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CONTACTS

DUBBO (Head Office)

Unit 3/36 Darling Street
PO Box 1873
DUBBO NSW 2830

Ph: (02) 6884 9981
Fax: (02) 6884 4478

ACT

Access Facilitation

Unit 12A National Press Club
16 National Circuit

BARTON ACT 2600

Ph: (02) 6162 0225
Fax: (020 6162 0229

PORT MACQUARIE

Level 1, Suite 2
31 Horton Street
PORT MACQUARIE NSW 2444

Ph: (02) 6584 9400
Fax: (02) 6584 9433

SYDNEY
Suite 103/12 Waters Road
NEUTRAL BAY NSW 2089

Ph: 1300 784 408
Fax: (02) 6884 4478

WAGGA WAGGA

Unit 2/104 Baylis Street
PO Box 142
WAGGA WAGGA NSW 2650

Ph: (02) 6921 3087
Fax: (02) 6921 3976

Servicing the following regions:

Central West, Far West, MIA,
North CoastNorth West,
Riverina and Southwest Slopey

Workplace Assessor:

Free Call: 1300 784 408

Email: admin@agt.edu.au

Website: www.aqgt.edu.au

Contact Number(s):
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INTRODUCTION

Welcome to your Access Group Training (AGT) course. Access Group Training (AGT) is registered to provide a

range of nationally accredited courses/qualifications in New South Wales, Queensland, Victoria, Western

Australia and South Australia and Australian Capital Territory. AGT also offers a variety of non-accredited

courses and consultancy on a fee for service basis. AGTQa Y I yIF A3SYSy i aeai ST0rF a o ¢
and we take great pride in our provision of service, training outcomes and staff dedication.

Vision Statement:
Enriching lives through Vocational Education Sndtainable Employment
Mission Statement

Access Group Training will;

e provide Learning and Development services to Industry and individuals to increase skill levels and
promote sustainable employment. AGT believes all vocational training activities should have a positive
AYLI OG 2y GKS FdzidzNB LISNF2NXIFyOS 2F 2dz2NJ Of ASy i Q:

e work within the Australian Quality Framework and provide inspiring training in a timely manner that will
enhance knowledge, skills and motivate trainees to realise their full potential.

e strive to build partnerships with all our clients to ensure the programs we deliver will contribute to
positive learning outcomes through the use of the most appropriate training and learning methodologies
for the particular individual and workplace.

o endeavour to be leaders in our field by monitoring learning outcomes and communicating well with all
stakeholders.

e aim to be a responsible corporate citizen in all our endeavours and will strive to deliver the best
outcomes for our stakeholders at all times.

This booklet is designed to give you some specific information on issues, which may be relevant during your
time with us. If, at any time, you are experiencing difficulties with your training we ask that you report your
concerns, complaints or grievance to your workplace assessor.

Should you wish to contact us at any time for more information please feel free to contact us on
(02) 6884 9981 or 1300 784 408.
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EXPECTATIONS OF LEARNERS AND EMPLOYERS/SUPERVISORS

All training is competency based which means learners are assessed on skills they can demonstrate, tasks
they can perform and required skills and knowledge they have gained to effectively perform their work.

It is essential both the learner and the employer/supervisor be thoroughly familiar with the learner manual,
the material it contains and the need to demonstrate achievement of the competencies.

It is essential Access Group Training be notified of any changes of circumstances or problemsich affect

the ability of the learner to complete the traineeship.

The employer (supervisor/workplace coads)responsible for:
e  Providing a safe working environment
e  The provision and delivery of instruction in the on the job training

e tNRPOARAZYQUBIEYBANRSYy OS> (KS Fd f

acquire the knowledge and skills needed to complete the traineeship

NI}y3IS 2F 62NJ

e Provide trainees with an average of 3 hrs per week for the purpose of undertaking formal
training/learning/assessment activities and developing competencies aligned to work based tasks (as

per the Traineeship - Training Plan)

e The supervision, practice and support needed to develop skills

e Co-coordinatingg 2 NJ LJ I OS GN}YAYyAy3 YR
and their training

laaSaaySyad a2z GKI

e Liaising with the workplace assessor regarding formal assessment times and methods

e {ATyAy3d (GKS tSINYySNRa G(GNIAyAyS3

LX Iy =

8548548 Y8yi

e Retain a copy of the Training Plan in the workplace and have available if a State Training Services

training officer asks to see a copy

The learrer is obliged to:
o  Make all reasonable efforts to acquire the skills of the vocation

e  Self assess in conjunction with the employer/supervisor prior to visits by the workplace assessor. This
is to ensure they have thorough knowledge of the competencies and have the ability to demonstrate

the necessary skills and knowledge to be deemed competent

e Collect and present evidence relating to specific competencies and complete assessment work as

discussed with workplace assessor

e Participate in assessment visits, have completed work/evidence available and notify the workplace

assessor in advance if they cannot attend scheduled appointments.

Access Group Training will provide:

e The learning and assessment manual

Advice on assessment and flexible methods to cater for specific needs
Monitoring and assessment visits for the duration of the traineeship
The appropriate certificate upon completion of the traineeship

Assessments
The workplace assessor wikek evidence to confirm achievement of the competencies. This may entail:
Supervisor Reports Written Questions
Interview and Questioning Written Projects/Tasks
On-the-job Observation Role play
Practical demonstration Portfolio/work samples

Assessors are bound by a code of practice to ensure that assessments are valid, reliable, flexible and fair.

Appointments will be made for all assessment vis#sd seek the least disruption to normal workplace
practice. Assessment visits will be kept as short as possible whilst still meeting the needs of the

traineeship.
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GENERAL INFORMATION

AGT provide and support the following services within our Code of Practice. A full copy of the
document is available on request or is available on our website: www.agt.edu.au.

CLIENT SELECTION, ENROLMENT, INDUCTION AND ORIENTATION PROCEDURES

AGT conduct induction/orientation sessions for all learners at the commencement of training. Entry
and client selection requirements vary with different course/ qualifications and are provided in
course/qualification promotional material.

COURSE INFORMATION (INCLUDING CONTENT AND VOCATIONAL OUTCOMES)

Learning and Assessment Strategies are available for all of the qualifications within our current
scope of registration and provide course information, content and vocational outcomes. Training
plans are developed for all learners. Specific course/qualification brochures or flyers are available.
Please ask if you require additional information for any of our courses/qualifications.

FEES AND REFUND PoLicy
AGEQa FSSa YR NBTdzyR LRtAOe Aa Ay | OO02NRIYyO
(AQTF) Financial Management conditions.

Total amount of fees including course fees, administration fees, material fees, any other charges
and any additional fees that may be applicable for services and the payment terms where
applicable have been already provided to you at this stage and please do not hesitate to clear any
doubts before commencement.

Fees and payment terms for traineeships and fee for service qualifications are specified in the
Learning and Development Agreement. Short course fee information is outlined in the relevant
course brochure and/or on the AGT website.

New Entrant Trainee (Government Funded) fees

U The mandatory administration fee is determined by the relevant State/Territory Training Authority and is
subject to change each year.

U Administration fees are invoiced at commencement of training, note a second administration fee will be
invoiced in the second year for two year nominal term traineeships.

U Payment is to be made in accordance with the terms and conditions in the Learning and Development
Agreement.

U AGT reserves the right to cease services where there is non payment of fees.

Existing Worker Trainee (Fee For Service) and other Fee For Service Learner fees

U Fee for Service costs vary depending on the course and details will be illustrated in the relevant course
brochure and in the Learning and Development Agreement as appropriate.

U Payment is to be made in accordance with the terms and conditions in the Learning and Development
Agreement.

U AGT reserves the right to cease services where there is non payment of fees.

0 AGT holds issued certificates until full payment is received as per the Learning and Development
Agreement.

Student Handbook V13.21.02.11. Page 6 of 23


http://www.accessgrouptraining.com/

Australian Apprenticeship fee exemptions

Australian Apprentices may be eligible for an exemption from paying the enrolment fee if,

U Aboriginal or Torres Strait Islander descent (NSW only)

U Australian School Based Apprentices (ASBA)

U Can prove genuine hardship (to be judged by the RTO on a case-by-case basis - ACT only)

Please contact AGT for further information and advice regarding what documentation is required to
assess exemption eligibility.

Issuing of certificates and statements of attainment
AGT reserves the right to hold issuing of certificates and statements of attainment until full
payment of fees has been made.

Learners may request AGT issue a replacement certificate or statement of attainment which will be
provided free of charge with proof of identity (where all course fees have been paid). If a learner
requests a replacement certificate or statement of attainment for a second time a $33 processing
fee will apply.

Cost of replacement study materials

Replacement study material generated by Access Group Training will be charged at the rate of $50
per package. Any replacement study material which is purchased from external agencies would be
charged at cost plus a handling fee and postage of $20. Replacement study material will be
provided to the learner on the realisation of payment.

Fees paid in advance

Depending on the course, AGT may charge an advance fee prior to course commencement.
Collection of fees in advance will be in accordance with the Australian Quality Training Framework
(AQTF) Financial Management conditions.

AGT refunds policy

¢tKA&a LINPOSRdAzZNS LINP@ARSa Fft ' D¢ £ SIFNYSNA
clients) eligibility to apply for a refund of fees and fair treatment on processing refunds. This applies
to all fees collected from clients either paid in arrears or paid in advance. All refund information is
made available to clients at their point of enrolment.

1. Short Courses and e-learning refunds
AGT will provide refunds if:

1.1.Client withdraws in writing from any course five (5) working days prior to the commencement which
means the entry to first unit of an online delivery, and shall be eligible for a full refund or for a credit
note that could be applied against a future course on acceptance of a new registration by AGT.
Cancellation will be effective only on the receipt of the application by AGT within the stipulated time
frame.

1.2.1f the learner enrols within five (5) working days prior to the course commencement or thereafter, AGT
shall not process refunds.

1.3.A full refund or the proportion of the advance payment shall be made if AGT cancel or are unable to
deliver any course or unit.
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2. Other course refunds

After processing of enrolments by AGT, we shall process refunds requested by the clients (where applicable)
on the specified form available on the AGT website under following circumstances only;

2.1.Course cancelled by AGT

2.2.Client provides at least one weeks prior notice of a request for cancellation prior to commencement of
the training

2.3.Client is unable to commence course / qualification due to illness / accident supported with a medical
certificate issued by a Registered Medical Practitioner

2.4.0verpayment of fees
2.5. Full fees paid but sufficient exemption evidence had been provided

3. Processing of refunds
3.1.AGT will decide the method of refund if a purchase was made by credit card, as the refund shall be made

SAGKSNI 12 GKS ONBRAG OFNR RANBOGTE & ARokhkr pagmerisC ¢
AKItEf 68 QAl 9C¢ (2 (KiGccdithiSyia k LI &8SNDa y2YAyY

3.2.To obtain a refund, the Client is required to complete a refund application form available on the AGT
website. The completed form should be emailed to admin@agt.edu.au or faxed to the attention of the
Finance Officer on 02 6884 4478 or post to Access Group Training, PO Box 1873, Dubbo, NSW 2830.

3.3.The Client seeking the refund may be asked to verify their identity using enrolment data previously
provided to AGT. Refund applications shall be processed within fourteen (14) days from the receipt of
the application.

3.4.1f a refund application is refused fully or partially, and if the applicant is not satisfied with the outcome;
the request can be escalated in accordance with the Complaints and Grievance Procedures specified in
the Student Handbook.

PRIVACY AND CONFIDENTIALITY

AGT is committed to protecting the privacy of your personal information. We have a Privacy Policy that sets
out the way we handle personal information, including the use and disclosure of personal information and
rights to access your personal information. We only collect information that is directly relevant to effective
service delivery. AGT will exercise strict control over consent, clarity and confidentiality of information. If a
third party requires client information we will obtain written or verbal (with proof of identity) consent from
the relevant staff member or client prior to the release of any information.

CLIENTS ACCESS OF PERSONAL RECORDS
Clients are provided with the opportunity to access personal information we hold on them by request.
Where relevant they may be able to correct that information if they determine that it is incorrect.

Learners are informed of assessment outcomes at the time assessment takes place however may request
information regarding their participation and progress at any time. Learners may also request a replacement
certificate or statement of attainment when required with proof of identity (refer to above Issuing of
certificates and statements of attainment policy)
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TRAINING AND ASSESSMENT

WHAT IS ACCREDITED TRAINING?

Accredited Training is training delivered by a Registered Training Organisation (RTO) from a Training
Package which is recognised nationally. AGT is a Registered Training Organisation with all training
undertaken in accordance with the Australian Quality Training Framework (AQTF). AGT is
registered to deliver training in New South Wales, Queensland, Victoria and Australian Capital
Territory. Before your course/qualification commences you may want to find out whether it is
nationally recognised. If your course/qualification is nationally recognised your completion
certificate will display the Nationally Recognised Trainitago.

ASSESSMENT

The training you are undertaking is competency based. The competencies and assessment plan for
your course/qualification are clearly stated in the training plan and/or course/qualification material
OGKSe YIe 06S NBFSNNBR (2 a fSINyAy3 2dz
learning/assessment material is available at the time of assessment. Assessors are bound by a code
of practice to ensure assessments are valid, reliable, flexible and fair. The assessor will seek
evidence to confirm achievement of the competencies and more than one competency may be
assessed at a given time. For on-the-job workplace assessment the assessor may work in
partnership with the employer/supervisor.

To demonstrate competency evidence must be proved that the learner has demonstrated the
knowledge and skills to meet the performance criteria for each unit of competency. In addition
they must also demonstrate an understanding and operational knowledge of:

e Policies and procedures

e Operating manuals

e Legislation and statutory requirements

¢ Industry codes of practices

¢ Organisational structure

e Literacy and numeracy skills relevant to the level of the qualification

Examples of provision of evidence may include:

e Supervisor Report

e Interviewing and Questioning

e On-the-job Observation of learner by workplace assessor

e Practical demonstration

e Written questions

e Written projects/tasks

e Role playing

e Portfolio/work samples (i.e. compilation of work samples and documents gathered as evidence of
competency)

Appointments will be made for all workplace assessment visits (where applicable) and seek the
least disruption to normal workplace practice.

Assessments are conducted in a relaxed and friendly atmosphere. Do not regard your assessment as
an examination. Your assessor needs to know which competencies from your course/qualification
you have mastered, and any competencies which require further practice will be assessed at a later
date.
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ATTENDANCE PROCEDURES

ON-THE-JOB TRAINING

Regular attendance is required over the period of the Australian Apprenticeship to successfully achieve the
O2YLISGSyOASa 2F GKS O2dzNESkljdzZ t AFAOF A2y @ ¢ KS
achievement of competencies.

OFF-THE-JOB TRAINING (FACE-TO-FACE)

Participant attendance is required at each session organised for off-the-job training. The student roll is
recorded at the commencement of each training session. It is the responsibility of the participant to notify
AGT or their Trainer/Facilitator if they are unable to attend a set training session for any reason.

FLEXIBLE LEARNING STRATEGIES AND ASSESSMENT PROCEDURES

Flexible learning and assessment procedures form part of our learning and assessment strategies. Where
possible, we customise our training/assessments to meet the specific needs of our learners, which ensures
flexible assessment processes. If you are having difficulty achieving competency in any unit please discuss
the matter with your assessor/trainer and where possible alternate learning/assessment strategies will be
provided which may include components of on-the-job, off-the-job or assignments/distance education.
Learners guides and support material is available for all units upon request or recognised need.

RECOGNITION (CREDIT TRANSFER, RPL, RCC, CREDIT TRANSFER)

All learners are offered the opportunity to apply for Recognition of Prior Learning (RPL), Recognition Current
Competency (RCC) and Credit Transfer on an individual basis prior to the course/qualification
commencement. The recognition process allows learners to apply for credit for previous study, work, life and
educational experience that match the learning outcomes of specific units within their course/qualification.

AGT recognises the credentials issued by other organisations operating under the Australian Quality Training
Framework through recognition. Credit transfer will be applied when applicants provide an AQF qualification
or statement of attainment issued by another Registered Training Organisation in the relevant qualification
or units of competency.

All learners complete an Enrolment Form prior to commencement of training where they are asked if they
wish to apply for RPL, RCC or Credit Transfer. Applicants who do indicate they want to apply for RPL or RCC
are provided with a Recognition Kit including information about the recognition process and an Application
for Recognition form. All recognition applicants are asked to provide evidence to support their claim.
Examples of evidence might include; documentation such as certificates issued by other training
organisations, support letters from employers, course outlines of previously studied courses. All assessments
for RPL or RCC applications are reviewed by staff who are qualified to conduct the assessment. From time to
time, or when deemed necessary, we will have an additional person or subject expert be part of the
assessment process. All applicants receive written notification stating if their application was successful.

Learners may request a review of the RPL/RCC decision through our Grievance Procedure (outlined in detail
later in this handbook).

ISSUING OF CERTIFICATION

Assessment determines whether a learner is competent or not yet competent in each unit of their particular
course/qualification. On completion of their course/qualification, learners are issued with a certificate
listing the units where competency has been achieved. A Statement of Attainment is issued on successful
completion of a partial number of the units of an accredited course/qualification. A Certificate is issued
when the learner has demonstrated competency and satisfied the full requirements of the accredited
qualification.
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ASSISTANCE AND SUPPORT SERVICES

We provide and support the following assistance services:

PROVISION FOR LANGUAGE, LITERACY AND NUMERACY ASSESSMENT

We monitor the needsofourf ST N} SN & f I y3dzZ- 3Ss €t AGSNF O0é I yR
process, application and enrolment forms and interviews. We make provisions for special needs

and/or support on request or when needs are identified.

CLIENT SUPPORT

We offer client support services to all learners including:

Recognition of Prior Learning (RPL) and Recognition of Current Competency (RCC)
Flexible learning options

One-on-one tutoring

Website information

Alternative assessment strategies

Training premises accessible for people with disabilities

Other support assistance as required

[ent ent i et B et B e B o B e

People with special needs such as disability will be accepted as learners. Wherever possible we provide
training premises which are accessible for people with disabilities.

WELFARE AND GUIDANCE SERVICES

We endeavour to provide welfare and guidance to all learners/clients. This includes:
Occupational Health and Safety

Review of payment schedules when requested

Learning pathways and possible RPL opportunities

Provision for special learning needs

Provision for special cultural and religious needs

Provision for special dietary needs

[mt ent I e et B et B

DRUG AND ALCOHOL ASSISTANCE

The use and abuse of alcohol and other drugs can impact on health, workplaces, resources, families and
communities. If clients or their families are experiencing problems associated with drug and alcohol abuse,
information, counselling and other assistance is available through The Alcoholand Other Drugs Council of
Australiahelp lines:

NSW 1800 422 599 (all areas) or (02) 9361 8000 (Metropolitan)
ACT (02) 6207 9977

Kids Help Line 1800 551 800

Lifeline 131144

LiviNG AWAY FROM HOME ASSISTANCE

If you are living away from home to work as an Australian Apprentice you may be eligible for a living away
from home allowance and/or travel allowance. Please contact NSW Department of Education and Training
on 13 28 11 for further details. These arrangements apply only in New South Wales. In the Australian Capital
Territory information on assistance can be obtained from the ACT Department of Education and Training 02
6205 8555.
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RIGHTS AND RESPONSIBILITIES OF LEARNERS

Individual learners have the right to be treated fairly and equitably, and have the responsibility to respect
the rights of one another and of AGT staff. Learners will not be placed in a position that compromises their
personal dignity or personal safety. Clear educational reasons will form the basis of all activities which
learners are required to undertake.

Learners will receive a copy of this Student Handbook and will be made aware of our Code of Practice and
obligations/requirements placed upon both AGT and the learner. We ask that learners be aware of
discrimination issues, including sexual and cultural harassment which are totally unacceptable as it creates
an offensive, intimidatory or hostile environment, and is contrary to the educational and employment
policies of AGT.

In the event of dissatisfaction, learners have access to our Grievance Procedure as outlined later in this
handbook.

LEGISLATION

A number of Commonwealth and State Government Acts of Parliament relate to the administration of

Australian Apprenticeships. These may include:

U Apprenticeship & Traineeship Act 2001 (administered by the NSW Department of Education & Training).

U Vocational Education and Training Act 2005 (administered by the NSW Department or Education &
Training).

U Board of Vocational Education & Training Act 1994 (administered by the NSW Department of Education

& Training).

Vocation Education and Training (Commonwealth Powers) Act 2010

Industrial Relations Act 1996 (Administered by the Department of Industrial Relations.

Industrial Relations (Child Employment) Act No. 96 of 2006 (employees under the age of 18).

Workplace Relations Act 1996 (administered by the Commonwealth Department of Employment &

Workplace Relations).

Workplace Relations Amendment (Work Choices) Act 2005.

Fair Work Act 2009

Occupational Health & Safety Act 2000 (administered by the NSW WorkCover Authority).

Work Safety Legislation Amendment Act 2009 (ACT)

Children and Young Persons (Care and Protection) Act

Children and Young People (Consequential Amendments) Act 2008 (ACT)

Anti-Discrimination Legislation

¢ Anti-Discrimination Act 1997 (NSW ¢ administered by the NSW Anti-Discrimination Board).

¢ Age Discrimination Act 2004

¢ Disability Discrimination Act 1992

¢ Racial Discrimination Act 1975 (administered by the Australian Human Rights & Equal Opportunity
Commission).

¢ Sex Discrimination Act 1984 (Commonwealth ¢ administered by the Australian Human Rights & Equal
Opportunity Commission).

¢ ACT Human Rights Act 2004 & ACT Discrimination Act 1991 ¢ administered by the ACT Human Rights
Office.

[enti enti et i e
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Information about the legislation listed above can be obtained from the department or authority
administering the legislation.
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LEGISLATION C INDUSTRY SPECIFIC

In addition to the relevant legislation identified above there is industry specific legislation and regulatory
requirements that Trainers/Assessors and clients need to be aware of and work within the guidelines the
legislation provides. Relevant industry legislation includes but is not limited to:

Retail and Hospitality Industries )
A Liquor Act & Registered Clubs Act ¢ Harm A Disability Discrimination Act
Minimisation (Responsible Service of Alcohol) A" Unfair Dismissal Legislation
A Gaming Machine Act ¢ Responsible Conduct of A Occupational Health & Safety Act
Gambling A Anti-smoking legislation
A Anti-Discrimination Act A The Fair Trading Act/Consumer Protection Act
A The Food Act

Agricultural and Horticulture Industries

A Agricultural Industry Services Act 5\ Forestry Act
A Animal Research Act A Noxious Weeds Act
A Environmentally Hazardous Chemicals Act & A Pesticides Act
Environmental Protection Act A Prevention of Cruelty to Animals Act
A Farm Water Supplies Act A Veterinary Practice Act
A Firearms Act A Water Sharing Plans
A Food Regulation
Automotive and Transport Industries
A Australian Road Rules A Protection of the Environment Operations Act &
A Dangerous Goods Regulations ~ Regulations
A Motor Vehicle Repairs Act A Road Transport Act & Regulations

A Passenger Transport Regulations

Building and Construction Industries )
A Building Act & Regulations A Gas Supply Act

A Plumbing Regulations A Home Building Regulation
A Domestic Building Contracts Act & Regulations A Housing Act
Community Services ]
A Child Protection Act & Regulations A Home Care Services Act
A Medical Practice Act & Regulations

A Community Welfare Act & Regulations
A Disability Services Act & Regulations A Mental Health Act
A Health Services Act

Financial Services
A Credit Act Freedom of Information Act
A Fair Trading Regulation A Public Finance & Audit Act & Regulations

A Financial Sector Act

\P\

Further detailed information regarding legislation and regulations may be accessed through the Lawlink NSW
website (NSW Attorney General Department) at www.lawlink.nsw.gov.au which has copies of Acts and
Legislation for every State and Territory in Australia. Additional websites are:

www.legislation.nsw.gov.au

http://www.austlii.edu.au/

www.legislation.act.gov.au
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OCCUPATIONAL HEALTH AND SAFETY

AGT is committed to providing a safe and healthy workplace for all learners, employees, contractors and
visitors and adheres to relevant government legislation. Individuals have a responsibility to take care of the
health and safety of themselves and others and to comply with company occupational health and safety
policy and risk management procedures. All accidents or unsafe working practices or conditions must be
immediately reported to your supervisor.

CULTURAL RELEVANCE

Any individual is welcome to participate in AGT training programs, irrespective of cultural background.
Learners who wish to undertake course/qualifications which have prerequisite standards and competencies
will be counseled and made aware of support programs and assistance.

DISCIPLINARY PROCEDURE

To ensure all employees, contractors and course participants receive equal opportunities and gain the
maximum benefit from their time with AGT, we have disciplinary rules which may be applied. Any person(s)
who displays dysfunctional or disruptive behaviour may be asked to leave the session, course or premises.

Dysfunctional behaviour may include:

Continuous interruptions to the trainer whilst delivering the course content
Smoking in non-smoking areas

Being disrespectful to other learners

Harassment by using offensive language

Sexual harassment

Acting in an unsafe manner that places themselves or others at risk
Refusing to participate when required in group activities

Continued absence at required times

Being under the influence of alcohol or illegal drugs

(e el et et el et et et e

Whether the person is temporarily suspended for a period of time or permanently banned will depend on
the nature of the dysfunctional behaviour. Any person who has disciplinary action taken against them has
the right of appeal through the grievance process.

Access/EQuITY, EQUAL OPPORTUNITY, DISCRIMINATION AND HARASSMENT ISSUES

AGT provides equal opportunity and affirmative action in employment and education. Each of our staff
members has responsibility for access and equity issues for all learners/clients. All staff are expected to act
in accordance with our Code of Practice and all learners/clients are made aware of their rights and
responsibilities through this Student Handbook. We recognise the principles of Access and Equity and the
rights of all people to be treated in a fair and equitable manner.

AGT will undertake to ensure all learners and employees are treated equitably and are not subject to
discrimination or harassment. They will also ensure people who make complaints or those who are
witnesses to complaints are not victimised in any way.

FEEDBACK/EVALUATION

AGT actively seeks staff and client feedback and regularly undertakes evaluations of all course/qualifications
and activities to achieve continuous improvement. We monitor compliance with AQTF standards, our
policies and procedures and general satisfaction of our clients through the use of evaluations at the
commencement and/or completion of courses/ qualifications/ Australian Apprenticeships. Learners/clients
are encouraged to not only complete the formal evaluations forms but also to provide any verbal or written
feedback at any time. Any grievances or deficiencies are documented on a Request For ImprovementC{form
to ensure appropriate follow up action is taken by management.
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COMPLAINTS AND GRIEVANCE PROCEDURES

It is recognised instances could arise where learner, clients, employees, contractors may seek to raise a

complaint or wish to appeal against assessment results. In assessment activities AGT seeks to minimise the

influence of subjectivity, as a protection against unfairness and to maximise the objectivity and validity of the

process and learning outcomes. We recognise learners may have problems that do not directly concern AGT

but Y& AYLAY3AS 2y (GKS f SI NY SN this ihstanketwk Wik offdr &dvick DK A S &
referring the learner to appropriate external support groups for assistance.

To initiate the grievance process in the first instance the person should discuss the matter with the
appropriate AGT contact person (e.g. their immediate supervisor for AGT employees, workplace assessor for
trainees about assessment matters, finance officer for issues about fees and refunds etc.). The role of the
AGT contact person in handling matters raised is to advise, counsel and/or resolve the matter, if this is
possible. If the person lodging the concern feels the grievance is with their supervisor/assessor and are not
comfortable discussing the matter with them then they are at liberty to approach a Senior Management
Team Member. The complaint or appeal may be reported verbally or in writing to initiate the grievance
process. The issue will then be recorded in writing on a Request for Improvement (RFI) form and once a
decision has been reached any substantiated complaints will be acted upon and the outcome will also be
recorded in the RFI.

If the complaint is still not resolved it is referred to the Managing Director and if necessary, to an
independent arbitrator. The aim of all parties involved in the grievance matter is to resolve the matter by
addressing it promptly and in an effective manner; the steps on the next page are a guide of the procedure
to be followed, if necessary, to achieve a resolution:

GRIEVANCE RESOLUTION PROCESS

Step 1 Person raises the grievance matter with AGT contact person (e.g. their immediate supervisor for
AGT employees, workplace assessor for trainees about assessment matters, finance officer for
issues about fees and refunds etc.). If disputes with supervisor/assessor, refer to Step 2;

Step 2 If unresolved with the AGT contact person (supervisor/assessor/finance officer), refer to a Senior
Management Team Member;

Step 3 If unresolved, the parties are to refer the matter to the Managing Director;

Step 4 If unresolved, the matter is referred to an external arbitrator as an independent appeals process.

At each step of the grievance process AGT will allow the appellant to make representation either orally or in
writing prior to reaching a decision. The appellant will be notified of the outcome of an assessment appeal,
grievance or complaint. All assessment appeal decisions will be provided to the appellant in writing with the
inclusion of the reason for the decision.

If clients are not satisfied with the outcomes of complaints and appeals processes you may contact the State
or Registering body or the National Training Complaints Hotline Ph: 1800 000 674.

APPEALS

All learners have the right to appeal assessment outcomes. Appeals can be either verbal or written and
should be lodged with the assessor within 7 days of notification of the assessment outcome. In the first
instance the assessor discusses the appeal grievance and allows for re-assessment (if appropriate). The
appeal is recorded in writing on a Request for Improvement (RFI) by either the assessor or reported to the
Quality Assurance Manager to raise the RFI.

If the learner is not satisfied with the action and decision taken by the assessor, then the appeal may be
placed with a Senior Management Team Member. The learner may be re-assessed by a second assessor and
this re-assessment outcome is recorded in writing. If the learner feels the appeals process was
unsatisfactory then the grievance process outlined above will be instigated. As outlined previously the
appellant is given the opportunity at each step of the grievance process to formally make a representation
either orally or in writing prior to reaching a decision. All assessment appeal decisions will be provided to the
appellant in writing with the inclusion of the reason for the decision.
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AUSTRALIAN APPRENTICESHIPS CENTRE
Australian Apprenticeships Centres provide information, administration services and support to employers
and Australian Apprentices. They assist with the signing of training contracts and also, assess, approve and
process the payment of Australian Government incentives to eligible employers, and personal benefits to
eligible Australian Apprentices specifically to assist them in the early years of their Australian Apprenticeship
when their wages are generally at their lowest.

Australian Apprenticeships Centres:

U provide assistance to employers, Australian Apprentices and training providers throughout the duration
of the Australian Apprenticeship

market and promote Australian Apprenticeships in the local area

administer incentive payments to employers

work with the State and Territory Training Authorities to provide an integrated service

establish effective relationships with Job Services Australia providers, Group Training Organisations,
Registered Training Organisations (RTOs), schools and community organisations

[ el et i @]

ROLE OF DEPARTMENT OF EDUCATION AND TRAINING

The NSW Department of Education and Training (DET) and Training and Tertiary Education (TaTE) in the ACT
administer Australian Apprenticeships in each State. If you are an Australian Apprentice in NSW or the ACT
your training contract documents are registered by either DET or TaTE and an officer from these
departments may visit you during the period of your training. You should ensure that your training plan and
training/assessment material is kept up to date and readily available when either your AGT assessor or DET
or TaTE officer visits your work place.

State Training Services is the division of NSW DET responsible for the administration and quality assurance
of vocational education and training in NSW. State Training Services manages registration of training
organisations and training courses in NSW and funds and administers a range of vocational education and
training programs throughout NSW, including apprenticeships and traineeships. Your local State Training
Services centre can be contacted by phoning 13 28 11.

TRAINEESHIPS C CHANGES TO THE TRAINING CONTRACT

The training contract can be transferred, suspended, cancelled or varied by mutual agreement between the
employer and the trainee. A selection of forms is available on the Apprenticeships and Traineeships website
http://www.training.nsw.gov.au. AGT will assist you with any changes needed to the training contact.

It is the trainee and employers responsibility to notify AGT if there are any changes to the employment
arrangement that may effect the traineeship including; change of hours, change of work duties,
termination of employment or a failure by the trainee to make satisfactory progress in training.

TRANSFER TO ANOTHER EMPLOYER
Subject to approval by State Training Services, ati N} Ay SSQa& GNI AyAy3a O2yoieN O
employer to another providing that all parties agree.

SUSPENSION

Traineeships can be suspended or partially suspended to reduce the working hours, providing that the
employer and the trainee agree. Suspensions may be necessary due to lack of work or the need for either
party to take an extended period of time off as a result of injury or illness etc. A suspension or partial
suspension is generally for a period of three months but may be extended or reduced.

REQUEST TO CHANGE QUALIFICATION

Requests to change qualification will only be approved by State Training Services if the proposed changes are
considered appropriate and by demonstrating on-the-job training undertaken to date is relevant to the
amended vocation as well as a capacity to attain competence in the new traineeship vocation within the
remaining term of the contract.
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REQUEST FOR AN AMENDED TERM G EXTENSION

An application to amend the term of the training contract may be made if the parties want to extend the
term because the trainee will not attain the relevant competencies before the expected completion date of
the contract. Applications for variations to the term of the contract must be submitted to State Training
Services before the expected completion date. The applications should specify the reason(s) for the request.

If the employer and trainee believe the trainee will not successfully complete all competencies as listed in
the training plan before the traineeship completion date, they must notify AGT at least one month before
the completion date.

REQUEST FOR AN AMENDED TERM G COMPETENCY BASED (EARLY) COMPLETION

An application to amend the term of the training contract may be made if the parties want to reduce the
term because the parties believe that the trainee has attained all the relevant competencies before the
expected completion date of the contract.

Where competency-based (or early) completion is being sought, a copy of the qualification issued by AGT to
the trainee must be attached.

CANCELLATION

Traineeships can be cancelled by mutual agreement of the employer and the trainee. A cancellation
application form (VT16) is available for this purpose at http://training.nsw.gov.au/. The form should be
submitted to AGT and State Training Services as soon as possible after the decision to cancel has been made
and within 14 days of the cancellation. Signed copies must also be kept by the parties.

SUCCESSFUL COMPLETION

Employers and trainees may apply to the State Training Services for completion of the training contract prior
to the expected completion date (as indicated on the approval letter) if AGT has issued the formal
qualification and the employer considers the apprentice or trainee competent to industry standard.

State Training Services will send a letter to the employer when the trainee is nearing the end of his/her
training contract. The letter will ask the employer to confirm that the trainee will successfully complete the
training contract.

For successful completion of the traineeship, two things are required:
e the RTO must confirm that the trainee has successfully completed their formal training and is eligible
to receive their nationally recognised qualification, and
e the employer must verify that the trainee has successfully completed the term of their on-the-job
training.

To confirm successful completion, the employer should sign the completion letter and attach a copy of the
qualification issued to the trainee by the RTO. These two documents should be sent to State Training
Servicesandi KS SYLJX 28 SNDR&a y2YAYIFIGSR ! dzZa0dNItAFY ! LILINBY A
will process any completion incentive payments for which the employer may be eligible.

FURTHER INFORMATION REGARDING AUSTRALIAN APPRENTICESHIPS

For further information regarding Australian Apprenticeships and your rights and responsibilities please refer
to the Department of Education and Training booklet

0A Guide to Apprenticeships and Traineeships ind\BWeir website:
https://www.training.nsw.gov.au/businesses/apprenticeships traineeships/index.html

In the ACT information is available on the Department of Education and Training website:
http://www.det.act.gov.au/vhe/australian apprenticeships/australian apprentices
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WORKPLACE COACH

The Workplace Coach will provide assistance on the job for the trainee to complete the training required for
the qualification. This person may be the employer, a workplace trainer, or another employee who has the
appropriate skills, knowledge and expertise to teach the trainee the competencies required and to monitor
their progress.

The role of the Workplace Coach is to:

e help the trainee develop their skills through guiding their practice at the workplace

o if the trainee goes to training off-the-job then link what they learn with the skills practised in the
workplace

e CO-2NRAYIGS g2NJLXFOS GNIAYAY3 YR FaaSaavySyid az
their training

e maintain records relating to workplace training, progress, achievement and assessment

¢ liaise with the Registered Training Organisation for the formal assessment

To help the Workplace Coach in his/her role as coach, the list below provides some basic values that
a successful coach would follow.

1.  Purpose: Knowing why you are coaching and why it is important.

2.  Supportiveness: Really standing by the person that you are coaching throughout their
learning.

3.  Confidence Building: .SAy3 adaNB G2 KStLI 6dAftR GKS

4.  Partnership: Being a partner in learning ¢ not an instructor.

5. Focus: Helping the trainee understand how they are helping the business

and themselves as they learn.

6.  Risk: Encouraging risk taking through not punishing mistakes but
encouraging learning from mistakes.

7.  Patience: Balance your needs to continue your own work with the needs of the
trainee.

8. Commitment: Genuinely lead the trainee to develop control over their own work.

9. Confidentiality: Keep to yourself any personal issues that may rise during the learning
process.

10. Respect: Be committed to helping your trainee to grow and contribute to the
team.
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EMPLOYABILITY SKILLS

Employability Skills are embedded in training and assessment. Information on the Employability Skills
relevant to your qualification can be obtained by visiting this website and keying in the national code for the
qualification: http://www.employabilityskills.training.com.au

WHAT ARE THEY?

They are skills which support your ability to perform effectively in the workplace. They are also known as
transferable skills, because the Employability Skills you learn in one workplace can be applied and further
developed in other workplaces and roles as well. They are non-technical skills and competencies that you
may already be familiar with as soft skills.

THE EMPLOYABILITY SKILLS ARE:
e Communication

o Teamwork

¢ Problem solving

¢ Initiative and enterprise

¢ Planning and organising

¢ Self-management

e Learning

e Technology

These make use of personal attributes that are not specific to one industry or training package. They
comprise skills developed through real life experience. An example of these can include:

e Loyalty e Leadership

¢ Honesty and integrity e Group participation

¢ Use of initiative e Responsibility and accountability

¢ Personal presentation e Self development ¢ personal and professional

e Literacy and numeracy e  Customer service skills

¢ Time management ¢ Knowledge of occupational health and safety, equal
¢ Work and life experiences employment opportunity and anti-discrimination.

WHERE ARE THEY DEFINED?
They are defined in the Employability Skills Summary. Each nationally recognised qualification describes in
more detail the ways in which each Employability Skill can be used in the relevant workplace or occupation.

THE BOTTOM LINE
In most cases Employability Skills are already naturally a part of the tasks and activities you do on a daily
basis. Employers in Australia, and around the world, are placing greater emphasis on these skills.

As a learner and/or candidate for assessment, you must ensure you are aware of the role Employability Skills
play in the qualification and occupation(s) which you are training or being assessed for. Further questions or
concerns may be addressed to your trainer or assessor.
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More information on what may be involved within each Employability Skill:

Employability Skill

Skill Facets ¢ Aspects of the skill that employers identify as important (the
nature and application of these facets will vary depending on industry and job

type)

Communication

that contributes to
productive and
harmonious relations
across employees and
customers

e Listening and understanding

e  Speaking clearly and directly

e Writing to the needs of the audience

e Negotiating responsively

e Reading independently

e Empathising

e Using numeracy effectively

e Understanding the needs of internal and external customers
e  Persuading effectively

e  Establishing and using networks

e Being assertive

e  Sharing information

e  Speaking and writing in languages other than English

Team work

That contributes to
productive working
relationships and
outcomes

e  Working across different ages and irrespective of gender, race, religion or
political persuasion

e  Working as an individual and as a member of a team

e Knowing how to define a role as part of the team

e  Applying team work to a range of situations e.g. futures planning, crisis
problem solving

e Identifying the strengths of the team members

e Coaching and mentoring skills including giving feedback

Problem solving
that contributes to
productive outcomes

e Developing creative, innovative solutions

e Developing practical solutions

e Showing independence and initiative in identifying problems and solving
them

e Solving problems in teams

e  Applying a range of strategies to problem solving

e Using mathematics including budgeting and financial management to solve
problems

e  Applying problem solving strategies across a range of areas

e  Testing assumptions taking the context of data and circumstances into
account

e  Resolving customer concerns in relation to complex projects issues

e  Practical problem solving given defined resources

Initiative and
enterprise

that contribute to
innovative outcomes

e Adapting to new situations

e Developing a strategic, creative, long term vision
e Being creative

e |dentifying opportunities not obvious to others

e Translating ideas into action

e Generating a range of options

e Initiating innovative solutions
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Planning and
organising

that contributes to
long and short term
strategic planning

e Managing time and priorities¢ setting time lines, coordinating tasks for self
and with others

e Being resourceful

e Taking initiative and making decisions

e Adapting resource allocations to cope with contingencies

e Establishing clear project goals and deliverables

e Allocating people and other resources to tasks

e Planning the use of resources including time management

e Participating in continuous improvement and planning processes

e Developing a vision and a proactive plan to accompany it

e Predicting - weighing up risk, evaluate alternatives and apply evaluation
criteria

e Collecting, analysing and organising information

e Understanding basic business systems and their relationships

Self management
that contributes to
employee satisfaction

e Having a personal vision and goals
e Evaluating and monitoring own performance
e Having knowledge and confidence in own ideas and visions

that contributes to
ongoing improvement
and expansion in
employee and
company operations
and outcomes

and growth e Articulating own ideas and visions
e Taking responsibility
Learning e Managing own learning

e Contributing to the learning community at the workplace

e Using a range of mediums to learn ¢ mentoring, peer support and
networking, IT, courses

e LI @AYy fSENYyAy3a (2
W LIS 2 istieseqy. interpersonal and cultural aspects of work)

e Having enthusiasm for ongoing learning

e Being willing to learn in any setting ¢ on and off the job

e Being open to new ideas and techniques

e Being prepared to invest time and effort in learning new skills

e Acknowledging the need to learn in order to accommodate change

Technology

that contributes to
effective carrying out
of tasks

e Having a range of basic IT skills

e Applying IT as a management tool

e Using IT to organise data

e Being willing to learn new IT skills

e Having the OHS knowledge to apply technology
e Having the appropriate physical capacity

Technology is any equipment that enables someone to do their work in a more
efficient manner. Technology does not always have to involve computers or IT.
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Suggestion activities to provide evidence of Employability Skills

Employability Skill

Suggested Activity

Communication

e Preparing and presenting written and verbal reports

e Role plays

e Simulations

e Demonstrations

e Working in groups

e Communicating with and responding to internal/external clients and
customers

Teamwork

e Team or group projects
e Role plays

e Group discussion

e Workplace teams

e Committees

e Syndicates

e Communities of practice
e Interactive activities

Problem solving

e (Case studies

e Simulations

¢ Investigative projects and research

e Using various problem solving tools and techniques
e Problem solving in teams and networks

e Decision making activities

Initiative and
enterprise

e Brainstorming activities

¢ Designing innovative and creative practices and solutions
¢ |Initiating change

e Simulation activities

Planning and
organising

e Research and data collection

e Developing action plans

¢ Planning and organising events

e Time management activities

e Goal setting activities and scheduling tasks
e Collecting and analysing information

Self-management

e Development of portfolios

e Work plans

e Using log books to record time management skills and monitor own
performance

e Career planning exercises

Learning e Use of reflective journals log books, diaries

e Using skills in different contexts

e Mentoring and coaching activities

e Self-evaluation tools

e Personal and professional development courses
Technology e Use of Internet, Intranets

e Using ICT skills to complete activities
e Industry relevant software, technology and equipment other forms of
technology relevant to the industry
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Notes

GLOSSARY

Assessment: ¢ KS LINPOSaa 2F FT2NXYAY3 | yR NB Gakdwledgd. + 2dzR3 Y

Australian Apprenticeship: The national term used to describe both apprentices and trainees collectively
who are undertaking a Vocational Education and Training qualification.

Australian Quality Training Framework (AQTF): The AQTF is the national set of standards that assures
nationally consistent, high-quality training and assessment services within the vocational education and
training system. http://www.nqc.tvetaustralia.com.au/aqgtf

Client: Learners and / or their employers responsible for payment of fees as per the Fees and Refund Policy

Competency Based Training/Assessment: Focuses on the requirements needed to operate effectively in
industry and achieve competency standards. Competency-based training focuses on the skills and knowledge
individuals have rather than on how they attained the skills and knowledge.

Learner: Refers to Australian Apprentices, trainees, students, and participants undertaking any training.

Learner Manual: Folder provided to all learners on commencement of training that contains assessment
material.

Employer, Supervisor, Workplace Coach: Appropriately qualified/experienced person within an organisation
who is responsible for training and guiding a trainee in the workplace so they develop the skills and
knowledge to achieve the qualification.

Registered Training Organisation (RTO): Organisations allowed to deliver nationally recognised vocational
education and training; they include TAFE institutes, private training providers, enterprises and schools.
Access Group Training (AGT) is an RTO.

Traineeship: A contractual agreement under which an employer agrees to employ and, with the assistance
of a registered training organisation, train a person to learn the skills of a specified vocation. In NSW
traineeships are available in recognised traineeship vocations established under the Apprenticeship and
Traineeship Act 2001.

Workplace Assessor/Assessor: A qualified person working for a RTO who is responsible for assessments
(determining whether you are competent).
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