PROCESS

This kit has been developed to streamline the application for recognition of prior learning.

Initial Student Enquiry

-

Give student access to RPL kit and CEACA palicy
and procedure manual (may be online reference)
Timeframe: Immediate

«

Complete CEACA enrolment form, application form
contained in RPL kit and pay application fee outlined
in RPL tool associated with the course.
Timeframe: At student’s convenience

-

Interview and provide evidence for
documentation review
Timeframe: Within two weeks

P

Competency conversation with Head of
School

Timeframe: Within one week

) 4 ) 4

Yes, competent Mo, not yet competency
Timeframe: Within 48 hours Timeframe: Within 48 hours
» Signoffby assessor Alternative options will be discussed with
- the Head of School an a case by case
* E.nter and enrall f” SMS basis and may include completing other
» File documentation tasks such as third party validation, gap
electronically training or completing additional units.
; Student may appeal or air grievances as
« Enter nutccm.e(s] in SMS Sutlined in RPL kit
* Issue credential Timeframe: s soon as practicable
Timeframe: Within 2 weeks
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Complaints and Appeals Policy

The purpose of this policy is to manage and respond to allegations involving the conduct of
the RTO, its trainers, assessors or other staff, a third party providing services on the RTO’s
behalf, its trainers, assessors or other staff; or a student of the RTO. This policy also
manages requests for a review of decisions made by CEACA, detailed under sub-section
6.1.1 below.

Note: Policy and procedures for dealing with complaints and appeals related to assessment
are detailed in CEACA’s Assessment Policy.

This policy will ensure the principles of natural justice and procedural fairness are adopted at
every stage of the complaint and appeal process, and ensure complaints and requests for an
appeal are acknowledged in writing and finalised as soon as practicable. If CEACA
considers more than 60 calendar days are required to process and finalise the complaint or
appeal, the complainant will be informed of the reasons by writing. Regularly updates on the
progress of the matter will be relayed.

The document is publically available from the CEACA office at 38A Downey Street,
Alexandra, and online at ceaca.com.au.

Privacy and confidentiality will be observed wherever possible, and records of all complaints
and appeals and their outcomes will be securely stored. For more information about records
management refer to CEACA’s Information Management Policy.

This policy ensures potential causes of complaints and appeals are identified and
appropriate corrective action is taken to eliminate or mitigate the likelihood of reoccurrence
and plays a role in CEACA’s continuous improvement. For more information refer to
CEACA’s Continuous Improvement Policy.

All complaints and appeals received will be viewed as an opportunity for improvement.
This complaints and appeals process will be at no cost to the student unless referred to a
third party.

Complainants have the right to access advice and support from independent external
agencies / persons at any point of the complaint and appeals process. Use of external
services will be at the complainant’s costs unless authorised by the CEO.

Complaints may include any matters of concern relating to training delivery and assessment,
the quality of the teaching, student amenities, discrimination, sexual harassment, failure to
comply with procedures, accidents and potential hazards, product or service changes, loss
or damage et cetera.

Actions may include discussion and conciliation, removing hazards, re-work or replacing
products or services, referral, et cetera.
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Procedure:
Students are encouraged to discuss any concerns with staff at all stages of their involvement
with CEACA to avoid small issues becoming substantial complaints.

Where possible all non-formal attempts shall be made to resolve the issue. This may include
advice, discussions, and general mediation in relation to the issue and the student’s issue.
Any staff member can be involved in this informal process.

The flowchart included in this section clearly details the complaints procedure, with the flow
chart for appeals following in sub section 6.1.1.

In all cases, complainants or individuals involved in the process are entitled to have an
independent witness/helper/advocate during all stages of the process.

In all cases, CEACA'’s process follows the principles of natural justice and procedural
fairness by allowing anyone subject to a decision by the, or anyone who has allegations
made against them, to tell their side of the story before a decision is made. This will occur
during the second, third, and/or fourth stage of the process described in the flow chart. This
may involve, where appropriate, conducting separate interviews with both the person making
the complaint and the person the complaint is about.

Though responsibilities in this process fall to the CEO and Program and Quality Manager,
alternative independent representatives may be assigned to the tasks where there is a
conflict of interest.

Where the RTO considers more than 60 calendar days are required to process and finalise
the complaint or appeal, the RTO informs the complainant or appellant in writing, including
reasons why more than 60 calendar days are required, and regularly updates the
complainant or appellant on the progress of the matter.

On enrolment, all learners are directed to the policy and must confirm that they understand
their rights in this area.

Complaints can be submitted online using the Complaint and Appeals Form under the
Student Information tab on ceaca.com.au. Completed forms may be emailed to the Program
and Quality Manager compliance@ceaca.com.au or submitted in person at CEACA’s head
office, 38A Downey Street, Alexandra. Alternative arrangements may be made if the
complainant does not wish to involve the Program and Quality Manager due to concerns
such as conflicts of interest.

Though forms have been designed to be simple and easy to complete, to ensure people are
not disadvantaged, complainants are able to speak with a staff member about concerns and
the staff member can complete the form on their behalf if required.

All complaints and appeals are recorded on the Complaints and Appeals Log that includes
relevant details to allow analysis of matters over time and identify any common factors that
may need action.

Once complaints and appeals are finalised, they are presented to the management team at

their monthly meeting, where they are reviewed to see if there is a need to change any
procedures or practices.
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Complaints Process Flowchart

Thecomplainant must bring the complaint tothe attention of astaff member. As
trained to do, the staff member will inform the student of options which are, either:

/

\

a. Complete (with assistance where necessary) a
Complaints and Appeals Form, available from CEACA
administration or ceaca.com.au under the Studert
Imformation tab, and submit it to the Program and Quality
Manage

b. Speak or email directly tothe Program and
Cualty Manager.

In either case the complainant may wishto remainanonymous, but must understand this may impact the
ability of CEACA to adequately resolvethe complaint. If the complainant isumwilling tocontactthe
Program and Quality manager, or wherethere isa conflict of interest, the complainant may choose to

directly contact the CEQ.

The Program and Quality Manager (or CEQ, where relevant)
will confirm receipt and detail progression of thecomplaint in
writing to the complainant.

The Program and Quality Manager will record the complaintin
the Complaints and Appeals Log.

The Program and Quality Manager will assessthe complaint
before referrng it to the CEQ with suggested possible actions
which willvary according to the circumstances of the
complaint. Suggested actionsmay include, but are not limited
to, organising interviewswith the complainantand the subject
of the complaint [where applicable), making changesto
operations or envirenments, contacting the police, negotiating
with the complainant, ortaking noaction.

Timeframe: Within 10working daysor immediztely upon
receipt in thecase of complaints regarding dangerous or
criminal izsues.

The Program and Quality Manager [or CEC, where relevant) will
discussthe desired resolutions with the complainant. If an officid
resolutionand,or significant action isrequired,requested, the
complainant may be advised to complete a Complaints and
AppealsForm [with assistance where neceszary).

In any case, the Program and Quality Managerwill record the
complaint in the Complaintsand Appesals Los.

The Program and Quality Manager will azsez=the complaint
before referring it to the CEC with sugsested possible actions
which will vary according to the circumstances of the complaint
Sugeested actionsmay include, butare not limited to, organising
interviewswith thecomplainant and the subjectof the complant
[where applicable), making changesto operations or
environments, contacting the police, negotiating with the
complainant, or taking no action.

Timeframe: Within 10working days or immediately upon receipt
in the case of complaints regarding dangerous or criminal issues.

relevant parties.

The CECQ will decidewhat action iz appropriste and organise the action. Decisions and actions will berecorded in the
Complaints and Appeals Log by the Program and Quality Manager or CEDQ and relayed tothe complainantand other

Timeframe: Within 20 calendar days. Complainantswill be notified in writing by the CEQ or Program and Quality
Manager if more than 60 days arethought tobe required for the entire process.

Timeframe: Within 20 calendar days.

After the actionstake place, a review of the complaint, the cutcomes, and identifiable causeswill be compiled by the CEQ ar Program
and Quality Manager. Thisreportwill be recorded in the Complzints and Appesals Log, filed securely in CEACA = database, and will be
raised as an agenda item at the next monthly staff meeting so further action may be taken toavoid repeat occurrences. The CED or
Frogram and Quality Managerwill notify the complainant and relevant parties as to the cutcome of the complaint in writing.

The cutcome may be appealed by any relevant party. Timeframe: Within 20 calendar days.
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6.1.1 Appeals

If any party involved in the determination of a complaint is dissatisfied with the outcome they
may appeal the decision within 20 calendar days.

In this case the appellant should lodge another Complaints and Appeals form following the
same first three stages of the Complaints policy in the same timeframes. Once the appeal
has been lodged, and the appellant notified of progress of the appeal, the Programs and
Quality Manager (or, where a conflict of interest exists, an alternate member of staff) will
assess the complaint before referring it to the CEO with suggested possible actions which
will vary according to the circumstances of the complaint. The appeal process remains free
for students at his point.

At this stage the CEO (or, where a conflict of interest exists, an alternate member of staff)
will directly contact the appellant to determine if they would prefer another internal review of
their complaint by a different member of staff, or if they would prefer to use a third party
independent of the RTO and the complainant or appellant, which may take the form of, for
example, a professional mediator or another RTO. The CEO will determine which third
parties may be appropriate at that time and make clear any associated costs associated with
engaging the third party. The decision will be acknowledged in writing by both parties before
the services of a third party are engaged. Once the third party has reached a determination it
will be relayed to the appellant in writing.

Records of all appeals and their outcomes will be documented and monitored by the
Program and Quality Manger in the Complaints and Appeals Log. Outcomes and records will
be analysed by the Program and Quality Manager to attempt to ensure the issue doesn’t
reoccur.
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Appendix A, Fire Plan
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Appendix B, Submission Guidelines

Submission Guidelines

The following submission guidelines apply to all student work that is submitted to trainers.
The presentation of any assessment and work is important.

It is the responsibility of the student to keep a copy of their assessment work just in case it is
lost in transit.

Presentation
i Completed Assessment Task Coversheet (if applicable)

Name on every page of work

Unit name and unit code on every page

Page numbers on every page

Only print and write on one side of the paper

A4 paper only

Do not use staples

Use paper clips instead of staples

No shredded edge paper from torn out books

Do not place individual pieces of paper into individual plastic pockets in a folder
Typed or hand written work only

If hand written, do not use pencil

Have headings (where appropriate)

Well presented with correct grammar, punctuation and referencing

All assessment questions need to be included above individual answers.

= =8 =4 =4 =4 -4 A a8 o oa oa o on

-
S
7

Focus on set tasks

Show you have researched thoroughly
Cover topic in a logical, structured manner
Be written in simple, clear language

=

= =4 =4
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Appendix D, Competency Coversheet

ASSIGNMENT COVER SHEET (Attach to all submitted work)

Student Name

Course Code and Name TAE40110 Certificate IV Training & Assessment

Units code and name BSBCMM401A Make a presentation

Title of Assessment Final Assessment

Trainer Name Kim Whitten

Due Date

Received By
(staff signature)

Date Received

CONDITIONS OF ASSESSMENT
By signing below you are agreeing to the conditions of assessment

Please tick the appropriate boxes and sign below

N Clear guidelines will be given in regard to dates, research requirements, formal presentation expectation
and reasonable access to trainer for assistance.

A Task to be clearly explained to the learner. N | have included a reference list (if applicable).

N Extension of due date granted (if applicable). n Learner has the opportumty to clarify any

concerns/LLN requirements

A | have a backup copy for my own records. N Complete all sections of the assignment.

A The assignment is typed. 4 Attach this coversheet to your assignment and

submit it to your allocated trainer above.

N Successful completion of this unit is dependent N Students are aware that host organisations for
upon satisfactory completion and submission Work Placement will provide all necessary WHS
of practical placement log books 1 & 2 related information & training

| Student’s signature | | Date |

Please Note
Assessments breaching the plagiarism policy, and those not adhering to the above

conditions, will be rejected and the student will be assessed as Not Yet Satisfactory (NYS).

Resubmits | For this assignment 1. Original H 2. 3.N

Parts to the Assignment

’
Assessment tasks for the assignment / unit prior to P/ P H

S
S5 |
S5

5
Outcome achieved n
Date / /

Trainers Signature

Final outcome achieved  with Practical placement

Units without
P/P
Unit outcome
C or NYC

5

n
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Date /

—_

Trainers Signature

Unit with P/P
outcome
C or NYC

5

n

Trainer/assessor feedback sheet

*kkkk Th e En d *kkkk
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