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Governance & Organisation

	POLICY & STANDARD OPERATING PROCEDURE

	Philosophy and Aims

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy

Vocational Studies-Australia provides training and development for persons seeking a career in the Optical, Automotive-light vehicle and retail baking industries with higher level business courses also on offer.

Whilst providing this training and development Vocational Studies-Australia aims include:

· In educating for life, we will develop an environment which fosters the whole person including the client’s moral, intellectual, social, emotional and cultural development.

· Encouraging the pursuit of excellence so that each client strives to attain the highest standards of which they are capable, personally.

· Fostering an open spirit of enquiry and respect for the truth and pursuit of wisdom.

We will achieve these aims by:

· Providing personalized tuition by experienced, qualified and committed employees.

· Maintain currency with improvements and advances in technology which impact on our training programs and offer training relevant to current employment and market standards.

Client Services

Vocational Studies-Australia operates with sound management practices which ensure effective client service, and high professional standards in the marketing and delivery of its training programs. 

Client service standards will ensure timely issue of results and award qualifications, program review and evaluation.  Client results and award qualifications are issued in accordance with national guidelines determined in the Australian Qualification Framework and the Australian Quality Training Framework.

Our client service quality process includes:

· Our quality system, policies and procedures.

· Our client information Handbook.
Vocational Studies-Australia ensures that this information is issued, understood and valued by clients.  Client information will ensure that all fees and charges for services supplied are known to clients before engagement, and that the program content and assessment procedures are explained, and vocational outcomes are outlined.

When engaged as a contractor or sub-contractor to an external RTO provider, Vocational Studies-Australia will abide by and protect confidentiality and not disclose information which would jeopardise competitiveness in the marketplace. When contracting to an external RTO provider who is subject to external review, Vocational Studies-Australia will comply with the external RTO provider’s systems and procedures in order to support the external RTO provider in meeting monitoring and auditing requirements.

Procedure 

This Quality System includes a system which controls policy and process.  Please refer to Standard Operating Procedure – Version Control for information and procedures on how this Quality System operates.
	POLICY & STANDARD OPERATING PROCEDURE
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	Director/Quality Manager
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Policy

Policies and procedures are under continual review.  All policies and procedures are kept in the Quality Systems Manual which is the essential tool for all RTO standards.

The Quality Systems Manual covers matters specially related to the business for the conduct of approved operations and specifies the policies and procedures that are additionally required for effective administration of company activities, and to meet the conditions specified by the Queensland Department of Education and Training for a Registered Training Organisation.

Procedure
The standard form for creating new policies or procedures is the Policy and Procedure Form.

Changes and alterations made to documents must be printed immediately and forwarded to the Director for approval.  All approved documents are to be replaced in the ‘hard copy’ folder marked “RTO Quality System” in the appropriate folder.
The previous ‘hard copy’ is to be retained and attached as evidence to the Continuous Improvement form kept in the CI Register.  These documents may be destroyed at a later time by shredding.

The date of creation and the superseding date must be updated.  See the policy for version control of documents for further information regarding version control practices.

New policy and procedure documents must be named appropriately and attributed to the relevant section.  The Version Control Register must also be updated indicating the changed documents and versions.

Policy, Procedures and Master forms documents are to be immediately backed up to disk on completion of changes.

Associated documents and references 

Policy and procedure form
Continuous Improvement form

Continuous Improvement register

Version control procedure

Version Control register
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Policy
Vocational Studies-Australia will meet all legislative requirements of the State and Federal Governments in Australia with a particular focus on the Vocational Education Training and Employment Act 2000 and the Educational Services for Overseas Students Act 2000 and associated National Code.

Emphasis will be placed on Workplace Health & Safety, Workplace Harassment and Victimisation, Anti Discrimination, Equal Opportunity, Racial Vilification, Disability Discrimination, Access and Equity and consumer protection laws in the development of policies and procedures used in the management of the organisation.
When developing materials for program delivery, copyright laws will be adhered to and all known sources of information will be acknowledged.  Where appropriate, licensing fees and permissions to use intellectual material will be honoured and purchased legally.
As a required condition for Registered Training Organisations, VSA will adhere to the requirements of the AQTF and where applicable, the National Code of Practice for registration Authorities and Providers of Education and Training to Overseas Students and the conditions of the User Choice contract. 

Some brief definitions of key Acts and their influence within the RTO:

Vocational Education, Training and Employment Act 2000

Establishes a system for the effective provision of high quality vocational education and training and regulates the registration of training organisations within Queensland.
Sections of the Act inform marketing and advertising practices, issuance of certificates for course completion and the administration and management of trainees studying under traineeship /apprenticeship through a User Choice Contract.
Workplace Health & Safety Act 1995

This Act’s objective is to prevent death, injury or illness caused by a workplace, by workplace activities or by specified high risk plant.
The Workplace Health and Safety Act forms the basis of all safety related policies used in VSA.
Copyright Act 1968

This Act sets out how copyright applies for material created before and after 1968.  It describes what is protected by copyright and what is not protected by copyright and how and when to acknowledge creators and authors.
The Act informs VSA about its rights and obligations in the development of learning materials and the use of the learning materials. It also informs the student policies regarding submission of assessment with issues such as plagiarism and collusion.
Anti Discrimination Act 1991 (QLD)
This Act promotes the equality of opportunity for everyone by protecting them from unfair discrimination in certain areas of activity and from sexual harassment and certain associated unobjectionable conduct.
The Act forms the basis of VSAs access and equity policy, student behaviour policy and classroom discipline procedures with respect to any form of discrimination encountered at VSA.

Fair Trading Act 1989
The principal objective of this Act is to provide for an equitable, competitive, informed and safe market place.

The Act informs the development of our ethical and accurate marketing policy and associated procedures.

Privacy Act 1988

The Privacy Act is designed to protect information about individuals. VSA abides by the principles of the National Privacy Principles and the Information Privacy Principles. This is evidenced in our privacy policy and in the confidentiality and privacy section of our records management policy and associated procedures.
Food Production Safety Act 2000
An Act to establish Safe Food Production in QLD and provide for food safety matters relating to the production of primary produce, and for other purposes. Provisions of the Act are covered on the learning materials for our Bakery Courses. 
AQTF
This framework aims to provide the national set of standards which assures nationally consistent, high-quality training and assessment services for the clients of Australia's vocational education and training system.
The AQTF forms the basis of our quality management system which includes all associated policies and procedures.
National Code 2007

This Code aims to provide nationally consistent standards for the conduct of registered providers and the registration of their courses. The standards set out specifications and procedures to ensure that registered providers of education and training courses can clearly understand and comply with their obligations under the National Code. 
VSA has developed its quality management system around the National Code 2007 and the AQTF requirements and remains bound by all provisions of these regulatory instruments as amended from time to time.
ESOS Act 2000
This Act aims to provide financial and tuition assurance to overseas students for courses for which they have paid, to protect and enhance Australia’s reputation for quality education and training services and to complement Australia’s migration laws by ensuring providers collect and report information relevant to the administration of the law relating to student visas.

ESOS Amendment Act 2010
The Amendments Act includes two new registration requirements for education providers:
· the principal purpose of the provider is to provide education; and 

· the provider has demonstrated capacity to provide education of a satisfactory standard. 

Providers to be required to list the names of education agents who represent them and promote their education services and to require providers to comply with any matters prescribed in the regulations concerning their agents. 
Education (Overseas Student) Regulation 1998 (Qld)

Code of Ethics

VSA is bound by the Code of Ethics that is directed at ensuring overseas students are

financially protected from default by providers.
Legislation in Business/Management Courses
Within the business/management courses, certain units of competency require students to have a fundamental knowledge of certain legislation which includes, but is not limited to:
· Industrial Relations Act 1999 (HR and awards information for managers), 
· Trade Practices Act (marketing, fair trade etc.), 
· and various aspects of contract law, consumer law and company law.
More detailed information on Legislation can be found on the internet at:
www.legislation.qld.gov.au
www.legislation.gov.au

Procedure
Legislative updates in policies and procedures will be actioned using the Continuous Improvement Request Form.

To ensure that all staff are aware of legislative changes as they occur, relevant documents will be distributed for reading.  

A Legislation Change Register acknowledges that the staff members has received, read, and understood the information distributed to them is kept as evidence of their current awareness.
Information relating to legislative and regulatory changes is sourced from documents and emails such as:

· Licensing line news

· Email alerts through the Office of the Parliamentary Council

· DET email alerts such as Skilling Qld, RTO mail etc.
· Industry network groups

Associated documents and references 
· Continuous Improvement Request Form 

Legislation Change Register 
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Policy 
This policy applies to students and to all VSA employees and contractors.

Vocational Studies-Australia will meet the needs of individuals and the community by integrating access and equity guidelines into relevant policies and procedures. Equity principles are implemented for all persons through the fair allocation of resources and the right to equality of opportunity without discrimination.  Vocational Studies-Australia will be pro-active in the promotion of opportunities for all persons to participate in learning and development programs and in associated decisions which affect their lives. To achieve these outcomes, Vocational Studies-Australia will:
· Ensure that client and employee processes are non-discriminatory and encourage fair access for numbers of under-represented groups.

· Ensure access and equity issues are considered during training program delivery, program design, program development, learning and assessment materials and methodology.

Vocational Studies-Australia is strongly committed to the Queensland Anti-Discrimination Act 1991 and Commonwealth Age Discrimination Act, Disability Discrimination Act, Racial Discrimination Act and Sex Discrimination Act which all promote fair treatment and equality of opportunity by making unfair discrimination, racial and religious vilification and all sexual harassment against the law. These Acts give all of us the right to be treated fairly and to take action if unlawful discrimination, racial and religious vilification or sexual harassment occurs.

The Acts place responsibilities on all of us to ensure that unlawful discrimination, racial and religious vilification and sexual harassment are prevented and if encountered, dealt with appropriately.

The relevant Act prohibits sexual harassment, which is any form of unwelcome sexual attention that is offensive, intimidating or humiliating. It also prohibits discrimination on the basis of sex, marital status, pregnancy, parental status, breastfeeding, age, race, impairment, religion, political belief or activity, trade union activity, lawful sexual activity, association with, or relation to, a person who has any of the above attributes.

Vocational Studies-Australia will ensure that client selection and enrolment into programs will comply with equal opportunity legislation and any other relevant client organisational requirements, and that employment of personnel also complies with legislative requirements.
Procedure
Any complaints about access, equity and discrimination should be managed by a senior member of the management team. If the complaint is substantiated, the findings should be lodged on a Continuous Improvement Form and brought to the immediate attention of the Director/Quality Manager for follow up and resolution as procedure Complaints and Grievances. 

The Director/Quality Manager must advise the person making the compliant in writing of the outcome at the time of resolution.

Copies of all correspondence and documentation will be kept on the client file/ and or employee file for future reference as required.
If an interview with the complainant is required, the person may bring with them a support person.

Any complaint which appears to be in contravention of a State or Commonwealth law will be immediately referred to an appropriate authority.

VSA will abide by Privacy and Confidentiality rules to the highest standard when dealing with complaints.

If a complaint cannot be resolved within the RTO, external mediation may be arranged. 
Associated Documents and references
· Anti-Discrimination Act 1991

· Age Discrimination Act 2004
· Disability Discrimination Act 1992
· Racial Discrimination Act 1975
· Sex Discrimination Act 1984

· Continuous Improvement Request form
www.hreoc.gov.au – Human Rights and Equal Opportunity Commission
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Policy 
Vocational Studies-Australia models best practice in the provision of training programs and business consultancy services.

Vocational Studies-Australia has access to appropriate resources to deliver training and conduct assessment relevant to training programs within its scope of registration. 

Assessment of competencies will meet the National Assessment Principles and the requirements of awards and qualifications as notated within the relevant Training Package, the Australian Quality Training Framework and the Australian Qualifications Framework.

All programs offered by the RTO will be documented using the Delivery and Assessment strategy template. When drafts are finalised the Director/Quality Manager will sign the first version of each program.  Subsequent changes must be made through the Continuous Improvement Process using a Continuous Improvement Request Form.
Flexible learning methods are used throughout training at Vocational Studies-Australia and may include the use of a workbook based approach to ongoing learning and assessment.  Learning and assessment are integrated based on workplace/ simulated activities and these are supported by attendance at workshops for content delivery.  It is typical that workshop attendance is required and will be followed by assessment activities combining questions, research and assignments, and observations of work performance.  Self paced learning is an integral part of Vocational Studies-Australia.  Learning and assessment activities may take a number of pathways and qualifications may be achieved through a combination of RPL, workshop attendance and assessment activity completions.

Validation and Moderation of Training Programs
When program documents have been drafted, they are to be validated by the RTO.

Validation requires discussion between the RTO and industry representatives and/or the RTO personnel to determine the relevance of the delivery strategies, assessment tools and the assessment marking guides to the industry standard and organisational requirements.  Validation activities can both be documented as minutes of meetings and retained on the client organisation file or the draft copies may be signed off and dated. 
Once validation has occurred, adjustments will be made to the documents and the updated version will be printed off for use.

Validation of programs being offered as public programs must occur at least once annually. Any improvements identified through the validation process are fed into the Continuous Improvement framework through the Continuous Improvement Form.
Where new training packages are published, Vocational Studies-Australia will undertake to review the current training delivery and assessment tools to ensure that they meet the new package requirements and replace units with updated units and versions.  

Moderation of Assessment Activities
Assessment decisions require moderation to check that all assessors are conducting assessment activities to the established standard identified in the marking guide. 

Moderation checks the assessor decisions and informs changes required in the assessment tools, marking guides, and reviews assessor consistency in judgements.

Moderation of assessments and training must occur at least once annually or as required throughout delivery of training programs. Any improvements identified through the moderation process are fed into the Continuous Improvement framework through the Continuous Improvement Form.
Procedure

Training programs and consultancy services will be negotiated with clients and confirmed by a contract agreement or if the program is by public attendance an enrolment process will be utilised.

Accredited training programs will be designed through the use of a delivery and assessment strategy document which is customised to suit client needs and requirements.  This planning document will guide the development of session plans, resources, assessment processes and resources, mapping guides and marking guides.

Additional information for training programs can be noted on the Assessment Plan if required.

The use of feedback instruments such as quality indicators and client surveys will provide input into the quality processes used during the delivery of training and assessment and these completed feedback instruments will be used for improvements in quality delivery and assessment through moderation activities.

Persons employed to deliver training and assessment on behalf of Vocational Studies-Australia will meet the standards identified in the AQTF and the applicable training package or course.

If the situation should arise where a Trainer or Assessor does not meet both the requirements of vocational competencies and training and assessment against the Training Package, this person will conduct services as a co-facilitator/assessor and will be provided with regular guidance, support and direct supervision by a person who meets the required standard and who is accountable for the delivery of services.  Refer to procedure for Direct Supervision.

Adequate facilities, equipment, and training materials will be utilised to ensure that learning environment is conducive to the success of clients and participants.

Training Package Transitions

When new training packages are published the Director/Quality Manager, with assistance from relevant trainers/assessors will undertake a review of the current assessment tools and training delivery to identify any gaps which do not meet the new package requirements.

CIR Forms will be completed to initiate the required changes.
A schedule for transition to the new package will be developed in association with trainers/assessors, taking into account at what stage current clients are at in the superseded training package units. 

All scheduling must ensure that students are being delivered the new package within 12 months of its publication.
Resources to support training and assessment
Physical resources used to support training and assessment is guided by the relevant training package qualification rules and standard 14 of the National Code.
Standard 14 of the Code requires all providers to ensure adequate facilities and resources are available to the students for all courses.
Procedures:
Resource Planning
Resource planning is a dynamic activity heavily dependent upon equipment serviceability, and is invariably subject to frequent amendment as required.

Resource planning is the responsibility of the Director/Quality Manager.   In consultation with the Director/Quality Manager, some aspects of this responsibility may be devolved to a senior trainer/assessor as a major secondary duty.  Where this is approved the limits and authority of this devolution will be formalised in writing and advised to all personnel.

The Director/Quality Manager is to analyse the training program progress and sequence linkage.  This linkage is particularly important where theory and practical activities are integrated.  This analysis will normally involve consultation with trainer/assessors.

This analysis provides a basis for the program, which the Director/Quality Manager then translates into a detailed schedule.

The planning is presented in the form of a display which shows, for each day of the following week, the allocation of human and physical resources.

Programming Advice and Amendments 

Any changes to programming planning or resource use will be advised to trainers, assessors and clients as soon as possible.

Facilities and Equipment
Facilities and equipment may be subject to external audits for the purposes of receiving and maintaining status as a registered training organisation.  External auditors can access results of audits which are available through the Director/Quality Manager.

Additional Learning Resources
Resources for learning are maintained by the Director/Quality Manager and these resources may be loaned throughout training with Ram Optics P/L.

A register is completed by the person borrowing resources and this person is responsible for returning the borrowed resources to the Director/Quality Manager is in the same condition in which they were loaned.  
Lost or misplaced items will need to be replaced to Ram Optics P/L at the borrower’s expense.  It is expected that these items are reported to the Director/Quality Manager immediately they are noticed to be missing.

Associated documents and references 

· Continuous Improvement form

· Training and Assessment Strategy template

· Assessment plan

· QI Learner surveys

· QI Employer surveys

· Client Surveys
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Policy
The purpose of the Policy is to articulate the commitment of Vocational Studies-Australia with the ESOS legislation, in order to maintain its registration on the Commonwealth Register of Institutions and Courses for Overseas Students (CRICOS). 

This Policy sets out the basis upon which Vocational Studies-Australia is able to ensure that its management of international students undertaking a training course in Australia on a student visa is compliant with the ESOS legislative framework and the National Code. This includes the recruitment and administration of international students and the provision of relevant management of, and support services for, international students.

The work of staff at all levels who are involved in the administration of international students studying at Vocational Studies-Australia on a student visa is covered by this Policy. The implementation of specific aspects of the Policy is detailed in a suite of standard operating principles and procedures which support this Policy and are directed at ensuring the rights of students are upheld in line with the principles of the ESOS framework, namely:
· Students have a right to receive, before enrolling, current and accurate information about the courses, fees, modes of study and other information from your provider and your provider’s agent. If a student is less than 18 years of age, to ensure their safety, they will be granted a visa only if there are arrangements in place for suitable accommodation, support and welfare.

· Student have a right to sign a written agreement with your provider before or as they pay fees, setting out the services to be provided, fees payable and information about refunds of course money. Students should keep a copy of the written agreement.

· Students have a right to get the education they pay for. The ESOS Act and associated National Code include consumer protection principles that allow students to receive a refund or to be placed in another course if the provider is unable to teach the course.

Principles 
Compliance 
Each staff member who interacts with or has any involvement in the recruitment, administration and support of international students must be familiar with the requirements of the ESOS legislation and related provisions (e.g. DIAC reporting requirements) as they relate to the responsibilities of their individual position. Each staff member must ensure that they comply with the legislation, and work in accordance with the principles and procedures set out in the standard operating principles and procedures which support this Policy.
Compliance reporting
Each staff member who interacts with or has any involvement in the recruitment, administration and support of international students must be familiar with the specific reporting obligations that relate to their position, whether internal reporting for the purposes of detecting potential or actual risk in relation to compliance, or external reporting as may be required under the legislation.

Compliance risk
Each staff member who interacts with or has any involvement in the recruitment, administration and support of international students must operate on the basis that compliance is an essential and integral aspect of their role, and not an ‘add-on’, or the responsibility of another area or position. Staff must notify their supervisor and the Coordinator, Policy and Compliance, of any potential, likely or actual breach of compliance.

Staff are also invited to provide feedback and to recommend improvements to the compliance regimen, and will be given an opportunity at meetings to make suggestions. They may also provide feedback directly to the Director at any time.

Compliance resources
In line with its overall responsibility for compliance, the RTO must provide adequate resources to ensure compliance. If compliance places an excessive burden on a particular area, it is the responsibility of supervising staff to look to the adequate deployment of staff and resources, and where necessary to seek support through the normal channels.
Industry standards
Vocational Studies-Australia will liaise with other vocational providers, including the sharing of information, to ensure that its own processes and procedures are of a standard at least consistent with that of other Registered Training Organisations. This liaison may include benchmarking activities or joint projects and participation in the activities of the ESOS advisory bodies.
Communication 
The Director of Vocational Studies-Australia will be the responsible officer to provide briefings for staff to assist them to understand and comply with the ESOS legislation. The Director will also ensure that staff are kept informed of any updates or changes to the legislative requirements, via broadcast emails and/or meetings and information sessions.

Procedure
Procedures related to the implementation of the ESOS framework are included in the following suite of policies and procedures. AQTF alignment is also provided to assist in locating documents and minimising duplication.
	National Code & Standard
	AQTF standard or condition
	VSA Policy & Procedure
	Page number of manual

	1
	Marketing information and practices
	Condition 8
	Marketing & Advertising
	112,113

	2
	Student engagement before enrolment
	Standard 2
	Enrolment

Client information

Client induction 
	86

	3
	Formalisation of enrolment 
	
	
	66

	4
	Education agents 
	n/a
	Agent appointment, Monitoring and Termination policy
	34 - 37

	5
	Younger students
	Condition 3
	Students under 18
	91

	6
	Student support services
	Standard 2
	Student Support Office

Student Counselling Service
	92,93

	7
	Transfer between registered providers
	n/a
	Enrolment

Transfer between registered providers
	77,78

	8
	Complaints and appeals
	Element 2.7
	Assessment and Appeals 

Complaints 
	105,106,107

	9
	Completion within the expected duration of study
	Standard 2

Standard 3
	Client information 
	79

	10
	Monitoring course progress (n/a)
	
	
	79,80

	11
	Monitoring attendance 
	
	
	81,82

	12
	Course credit
	Condition 7
	Mutual recognition
	77-78

	13
	Deferring, suspending or cancelling the student’s enrolment 
	Standard 2

Standard 3
	Suspension & cancellation of enrolment


	69-73

	14
	Staff capability, educational resources and premises 
	Element 1.4
	Employee induction
	49, 50

	15
	Changes to registered provider’s ownership or management 
	Condition 2
	Change of ownership
	137


Associated documents and references 

· ESOS Act 2000

· National Code 2007
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Policy
Client Services

Vocational Studies-Australia operates with sound management practices which ensure effective client services and high professional standards in the marketing and delivery of client services.  

Client service standards will ensure timely issue of client results and award qualifications in accordance with the requirements of section 43 of the Vocational Education, Training and Employment Act 2000, and a systematic program of review and evaluation of all client related services and products in accordance with the AQTF and the National Code. 
Our client service quality process includes:
· Development, review and application of our quality system, policies and procedures.

· Development and ongoing review of our information handbook.

Vocational Studies-Australia ensures that this information is made available, understood and valued by clients and personnel. Client information will ensure that all fees and charges for services supplied are known to clients before engagement, and that the program content and assessment procedures are explained, and vocational outcomes are outlined.

Procedure
Standard Operating Procedures outline Vocational Studies-Australia policies in the following areas:

· Continuous Improvement and Quality Management

· Legislative Requirements

· Marketing and Advertising

· Access and Equity

· Management and Administration 

· Financial Policy (including refunds)

· Contract Engagement

· Client Consultation

· Client Information

· Clients with special needs

· Assessment Appeal

· Complaints and Grievances 

· Recognition of Prior Learning and Current Competency
Associated documents and references 

Vocational Education, Training and Employment Act 2000

National Code 2007

AQTF 2010
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Policy
Vocational Studies-Australia is committed to providing quality service in order to meet the needs of clients and stakeholders, especially students. Continuous improvement in all activities is seen as vital to the continued success of the College.

Vocational Studies-Australia undertakes ongoing quality control and evaluation of all its operations to ensure that standards are maintained appropriate to the expectations of the community, including examining and licensing authorities where relevant. 

Applicable AQTF Standards

1.1
The RTO collects analyses and acts on relevant data for continuous improvement of training and assessment

2.2
The RTO continuously improves client services by collecting, analysing and acting on relevant data.
3.2
The RTO uses a systematic and continuous improvement approach to the management of operations.
Improvement opportunity processes

Vocational Studies-Australia’s approach to quality encompasses all of its operations including academic services, student services, financial operations, facilities, human and physical resources and workplace health & safety. Improvement opportunities may arise from the following activities:

Client satisfaction surveys

Every user of the services provided by Vocational Studies-Australia has the right to provide feedback about the programs and services of the College. 

The quality improvement system provides for identification of opportunities for improvements through a client feedback system which includes surveys of:
· Staff 

· Enrolled students

· Withdrawing students

· Graduating students

· Community, industry and other client groups

Unsolicited feedback

Any employee or client of Vocational Studies-Australia has the right to provide unsolicited feedback on the services or operations of the College.

Internal and external audits

Vocational Studies-Australia carries out a self-assessment against the AQTF Essential Standards and Conditions of Registration at least annually to measure compliance and highlight opportunities for improvement. 

Vocational Studies-Australia uses audit reports from government regulators as a further opportunity for improvement.

Management reviews

Management regularly reviews and revises activities through the following activities:
· Annual planning and budget setting

· Individual executive goal setting

· Monthly management meetings 

· Results of assessment validation

Internal and external workshops

Vocational Studies-Australia staff are required to attend workshops offered by the regulatory authorities as part of their professional development plan. 

Internal workshops are conducted on an as needs basis to inform staff of any changes to legislative requirements or operational activities.

	Process 
	Authority 
	Responsibility 

	Client satisfaction surveys
	
	Quality manager

Head trainer

	Unsolicited feedback
	
	Student services

Administration staff

	Internal and external audits 
	Director

Quality Manger 
	Quality Manager 

	Management reviews
	Director 
	Quality Manager

	Internal and external workshops 
	Quality Manager 
	Director 


	Associated documents and references  

	Continuous Improvement request 

Pre-enrolment feedback

Student evaluation sheet

Student exit survey (withdrawal and completion)

Trainer/Assessor feedback

Stakeholder satisfaction survey/s

AQTF Self-assessment tool

Meeting Agenda & Minutes Form

Continuous Improvement Register 


	

	
	


Procedure
Opportunities for improvement that have been identified are to be recorded on the Continuous Improvement form and forwarded to the Director/Quality Manager. 

The Director/Quality Manager will record the request in the Continuous Improvement Register 

The Director/Quality Manager will action the request in line with organisational policy and procedure.

Completed actions are to be recorded on the Continuous Improvement Register.
Copies of all documentation relating to the improvement are to be forwarded to administration in accordance with the Records Management policy for storing electronically.

Managing the Quality System 

The Director of Vocational Studies-Australia is responsible for the dissemination of all information on relevant organisational policies and procedures to clients of the College.

A ‘hard copy’ Quality System folder is available at the reception desk and contains current versions of organisational policies, procedures, and forms.

Employees will attend all scheduled meetings and conducted on an as needs basis.  The agenda for these meetings is negotiated at least 7 days prior to the scheduled meeting time. The standard Meeting Agenda Form will be used so that critical agenda items are not overlooked

Outcomes of all meetings are recorded on the Minutes of Meeting form and distributed to employees no more than 3 days following the meeting. 

Chairing and note-taking at these meetings is the responsibility of the Director/Quality Manager however note taking may be rotated so that all employees are involved.

Contract employees/trainers/assessors involved with Vocational Studies-Australia are provided with copies of policies and procedures.

Associated documents and references  

· Continuous Improvement Request Form and associated register 

· Meeting agenda form

Minutes of meeting form

	POLICY & STANDARD OPERATING PROCEDURE

	Internal Audit & Review

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Internal reviews will be conducted at least annually, according to a Review Schedule authorised by the Director/Quality Manager.

This schedule will require VSA to conduct a minimum of an annual audit and review against the AQTF standards, management review of the business, assessment moderation, continuous improvement changes, and other minuted items on the Meeting Agenda Form.
In addition, client feedback forms completed by program participants at the end of each training program delivery will be used for continuous program review.  Assessment moderation will evaluate assessment instruments and consistency of evidence being received over a sampling of participants as described in the Delivery and Assessment Strategy document prepared for each qualification and target client group.

Outcomes of reviews, minuted in meetings, will be filed and will be available for perusal by DET auditors.

Random surveys will be conducted on stakeholders to determine the outcomes of the training programs and information gathered from the survey will be used to improve information to employers and potential clients.

Applicable Standard/s

AQTF

1.1 The RTO collects, analyses and acts on relevant data for continuous improvement of training and assessment

2.2 The RTO continually improves client services by collecting, analysing and acting on   relevant data

C2
The RTO’s Chief Executive must ensure that the RTO cooperates with its registering body:

· In the conduct of audits and the monitoring of its operations

Procedure
This procedure describes the process for conducting internal quality audits within Vocational Studies-Australia campuses and partner campuses. Internal audits are to be conducted at planned intervals to determine the effective implementation and maintenance of the Quality Management System and to identify potential opportunities for improvement. 

An internal audit schedule will be developed by the Director/Quality Manager.

The schedule will detail regular AQTF audits which will be conducted using the AQTF Self Assessment Audit Tool. The schedule will take account of previous review outcomes and of upcoming requirements such as re-accreditation of programs or re-registration.

Training and assessment reviews will draw on internal evidence and on a range of feedback evidence, including summaries of feedback from program delivery, employer feedback, and unsolicited feedback and evaluation of assessment instruments and evidence.  

Improvement actions will be raised on the Continuous Improvement Form.  

Continuous Improvement Request Forms completed on training and assessment products purchased through licensing agreements will be forwarded to the product owners as feedback for improvements.

Outcomes of reviews and details of actions taken as a result of review outcomes will be retained as minutes of meetings and remain on file for the duration of registration as a Registered Training Organisation plus a specified time thereafter according to legal advice.
Associated documents and references  

Continuous Improvement Request Forms

Internal audit schedule

AQTF Self Assessment tool

Meeting agenda form
Review Schedule

	POLICY & STANDARD OPERATING PROCEDURE

	Strategic/Business Plan

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
The Director/Quality Manager of Vocational Studies-Australia is responsible for the preparation and review of existing strategic plans for the RTO.  The strategic plan reflects a 5 year duration and is reviewed at least once annually.
Procedure
The strategic plan must include a description of the RTO and its operations, financial projections and budget controls, costing, marketing strategies, business projections, personnel priorities and timeframes for achieving business goals.

The strategic plan details quality control mechanisms and risk management strategies and includes review and update details.

Finance and accounts will be audited by qualified external auditor at least annually and a financial risk assessment will be conducted at this time.

Day to day operations of Vocational Studies-Australia is planned by the Director/Quality Manager.

The strategic plan may be developed using any format however a template is provided in this quality system.  .

Using Page 1 – Strategic Plan Proforma determine the overall objectives for each area of the business.
· Baseline data – this is the status of where the organisation is currently sitting and is usually derived after a thorough analysis of the organisation.  This needs to be determined prior to formulating the future objectives and strategies.
· Objective – this is a statement on where the organisation would like to be at the conclusion of the business plan.
· Strategy – this column is used to determine what steps are required to achieve the objective.

Use Page 2 – Action Plan Proforma to breakdown each of the important steps into more manageable action plans to ensure that the whole business plan is implemented in stages. 

Use Page 3 – Team Meeting Record to record the outcomes of the strategic plan progress. 
Access to the Business Plan

All persons wishing to have access to Vocational Studies-Australia business plans must gain written authorisation from the Director/Quality Manager.
Associated documents and references  

Strategic plan proforma

Action plan proforma 

	POLICY & STANDARD OPERATING PROCEDURE

	Business Risk Management

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Vocational Studies-Australia will assess and manage financial, social and environmental risks and will support the professional development of staff members to facilitate these processes.  Vocational Studies-Australia will:

Perform strategic analysis of financial, social and environmental management issues to identify potential risk management issues.  Financial risk will be minimised by external audit of the financial records by a qualified accountant.

Develop mechanisms for integrating risk information into the process for establishing priorities among competing financial, social and environmental management requirements. 

Implement credible and dependable risk assessment and risk management practices including the use of:
· Continuous Improvement & Quality Management Policy and Process

· Version Control Policy and Process.

· Internal Reviews of Policy and Process

· Assessment and Feedback Reports and Process

· Scheduled Monthly Meetings and Agenda Items

· Adhering to the Internal Audit and Risk Assessment Schedule

· Regular financial audits conducted by an independent accountant.

· Preparation and review of a Risk Management Matrix identifying strategies for lowering risk.
Vocational Studies-Australia will coordinate risk reduction efforts wherever feasible and appropriate. And ongoing risk assessment activities will be conducted and documented on the Risk Assessment Activity.
Procedure
All identified risks (either during a AQTF Self Audit or during a random risk assessment) will be recorded and reported to the Director/Quality Manager.
If identified during an AQTF Self Assessment Audit, then use the Continuous Improvement Form if identified as a result of a random risk assessment, then use the Risk Assessment Activity Form.  (Once the risk has been confirmed, a CI Form will be raised for actioning)

Urgent risk attention should be noted and highlighted to the Director/Quality Manager for immediate attention.  

Subsequent follow up will be conducted through discussion at meetings with relevant stakeholders and the monthly review of the risk management matrix when conducting an internal audit according to the audit schedule.
Associated documents and references  

· Risk assessment activity form
· Continuous improvement form

	POLICY & STANDARD OPERATING PROCEDURE

	Education Agent Appointment, Monitoring & Review

	Responsibility
	Director/Quality Manager

	DATE: 30 August 2010
	
	


Policy
The representatives of Vocational Studies-Australia are often the first point of contact between prospective students and the Australian International education sector. Their activities and ethics are important not only to Australia’s reputation as a desirable destination for students but also to the reputation and academic standing of Vocational Studies-Australia. 

Vocational Studies-Australia is therefore committed to only appointing representatives who will act ethically and appropriately and who have an appropriate knowledge of the Australian international education industry. The Policy aims to ensure that the actions of its appointed representatives (agents) comply with the College’s obligations under the:
· ESOS Act 2000
· ESOS Amendment Act 2010
· ESOS Regulations 2001
· National Code 2007
· Migration Act 1958
· Migration Regulations 

Applicable Standards

The National Code 2007 standard 4
Education Agents
Registered providers shall take all reasonable measures to use education agents that have an appropriate knowledge and understanding of the Australian international education industry and do not use education agents who are dishonest or lack integrity. VSA has in place procedures to ensure (inter alia):
· Each agent enters into a written agreement
· Agent activity is monitored

· Agents are given up to date information

ESOS Act 2000
Section 21A of the ESOS Act 2000 outlines the requirements on providers to establish and maintain a list of agents.
ESOS Amendment Act 2010

Providers to be required to list the names of education agents who represent them and promote their education services and to require providers to comply with any matters prescribed in the regulations concerning their agents. 

Procedure
Agent appointment

The following procedures apply to all representatives, hereby referred to as agents, and staff of Vocational Studies-Australia involved in the recruitment, accreditation and monitoring of agents for Vocational Studies-Australia:

· Agent Application Form and Agent information documents are sent to prospective agent upon request.

· Completed forms and relevant documentation to support application are to be handed to the Director once returned.

· If the Director determines the agent suitable to appoint as a representative, referees are contacted by the Director for completion of Agent Reference Check. 
· Once agent reference check is completed, reassess application for suitability.

· Complete Agent Agreement and obtain approval and signature from Director. 

· Send two copies of Agent Agreement to the agent, one copy for their records and the other to be signed and returned for Vocational Studies-Australia records.

· Update agent details in Vocational Studies-Australia database.

Agent monitoring
The RTO will monitor the conduct of the agent throughout the term of the agreement. This will be achieved by gathering data from a range of sources as outlined below:

Upon arrival of the student at the RTO, each student will be asked a series of question about their dealings with the agent. These will include questions regarding:

· whether any course money was taken by the agent

· whether the agent acted in a professional manner providing the student with accurate and timely information

· whether the agent showed the student the RTO website and particular information about the RTO, the courses on offer, associated fees and conditions, student handbook etc.

Other data which may be used by the RTO to determine the performance of the agent will include:

· number of students provided by the agent

· conversion rates of inquiries to enrolments

· accuracy of information provided to the RTO by the agent

· the reasons behind any failed application

· the reasons behind failure of student to gain a visa

· other applicable information coming to the attention of the RTO.

Should an agent be reasonably suspected of acting in an unethical, dishonest, deceptive, negligent, careless, incompetent or generally unprofessional manner, the RTO Director will contact the agent and discuss the matter to determine any corrective and or preventive action. The decision to terminate an agreement is solely at the discretion of the RTO Director. 

Re-appointment of an agent
At the completion of any agreement between Vocational Studies-Australia and an agent, the Director will monitor the agent and re-appoint if no adverse data is received.
Agent termination 
If the Director believes that the agent has engaged in unprofessional conduct and breached the agent agreement in any manner, the Director may write to and forward the Agent Warning Letter. Unprofessional conduct includes (but may not be limited to):
· actual or suspected dishonest student recruiting practices

· facilitating the enrolment of a student when the agent believes the student will not comply with their visa conditions

· using the PRISMS system to create CoEs for other than bona fide students

· providing immigration advice where not authorised to do so under the Migration Act 1958 
The agent must provide a written response to the Director within 10 business days of the date the letter was issued. As extension of the response time may be granted at the discretion of the Director.

The Director, in considering the agent’s conduct and performance and written response, may:

· Require the agent to undertake further training
· Maintain the agent appointment

· Issue a further warning to the agent

· Suspend the agent’s appointment

· Maintain the agent subject to certain conditions

· Terminate the agent appointment

The Director must terminate an appointment if he/she knows or reasonably suspects that the agent has engaged in unprofessional conduct.

If the Director decides to terminate an agent’s appointment the Director shall write to the agent informing him/her that the appointment has been terminated using the Agent Termination Letter.
Agent Listing

VSA will take all necessary steps to ensure that its agent listing in VSA website is current and available for its prospective clients.
Associated documents and references  

· Agent Application Form
· Agent Reference Check
· Agent Agreement
· Agent Warning Letter
· Agent Termination Letter
· Migration Act 1958
	POLICY & STANDARD OPERATING PROCEDURE

	Workplace Health & Safety

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Vocational Studies-Australia is committed to the provision of a place of work that is safe and healthy without risks to the safety, health or welfare of all personnel and clients.

This commitment is extended to all persons who may be affected by the undertakings of Vocational Studies-Australia management and personnel. By making this commitment we recognise that at no time will the demands for training program delivery and /or work output be placed before the health, safety or welfare of personnel and clients.

The minimum standards accepted by management, are those in compliance with all relevant Acts, Regulations, Codes of Practice and the Workplace Health & Safety Act (Queensland). All personnel and clients have a responsibility to contribute to the effectiveness of our Policy by ensuring that they do not place any person including themselves at risk.

The Director/Quality Manager is accountable and responsible for the implementation of this Policy and any procedures developed to aid its intent. 

All personnel are required to consult and liaise with management for the effective implementation and the ongoing maintenance of our Policy objectives. The commitment to this Policy will be demonstrated in that management will ensure that sufficient resources are made available to meet our stated objectives.

Procedure
Employees

In their own interest and as a legal obligation employees have a responsibility to ensure that nothing is done to make health and safety provisions less effective. In particular they must: ​

· Take reasonable care to protect their own health and safety at work.

· Ensure that they don’t endanger any other person through any act or omission at work.

· Ensure that correct use is made of all equipment provided for health and safety purposes.

· Obey instructions issued to protect their own personal health and safety of others.

· Report or make such recommendations to the Director/Quality Manager as they deem necessary to avoid, eliminate or minimise any hazards of which they are aware of regarding working conditions or methods.
Accident Reporting Process

1. All accidents (even if there is no injury) must be reported and/or documented using the Incident Notification Form which will be discussed at regular meetings.

2. Standard Operating Procedure – Incident Reporting must be followed.

Risk Management Process

As an organisation in control of a workplace, Vocational Studies-Australia must ensure:
· the risk of injury or illness from a workplace is minimised for persons coming onto the workplace to work

· the risk of injury or illness from any plant or substance provided by it for the performance of work by someone other than its workers is minimised when used properly

· there is appropriate, safe access to and from the workplace for persons other than its workers.

Risk assessment is part of the risk management process.

Vocational Studies-Australia undertakes to carry out risk assessment and put appropriate control measures in place to minimise the risk of injury and illness to its staff and others. 

Risk assessment will be conducted by:

· Identifying the Hazard

· Assessing the Risk

· Risk Control Measures

· Monitoring and Reviewing Control Measures

· Outcomes will be recorded on Hazard Report Form which will be discussed at regular meetings to ensure that action has been taken.  (Refer to attached notes issued by Queensland Department of Industrial Relations for completing the Hazard Report Form)

· Completed forms will be registered and retained on file.
· To ensure the effectiveness of control measures, periodic monitoring will occur. To ensure new risks are not created, control measures will be reviewed before and after implementation.
Associated documents and references  

· Hazard report form

· Incident notification form
	POLICY & STANDARD OPERATING PROCEDURE

	Incident Reporting

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Part 7 of the WPH&S Act requires certain persons to notify Workplace Heath and Safety Queensland of the following incidents:

· Serious bodily injury

· Work-caused illness

· Dangerous event

This organisation is committed to ensuring that the appropriate records are kept and action is undertaken to continue compliance with legislative requirements and to maintain a safe work environment.

Procedure
Please follow this link http://www.deir.qld.gov.au/workplace/incidents/incidents/notify/index.htm 

and refer to the attached notes issued by Queensland Department of Industrial Relations for completing the Incident Notification Form. 
For clients and employees completing the Incident Notification Form, please forward to the Director/Quality Manager for actioning.

The Director/Quality Manager is responsible for lodging of all relevant documentation to the Offices of Workplace Health and Safety and the Health Department.

Associated documents and references  

· Incident Notification form

	POLICY & STANDARD OPERATING PROCEDURE

	Critical Incident Management

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy 
Vocational Studies-Australia recognises that critical incidents can arise that may seriously impact on the safety of staff and students and/or the college community. Vocational Studies-Australia further recognises that effective planning, management and rehearsal are the keys to success in the event of the occurrence of a critical incident.

This Policy and related procedure are designed to ensure that Vocational Studies-Australia:

· Meets its duty of care obligations in providing the highest possible standard of health and safety for staff, students, visitors and others working at or visiting Vocational Studies-Australia

· Is able to respond swiftly and effectively in the event of a critical incident

· Is compliant with all relevant legislation and Standards so that:

· Exposure of persons to health and safety risks is avoided or minimised

· Physical and psychological trauma is minimised 

A critical incident

· May not necessarily require an initial emergency response;

· May significantly disrupt the operations of Vocational Studies-Australia and impact on business continuity; and/or

Examples of events which may be deemed critical incidents include

· Any fatality, near fatality or incident likely to affect seriously a number of staff and/or students;
· A missing student
· Serious traffic accidents e.g. an accident during a student field trip;

· Murder, suicide or attempted suicide involving students/staff and their family members

· Fire, explosion, bomb threat;

· Hold-up or attempted robbery;

· Threats of violence and/or sexual assault to staff/students;

· Storms/natural disasters that cause major damage;

Critical Incident Phases
The management of critical incidents will follow a phased approach:

	Phase 1
	A
	Assess situation, call emergency services, assist those in danger

	Phase 2
	E
	Evacuate students, staff and visitors, if appropriate

	Phase 3
	I
	Inform the stakeholders

	Phase 4
	O
	Organise resources

	Phase 5
	U
	Undertake recovery operations and return site to normal


Procedure
Phase 1
A
Assess the situation
· If the event is an emergency, i.e. an incident which involves the possibility of immediate or imminent threat, physical and/or emotional distress 
· Report the event in line with Vocational Studies-Australia Emergency Procedures
· If the event does not present an immediate threat to the safety and wellbeing of individuals:
· Report the event immediately to the Director

· The Director will:

· Promptly attend the site of the incident

· Assess the situation, call emergency services and assist those in danger using Critical Incident Assessment Form
· Coordinate the initial response

· Complete the injury/accident/Hazard Report form

· Prepare a brief initial response to any media attention
· Commence recording the event in the Critical Incident Diary
Phase 2
E
Evacuate staff, Students and visitors, if appropriate 

· The Director will take the actions necessary and reasonable to evacuate staff, students and visitors, according to the Critical Incident Evacuation Checklist 
Phase 3
I
Inform the stakeholders
· An immediate meeting, either face-to-face or by phone will be conducted with relevant personnel assessing the situation to determine what has happened and who is affected, etc. 
· From the information, the Director will prepare a brief initial response to any media presence 

· Follow up contact with family/families involved to express sympathy, arrange retrieval of personal items as appropriate 
· Update information to staff, students and families as appropriate – Rumour control

Phase 4
O
Organise Resources
· Identify and offer more specialled personal support to venerable and/or most affected staff and students
· Provide recovery support and advice for students/staff/families about the normal cycle of recovery and indicators that extra support may be required 

· Organise any resources as deemed necessary in line with the Critical Incident Organise Resources Checklist 

Phase 5
U
Undertake recovery operations and return site to normal

· The Director will:

· Debrief all staff as necessary

· Organise necessary relief/additional staff to meet teaching, support, administration and front office needs

· Prepare a report on the effectiveness of the response to the incident
· Arrange training if deemed necessary in report findings

· Liaise with local agencies for possible after hours/weekend support
Any time VSA becomes aware of critical incident, ALL steps in the process are documented or in case of external involvement, copies of applicable documentation obtained and kept in a Critical Incident Diary. An example may include :

· File note of all phone calls

· Accident / injury reports

· Hazard reports

· Police reports

· Documentation of student counselling meeting

· Documentation of de-briefing meeting

It is imperative that the continuity of documentation relating to critical incidents is assured and that records are kept chronologically, legibly and accurately.
After hours 24/7 contact details are Sairam Kannaian 0415 414 845
Associated documents and references  

· Emergency Procedures
· Critical Incident Assessment Form
· Critical Incident Evacuation Checklist
· Critical Incident Diary
· Incident Report Form
· Critical Incident Organise Resources Checklist
	POLICY & STANDARD OPERATING PROCEDURE

	Organisation Chart

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Vocational Studies Australia will review it’s organisational chart and position descriptions as required throughout the year and at least annually at the time of internal audit.

The organizational chart is supported by Position Descriptions for all personnel engaged by Vocational Studies Australia and each member of personnel will be recruited and performance managed in alignment with the position description and organisational chart.

Trainer/assessors provide support roles to the Director/Quality Manager and persons appointed to these positions will be recruited based on suitability to their primary and secondary responsibilities.
	
	RTO Director/Quality Manager
	

	
	

	Compliance Manager
	
	
	Student Support




Tra

	POLICY & STANDARD OPERATING PROCEDURE

	Human Resource Management

	Responsibility
	Director/General Manager

	DATE: 30 November 2010
	
	


Policy
While the RTO’s physical assets (buildings and related equipment) contribute significantly to VSA image as a quality training provider, the RTO’s most valuable assets are its human resources.

Procedure
Employee Record Files

A record file will be raised for every employee.   This file will contain:

· Personal data from their submitted Resume/CV and additional information collected Employee Personal Data form;

· Current qualifications and expiry dates where applicable;

· Annual Leave record; 

· Copies of any relevant correspondence; and

· Trainer and Assessor qualifications and experience.

· Induction record

Any person engaged to provide training and assessment activities must also provide information on their Training and Assessment qualifications and experience.  This information will be transferred to a Human Resources Matrix against the units of competency being delivered.  Qualifications held will be consistent with the AQTF Standards requirements, Accredited Course requirements (where applicable), and Training Package requirements for training and assessment in the specific qualification being delivered. NQC requirements are also accounted for.
If a person does not have all of the AQTF specified competencies for assessment, a qualified assessor in combination with a person who has the required industry competencies (and any appropriate license requirements) may conduct the assessments.

If a person does not have all of the AQTF specified competencies for training, they may be under the direct supervision of a person with these competencies.  Direct supervision is achieved when a person delivering training for the RTO has regular guidance, support and direction from a designated person who holds a current Trainer and Assessor qualification as specified in the AQTF Standards – Refer to SOP regarding Direct Supervision.

This supervision evidence can be achieved by a dual sign off against units of competency and training records.

The Human Resource Matrix will be audited and updated at least once annually as part of the scheduled Risk Assessment Activities in the Internal Audit Schedule.
Supervision of Trainers

Programming of training activities is to ensure that:
· All employees are supervised as required by the Australian Quality Training Framework standards.
Communication Strategy

All trainers and assessors are integral to the development of VSA and as such are involved daily in the operation of the RTO. Through ongoing communication, senior management are kept informed of the progress of student through their respective courses.

Meetings are held monthly and involve all staff. A standard agenda item allows trainers/assessors to input into matters of an operational nature ensuring the management is  kept informed. Supporting the systematic meetings is the Trainer Feedback Form which can be submitted to administration at any time. Management review these forms as received and discuss any noteworthy matters at staff meetings. 
The Director / Compliance Manager maintains an ongoing communication strategy with staff and ensures that all information relating to the business of the RTO is disseminated. This information is largely received through regular email alerts and existing network groups.
Safety in the Workplace

This section in no way replaces the Workplace Health and Safety Policy. It is the responsibility of all employees to ensure the Workplace Health and Safety Policy is read, understood and complied with.

Employees can promote a safer work environment by:

· Complying with health and safety instructions as issued from time to time

· Taking action to avoid, eliminate or minimise hazards

· Making proper use of personal protective equipment

· Not wilfully placing at risk the health and safety of own self and others

· Seeking information and advice where necessary

· Being familiar with reporting, emergency and evacuation procedures.

	POLICY & STANDARD OPERATING PROCEDURE

	Employee Recruitment 

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Recruitment will be made against a position description statement, developed for a particular position. 

Equity and social justice principles will be applied to all recruitment processes.

When recruiting an employee to be involved in training and/or assessment, Vocational Studies-Australia will recruit only employees who satisfy the human resources requirements as specified in the AQTF and the relevant Training Package.

Procedure
· Employee recruitment will be conducted by the Director/Quality Manager in conjunction with other relevant team members as appropriate. The method of sourcing new personnel and the selection process shall be decided with reference to the position to be filled and the particular skills required.

· Position description statements for a new/replacement position will be developed by Vocational Studies-Australia Director/Quality Manager.

· Applications will be sought via advertisement and/or invitation.  Equal Employment Opportunity requirements must be satisfied.

· Interviews of applicants will be conducted by the Director/Quality Manager.  Referees will be contacted where appropriate after seeking permission from the applicant.

· Selection processes may include practical activities where appropriate.

· Verification of training and/or assessment and vocational competencies will be undertaken.  A record of this verification is to be completed during employee Induction using the appropriate form.   Documentation provided must be either the original document or certified by a Justice of the Peace or Commissioner for Declarations.  The attached guidelines are to be used when verifying a potential employee’s current trainer/assessor and vocational competence.  

· The recruitment process and outcomes will be documented and filed.

· Unsuccessful applicants will be advised in writing within 7 days of a decision being made.  Feedback will be provided to unsuccessful applicants, on request.

· All Vocational Studies-Australia employees will have a Position Description which outlines their role and responsibilities with Vocational Studies-Australia and in particular the RTO.  The Position Description also lists key selection criteria for recruitment purposes and recruitment will be based on merit.

	POLICY & STANDARD OPERATING PROCEDURE

	Employee Induction

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
All employees of Vocational Studies-Australia will participate in an induction in their role with Vocational Studies-Australia.  The Director/Quality Manager is responsible for ensuring induction activities take place within 2 days of an employee commencing a job role. 

For employees who will be involved in training and/or assessment, this induction will include information, where relevant to their job role, on each of the following:

· Training Packages;

· competency-based training and assessment;

· vocational education and training requirements and policies

All newly appointed employees will receive copies of relevant documents and access to the Quality System folder, designed to meet their immediate and ongoing information needs within Vocational Studies-Australia.
Procedure
General Induction Activities
All employees are to be provided with a detailed briefing on first arrival to ensure that the terms and conditions of their employment contract are fully understood.  This section of the induction will be given by the Director/Quality Manager.

All employees are to be shown the location of the RTO first aid container and briefed on their legislative requirements.  

Employee’s are to be given a guided tour of all Vocational Studies-Australia and associated facilities.  During this tour, any hazards associated with movement about the premises or related facilities are to be carefully explained.

The employee’s current address and contact details are to be updated and recorded on his/her personnel file. 
The following operational administration procedures are to be explained:

a. Methodology and display of training programming;

b. Training activity authorisation procedures – as applicable.

The Director/Quality Manager is to ensure that the employee’s induction is completed as per the Induction Checklist and that all matters are adequately covered. A copy of the employee’s induction checklist is to be signed off and retained in the employee’s personnel file.  The employee will be issued a copy of their signed induction form.

General information on policies and procedures will be provided in an Employee Handbook for the employee to read and retain.  Access to the full quality system is available at the RTO at any time for all employees..  Documents in the quality system are not allowed to be removed from the premises by any employee unless authorised by the Director/Quality Manager.

At the time of induction the Director/Quality Manager will ensure that all copies of professional qualifications and any relevant documentation relating to the HR requirements of the trainer and assessor are copied, verified and retained on the trainer/assessor personnel file for completion of their HR matrix.

The Director/Quality Manager may negotiate the completion of a HR Matrix with the employee and determine which party will complete the matrix. The Director/Quality Manager will ensure that HR matrixes are kept current and this is to be checked during internal audit activities.

A professional development plan will be discussed with each new employee and a projected plan designed by the Director/Quality Manager for the following 12 months.  The objective of professional development plans is to ensure that trainers and assessors maintain their industry currency and the training and assessment currency.  Professional Development Plans will be reviewed at least once annually or as required throughout the year.

Trainers and assessors who are recruited and are still in the process of achieving qualifications and experience as trainers and assessors will be under the direct supervision of another qualified and experienced trainer and assessor.  Information on Direct Supervision can be found in the applicable procedure.

In relation to overseas students, Vocational Studies-Australia will ensure that every employee is aware of their obligation under DIAC regulation to report via PRISMS of student’s non compliance of attendance or academic failure.

	POLICY & STANDARD OPERATING PROCEDURE

	Staff Performance Planning & Review 

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Vocational Studies-Australia is dedicated to ensuring that all employees are performing as expected and to industry standards.

Performance Review’s will be undertaken on all employees by the Director/Quality Manager.  These performance reviews will provide a formal opportunity for employee to review the job description, raise any concerns about their professional development, employment, training needs or other issues which concern them.  

The performance review will also provide the opportunity for a formal evaluation of employee performance relating to position descriptions and any changes to their role.

This process will at all times ensure that legislative requirements including those prescribed under the Queensland Anti Discrimination Act 1991 and the Queensland Workplace Health & Safety Act 1995 are followed.

Procedure
Annual performance reviews will be arranged for each employee member with the Director/Quality Manager.  Performance Reviews should take a minimum of one hour.

Each party is required to spend a minimum of 30 minutes in preparation for the review, by completing the appropriate form prior to the review.

During the performance review the following steps need to occur using annual Performance Review form:

a) Update Personal Details

Firstly, update personal details in the Personnel file.

b) Review Employee Member’s Commentary

Next, review the employee’s job description and identify changes in the role.   Any changes that have been identified and agreed should be amended on the job description. 

c) Establish the Key Successes

Review the job description and identify where the objectives are being met, and clearly establish their value-add to the business. 

d) Identify the Key Challenges

Identify what it is that is contributing to those problems, then develop a strategy for addressing them.

Discuss any potential performance improvement strategies / requirements.

e) Employee Expectations 

Provide an opportunity for the employee to identify any issues or opportunities that the Director/Quality Manager could address to help improve performance / relationship.

f) Complete the Performance Review Record

After completion of the first five steps, a record is amended.  Each question is discussed with the employee member, capturing all details in the relevant form, while using the employee member’s job description as a reference.

g) Sign off

Once the form has been updated and agreed with both parties the document is signed-off by the employee.

Continuous Improvement Requests are to be completed by either the employee or the Director/Quality Manager as required.

A copy is to be held by each party for future reference. 

In addition to each annual review, an informal review will be undertaken every six months.  Records must be kept on the employee’s personnel file.  A copy is also to be given to the employee.
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Policy
The professional and personal qualities of Vocational Studies-Australia personnel have built the RTO’s reputation.  Maintenance and improvement of that reputation will continue to depend largely on those professional and personal qualities, and maintenance of high employee morale. 

To assist the individual employee in striving for the highest possible standards both personally and professionally, Vocational Studies-Australia will develop and maintain a professional development plan for all employees.

Vocational Studies-Australia will provide all employees with opportunities for ongoing professional development to meet the business needs.

As part of the internal review process, the skills and knowledge of persons engaged to perform training and assessment roles for Vocational Studies-Australia, are to be continuously audited by Vocational Studies-Australia, and will occur at least once annually as required under the AQTF Standards.
Procedure
The Director/Quality Manager is to plan professional development activities that will ensure that the highest possible standard of skills and knowledge is maintained.  This program will where possible utilise internal RTO training capabilities, but may use external training programs if they are evaluated as being of particular benefit to Vocational Studies-Australia objectives.

Informal professional development will be provided, in part, through the inclusion of all employees in regular meetings, designed to increase their understanding of, and increased involvement in, the full range of Vocational Studies-Australia activities.

Formal opportunities for professional development will be provided through the inclusion of Vocational Studies-Australia employees in training programs conducted by Vocational Studies-Australia and/or other agencies.  In addition, employees will be able to negotiate for release time to undertake other professional development activities.

All Vocational Studies-Australia employees will be required to maintain a register of professional development activities undertaken.  Their involvement in professional development will be considered as part of their performance review process.

Professional development activities will be recorded on each person’s training and Development Plan. This plan will be kept on the employee’s personal file.

Cost of professional development activities will be paid for by Vocational Studies-Australia where: 
Vocational Studies-Australia requires additional skills and knowledge development of the employee
The training is required to meet the meet the AQTF Standards.

Employees are to complete an Expense Report and Reimbursement claim form for approved costs – See - Financial Procedures.
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Policy
Arrangements with external organisations contracting Vocational Studies Australia for delivery of services/programs will be made according to a Consulting Confirmation Agreement.  Each agreement will be customised to meet the external organisation and Vocational Studies Australia requirements. 

Procedure
External organisation contacts Vocational Studies Australia for the following services:

Training program delivery

External organisation will be engaged after a consultation process has been followed which will include:
· Schedule of meetings to discuss training program delivery.

· Outcomes to be achieved by clients/participants have been established.

· Client/participant readiness is agreeable to commence a service.

· Relevant quotes, contracts, and relevant administration information has been completed and accepted.

· Report on services and outcomes to be supplied to external organisation on completion of the services/program delivery.

A rate for services is to be negotiated by the Director/Quality Manager according to the scope of works required and the size of the training organisation.
Confirmation of the negotiated arrangement will be completed by signing of a contract.  Sample contract forms are – Consultancy Agreement and Contract Agreement.  Alternatively the arrangement will be confirmed using the organisations own agreement contracts.

Both parties are required to sign the appropriate agreement.  In the case of an agreement created by Vocational Studies Australia, a copy of the agreement is to be forwarded to the organisation.  In the event of Vocational Studies Australia signing organisations own agreement, a copy is to be obtained from the organisation.

A copy of the completed and signed agreement is to be kept on the client file for future reference if required.
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Policy
Vocational Studies-Australia models best practice in the provision of training programs and business consultancy services.

Vocational Studies-Australia has access to appropriate resources to deliver training and conduct assessment relevant to training programs within its scope of registration. 

Assessment of competencies will meet the National Assessment Principles and the requirements of awards and qualifications as notated within the Training Package and the Australian Quality Training Framework.

All programs offered by the RTO will be documented using the Delivery and assessment strategy template.  When drafts are finalised the Director/Quality Manager will sign the first version of each program.  Subsequent changes must be made through the Continuous Improvement Process.

Flexible learning methods are used throughout training at Vocational Studies-Australia and include the use of a workbook based approach to ongoing learning and assessment.  Learning and assessment are integrated based on workplace/ simulated activities and these are supported by attendance at workshops for content delivery.  It is typical that workshop attendance is required and will be followed by assessment activities combining questions, research and assignments, and observations of work performance.  Self paced learning is an integral part of Vocational Studies-Australia.  Learning and assessment activities may take a number of pathways and qualifications may be achieved through a combination of RPL, workshop attendance and assessment activity completions.

Validation and Moderation of Training Programs:

When program documents have been drafted, they are to be validated by the RTO.

Validation requires discussion between the RTO and industry representatives and/or the RTO personnel to determine the relevance of the delivery strategies and the assessment marking guides to the industry standard and organisational requirements.  Validation activities can either be documented as minutes of meetings and retained on the client organisation file, or the draft copies may be signed off and dated.

Once validation has occurred, adjustments will be made to the documents and the updated version will be printed off for use.

Validation of programs being offered as public programs must occur at least once annually.

Where new training packages are published, Vocational Studies-Australia  will undertake to review the current training delivery and assessment tools to ensure that they meet the new package requirements and replace units with updated units and versions..  

Moderation of Assessment Activities:

Assessment materials and resources require moderation to check that all assessors are conducting assessment activities to the established standard identified in the marking guide. 

Moderation checks the assessor decisions and informs changes required in the assessment tools, marking guides, and reviews assessor consistency in judgements.

Moderation off assessments and training must occur at least once annually or as required throughout delivery of training programs. 

Procedure
· Training programs and consultancy services will be negotiated with clients and confirmed by a contract agreement or if the program is by public attendance an enrolment process will be utilised.

· Accredited training programs will be designed through the use of a delivery and assessment strategy document which is customised to suit client needs and requirements.  This planning document will guide the development of session plans, resources, assessment processes and resources, mapping guides and marking guides.

· Additional information for training programs can be noted on Assessment Plan if required and attached to a completed strategy form.

· The use of feedback instrument and client surveys will provide input into the quality processes used during the delivery of training and assessment and these completed feedback instruments will be used for improvements in quality delivery and assessment through moderation activities.

· Persons employed to deliver training and assessment on behalf of Vocational Studies-Australia will meet the standards identified in AQTF element 1.4 and the applicable training package or course.

· If the situation should arise where a Trainer or Assessor does not meet both the requirements of vocational competencies and training and assessment against the Training Package, this person will conduct services as a co-facilitator/assessor and will be provided with regular guidance, support and direct supervision by a person who meets the required standard and who is accountable for the delivery of services.  Refer to SOP on Direct Supervision.

· Adequate facilities, equipment, and training materials will be utilised to ensure that learning environment is conducive to the success of clients and participants.

Training Package Transitions

· When new training packages are published the Director/ General Manager, with assistance from relevant trainers/assessors will undertake a review of the current assessment tools and training delivery to identify any gaps which do not meet the new package requirements.

· CIR Forms will be completed to initiate the required changes .

· A schedule for transition to the new package will be developed in association with trainers/assessors, taking into account at what stage current clients are at in the superseded training package units. 

· All scheduling must ensure that students are being delivered the new package within 12 months of its publication.
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Policy
Under the Conditions of Registration, VSA agrees to provide the Registering Body with accurate and timely data relevant to measures of performance.  

The AQTF Quality Indicators underpin an evidence-based and outcomes-focused approach to quality assurance in Australian vocational education and training.   

Collecting data from learners helps VSA to assess our performance against all of the AQTF Essential Standards for Registration and most of the underpinning Essential Elements.  In short, the data can help support continuous improvement processes to ensure that:     

· the RTO provides quality training and assessment across all of its operations
· the RTO adheres to principles of access and equity and maximises outcomes for its clients

· management systems are responsive to the needs of clients, staff and stakeholders and the environment in which the RTO operates.

Procedure
At the conclusion of each course, the course is evaluated using the Standard Quality Indicator Learner Engagement form.

Forms are collated and any immediate action required noted on a Continuous Improvement form. The Continuous Improvement form is managed according to the continuous improvement policy.

Prior to June 30 June each year, data is submitted of all surveys for the preceding calendar year through the online system, SMART.
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Policy
Vocational Studies-Australia will develop a mapping guide for each unit of competency which is delivered through the RTO.  Additionally each assessment tools or instrument will be accompanied by a marking guide or sample answers.

The mapping guide will ensure that all performance criteria are met when developing training and assessment resources and is often shown in detail as part of the unit workbooks and assessment resources.

Mapping guides will be retained on file for each version of assessment tools/resources and will be accessed for use during validation and moderation of training and assessment activities.

Marking guides will contain sample responses to assessment tools/instruments and will address the evidence requirements and range statement within each unit of competency.

Marking guides will be retained on file for each version of assessment tools/resources and will be accessed for use during validation and moderation of training and assessment activities.
Procedure
Mapping Guides

1. There are various formats which can be used to create a mapping guide.  

2. Once a mapping guide has been completed it is retained on file as a record for auditing purposes.  Mapping guides are required for all training session plans and assessment tools.

3. The Director/Quality Manager is required to use the mapping guide to determine what actions need to occur to ensure that training programs are up-to-date and meet AQF requirements.

Marking Guides

1. There are various formats which can be used to create a marking guide.  There is no prescribed format in this quality system although it is recommended that the assessment tool master and format be used to prepare the marking guide.

2. Once a marking guide has been completed it is retained on file as a record for auditing purposes.  Marking guides are required for all assessment tools.

3. Marking guides will be used during moderation and validation activities. 
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Policy
AQTF Standard 1.4 states: 

Training and assessment are conducted by trainers and assessors who:
a) Have the necessary training and assessment competencies as determined by the National Quality Council or its successors

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

c) Continue to develop their vocational training and assessment competencies to support continuous improvement in the delivery of the RTO’s services 

In addition to the training and assessment competencies required by the National Quality Council (NQC) and the vocational competencies, trainers must meet any additional competency requirements detailed in the relevant Training Package or as determined by the licensing and/or regulatory authorities. 

Employees who have commenced employment to provide training and assessment services and who are not suitably qualified are required to conduct training and assessment activities under the direct supervision of qualified personnel who meet AQTF Standard 1.4.

Direct supervision of training may include:
· Providing input into the preparation for training 

· Discussing strategies to support specific learners

· Assisting the trainer to locate appropriate resources

· Observing some training sessions

· Debriefing the trainer following observation sessions

Only assessors who meet the requirements of 1.4 are able to make the assessment decision about whether or not competency has been attained. 

Direct supervision of assessment activities may include:

· Collaborative assessment activities with verification sign off by an experienced and qualified assessor

· Reviewing evidence collected against the criteria for assessment

· Review assessment methodology used in the gathering of evidence 

Procedure
· While the preferred position is for all persons training and assessing on behalf of Vocational-Studies Australia to have, as a minimum, the competencies as outlined in Standard 1.4, the Head Trainer and/or Director may make a decision to undertake direct supervision of a trainer/assessor who does not hold the required competencies.

· The Head Trainer will appoint a person who has the competencies in 1.4(a) to provide direct supervision to nominated staff.

· The supervisor and trainer/assessor to be supervised will negotiate and document arrangements on Direct Supervision Record Sheet. This record should outline the extent to which formal, regular guidance and direction is to be provided.

· The supervisor and trainer/assessor will participate in the direct supervision arrangements as agreed and documented and follow up any actions agreed upon.

· Records of Direct Supervision must be forwarded to the head trainer for sign-off. The Head Trainer will forward agreement and records of supervision sessions to Records Management for filing. 

	Associated forms

Direct Supervision Record Sheet

	Unit outline

	Unit Delivery & Assessment Checklist
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Policy
Vocational Studies-Australia is committed to the provision of honest and constructive feedback for the purposes of professional development.

Feedback will be provided to clients throughout the program through verbal discussion and coaching support.  On completion of assessment items, a written report providing clients with feedback about their assessment outcome will be provided.

Procedure
· When all assessment items have been received and evidence submitted has been assessed, the assessor will complete an assessment report providing feedback to the client on their assessment outcome.

· An Assessment Report will be provided to the client for signing and returning to Vocational Studies-Australia and will indicate whether the client agrees or disagrees with the assessment outcome.

· Once the signed report has been received by Vocational Studies-Australia, the appropriate award will be issued to the client and/or a credit in the unit of competency will be provided against completion of a qualification and training plan.

· Clients wishing to appeal against the assessment outcome should acknowledge this on the form, return the form to Vocational Studies-Australia, and then follow the Assessment Appeals process – Standard Operating Procedure.

· Copies of all forms and documentation will be kept on the client file for future reference if required.
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Policy
Vocational Studies-Australia is committed to a fair and equitable process for dealing with client appeals against assessment policies, processes, practices or outcomes. In the first instance, issues should be raised directly with the Assessor.  Clients appealing an assessment result are required to lodge the appeal on the Continuous Improvement Form (Form 1006) stating their reasons for the appeal.

Clients will be advised of the appeals process and of their rights, with regard to appeals, prior to commencement of program delivery and at induction.  This information will also be conveyed as part of any initial program delivery or process.

Procedure
Note: Appeals against assessment outcomes must be lodged immediately and no later than 24 hours from the date of the receipt of the assessment report.

It is the intention of Vocational Studies-Australia to process appeals quickly and reach a resolution in a short time frame so that the client may continue learning activities and completion of their training program.

· Should a client wish to appeal against an assessment outcome, then the appeal will be lodged on the Continuous Improvement Request Form and delivered to the Assessor within 24 hours.

· Discussion on the appeal will be conducted between the assessor, the client, and the Director/Quality Manager will occur immediately or within 24 hours of receipt of the appeal.  If the issue is resolved, then the process is complete and the client will receive a written notification of the outcome of the appeal immediately.

If the issue remains unresolved, then

· The appeal will be will be heard by an independent person/s and the applicant will have the opportunity to formally present their case for resolution.

· The Director must ensure the issue(s) will attempt to be resolved within 7 working days from receipt of the written complaint.  A meeting will be conducted with Industry representatives acting as mediators.  These persons will be members of the CDAC, Vocational Studies-Australia the client and if required the client’s representative.  

If necessary, the client may invite an appropriate industry representative/or other negotiated third party to act as an objective body in order to negotiate a satisfactory resolution.

If the matter remains unresolved, the client will be advised that he/she may pursue the complaint through legal avenues, the appropriate Industry Training Advisory Body, the Department of Education and Training or other bodies as appropriate.

Any decision shall be communicated in writing to both parties.

All correspondence and documentation will be kept on the client file for future reference as required.
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Policy
Entrance Requirements 
The satisfactory completion of an approved course of study at year 12 level or equivalent including English and Mathematics. 

Additional requirement for overseas students:

· RPL/RCC will not be considered unless or otherwise this was made aware to the provider at the application process and appropriate course duration is adjusted in COE
· Students under 18 years of age will not be considered unless or otherwise appropriate pastoral care is in place and this was made aware to provider and acceptable to everyone involved.
· Minimum score of IELTS 5.0 or equivalent is required 
Director/Quality Manager will evaluate individual applications for entry requirement criteria and if necessary aptitude test may be conducted before offering enrolment in to the training program.  Applicants who do not meet entry requirement criteria will be notified of their unsuccessful application.
Letter of Release

Vocational Studies Australia will have and implement its documented student transfer request policies and procedures as per National Code 2007 standard 7 and Education (Overseas Students) Regulation 2001. This will be made available to both students and staff.
Vocational Studies Australia will maintain records of all requests from students for a letter of release. VSA will also maintain records of all such requests, assessments and decisions regarding the request, on the concerned student file. All such request will be handled within 28 days of the request date.

In the following circumstances, VSA will consider an application for enrolment from a student who is currently enrolled with another provider and wishing to transfer to VSA 

VSA will assess requests from students for a transfer from another registered provider prior to the student completing six months of the principal course of study and enrol on the following circumstances:

· the original registered provider has provided a written letter of release

· the original registered provider has ceased to be registered or the course in which the student is enrolled has ceased to be registered

· the original registered provider has had a sanction imposed on its registration by the Australian Government or state or territory government that prevents the student from continuing his or her principal course, or
· any government sponsor of the student considers the change to be in the student’s best interest and has provided written support for that change or

· completed six months of study in a principal course, Vocational Studies-Australia is satisfied that the student demonstrated a commitment to their studies during the course, had a good attendance record for the course and paid all fees for the course.
In the following circumstances, VSA will consider releasing a student who is currently enrolled with VSA and wishing to transfer to another registered provider.

VSA will grant a letter of release only where the student has:

· provided a letter from another registered provider confirming that a valid enrolment offer has been made

· where the student is under 18;

· VSA has written confirmation that the student’s parent or legal guardian supports the transfer, and

· where the student is not being cared for in Australia by a parent or suitable nominated relative, the valid enrolment offer also confirms that the registered provider will accept that responsibility for approving the student’s accommodation, support and general welfare arrangements as per Standard 5 (Younger students).
If a letter of release is granted by Vocational Studies Australia, this letter of release will provide information about whether or not the student:-

· Demonstrated a commitment to study during the course

· Had a good attendance record for the course

· Paid all fees for the course

it will be issued at no cost to the student and will advise the student of the need to contact DIAC to seek advice on whether a new student visa is required.
VSA will provide in writing with valid reason if it decides to refuse to grant a letter of release and it would do so on the following circumstances:

· where it believes that the student has been given warning notices of its intention to report 

· and if it is detrimental to student welfare

VSA will always consider student's welfare as its utmost importance during the process of transfer between providers
If a written letter of refusal is given then it will advice the student of their right to appeal the provider’s decision as per its complaints and appeals policies and procedures
Enrolment
Vocational Studies-Australia will provide information to persons enquiring about entering a training program on the fee structure, the enrolment and induction process, and the refund policy prior to enrolment in a program.  This information will be provided in a written format by the issue of a Handbook containing up to date information.  

Each person enrolling in a training program will also be required to complete and sign an enrolment form.

Procedure
Enrolment Procedure

· Phone, email or fax enquiry made by any person is responded to by the Director/Quality Manager either by discussion and mail out of program information in the Handbook or by return email with Handbook information.

· The contact details of the person making the enquiry, is registered in a spreadsheet by the Director/Quality Manager for future contact and follow up of the enquiry.   Information gathered during discussions in written on the Enquiry Form.
· On acceptance into a training program an Enrolment Form is completed and program fees are payable in advance or in accordance with an individually negotiated payment schedule.

· An individual Assessment Report and Training Plan will be placed on each client’s file and be completed throughout training and assessment activities.

· On commencement of training, the client is provided with an induction to the program, Vocational Studies-Australia policies and procedures, and Vocational Studies-Australia facilities.

Client Health Cover – if applicable

Welfare of clients is a priority within Vocational Studies-Australia and accordingly any personnel who become aware of any existing concern or the potential for the development of concerns that would adversely affect the client’s ability to learn must immediately communicate this in a confidential manner to the Director/Quality Manager who also acts as student support officer.

The Director/Quality Manager is responsible for taking necessary action over concerns relating to client health matters.  Any counselling, recommendations or referrals shall be recorded on the client’s personal file.

An overseas client’s enrolment for Overseas Student Health Cover (OSHC) is to be confirmed and paid for before any training begins for the entire period of the study period, and details of this cover are to be entered on the client’s Enrolment Form. Entitlements and claiming procedures under this cover are to be explained.
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Policy
Registered providers may only enable students to defer or temporarily suspend their studies, including granting a leave of absence, during the course through formal agreement in certain limited circumstances.

The registered provider must have in place documented procedures for assessing, approving and recording a deferment of the commencement of study or suspension of study for the student, including keeping documentary evidence on the student’s file of the assessment of the application.

The registered provider can only defer or temporarily suspend the enrolment of the student on the grounds of:

a. compassionate or compelling circumstances (e.g. illness where a medical certificate states that the student is unable to attend classes), or

b. misbehaviour by the student, or
c. non payment of fees

The registered provider must:

a. inform the student that deferring, suspending or cancelling his or her enrolment may affect his or her student visa, and

b. notify the Secretary of DEEWR via PRISMS as required under section 19 of the ESOS Act where the student’s enrolment is deferred, temporarily suspended or cancelled.

The registered provider must inform the student of its intention to suspend or cancel the student’s enrolment where the suspension or cancellation is not initiated by the student and notify the student that he or she has 20 working days to access the registered provider’s internal complaints and appeals process. If the student accesses the registered provider’s internal complaints and appeals process, the suspension or cancellation of the student’s enrolment under this standard cannot take effect until the internal process is completed, unless extenuating circumstances relating to the welfare of the student apply.

The purpose of this Policy is to ensure that Vocational Studies-Australia complies with the provisions of the National Code 2007 which allow students to defer commencement of their studies, take a leave of absence or temporarily suspend their studies during their selected program of study. 

This Policy also covers the requirements for the registered provider seeking to cancel or suspend the student’s enrolment. 

Definitions
Cancellation
CoE is cancelled. Student must re-apply for program if they wish to continue study.
Deferment
A request by the student prior to the commencement of the study program to temporarily postpone the commencement date of that program
Leave of absence
A request by the student to temporarily postpone study after the program has commenced 
Suspension 
When the enrolment of a student in their program of study is suspended for a period of time, after which the student may recommence study

Applicable Standards

The National Code 2007
Standard 8
Complaints and Appeals

Registered providers’ complaints and appeals processes are independent, easily and immediately accessible and inexpensive to the parties involved.

Standard 13
Deferring, suspending or cancelling the student’s enrolment

Registered providers may only enable students to defer or temporarily suspend their studies, including granting a leave of absence, during the course through formal agreement in certain limited conditions. 

Compassionate or Compelling Circumstances
Compassionate or compelling circumstances are usually those beyond the control of the student and which are likely to have an impact upon the student’s ability to progress through the training program and/or their wellbeing and could include, but are not limited to:

· Serious illness or injury, where a medical certificate states that the student will be unable to attend class/es

· Death or illness of a close family member such as parents, grandparents or siblings

· Major political upheaval or a natural disaster in the student’s home country that will impact on their ability to travel on scheduled date/s

· A traumatic experience, which may include:

· Involvement in, or witnessing of, a serious accident

· Witnessing or being the victim of a serious crime 

· Inability to begin study program on the commencement date due to delay in receiving a student visa

Student initiated Application for Deferment of study

International students may apply to defer their studies if they are unable to commence their course of study on the scheduled commencement date. Vocational Studies-Australia will only allow students to defer their studies on the grounds of compassionate or compelling circumstances.

International students wishing to defer the commencement date of their chosen study program must complete the Application to Defer Studies and forward to Student Services along with all supporting documentation
Student Services will issue an Acknowledgement of Receipt of Documents to the student upon receipt of documentation, informing the student of the 10 day procession time
Student Services forward application and supporting documentation to the Director for consideration 
In the event that the request demonstrates compassionate and compelling circumstances, the Director will approve the application and advise the student in writing within 7 working days of the receipt of the application 
The Director/Student Services Officer will access PRISMS to advise the relevant authorities of the period of deferment granted
If the request does not meet the requirements for compassionate and compelling circumstances, the Director will not approve the application and will advise the student within 7 working days of receipt of the application of the reason/s for the decision and that the student has 21 working days to lodge an appeal against the decision in accordance with Vocational Studies-Australia Appeals Policy & Procedure
If the student chooses to access VSA’s appeals procedure, the student’s enrolment will be maintained until the appeals process is completed and VSA will not notify DIAC of any change to the student’s enrolment status  

Student initiated Application for Suspension of study

International students may voluntarily suspend their studies if they are unable to attend their course for a specified period of time, not exceeding 28 days, if they have compassionate and/or compelling circumstances.

Students wishing to suspend their studies must complete an Application to Amend Enrolment, attach all relevant documentation and give to Student Services
Student Services will make an appointment for the student to meet with the Director to discuss their request.
The Director will approve the application, and advise the student in writing within 5 working days, on the following grounds:
The request for suspension of studies demonstrates compassionate and/or compelling circumstances
The student has no outstanding fees
Student Services/Director will access PRISMS and advise the relevant authorities of the period of suspension

The Director will ensure that the following tasks are undertaken:
a.
The student’s financial records are adjusted to take account of the period of suspension

b.
Inform all relevant personnel that the student has suspended their study so that their records reflect this

c.
Suspend the student’s computer access and email account until the student recommences their study

d.
Ensure that the appropriate documentation is placed on the student’s file
If the request does not demonstrate compassionate and/or compelling circumstances the Director will not approve the application and will advise the student in writing within 7 working days of the reasons for the decision and that the student has 21 working days to lodge an appeal against the decision in accordance with Vocational Studies-Australia Appeals Policy & Procedure
If the student chooses to access VSA’s appeals procedure, the student’s enrolment will be maintained until the appeals process is completed and VSA will not notify DIAC of any change to the student’s enrolment status  

Vocational Studies-Australia initiated Suspension of Study or Cancellation of Enrolment 

All International students are subject to the potential for institution-related suspension of study or cancellation of enrolment for both academic and non-academic misconduct, including, but not limited to the following:

Academic
· Cheating

· Plagiarism

· Disrespect to staff and other students which could include continually interrupting the teacher or refusing to participate in class activities/ tasks

Non-academic
· frequent lateness to class or frequently leaving early from class

· Discrimination and/or harassment against other people

· Using offensive language

· Acting in an unsafe manner that places self and other at risk or causes harm to self or others

· Being under the influence of alcohol and/or drugs

· Committing unlawful actions 

· Smoking in on-smoking areas

· Non payment of fees
The Director may consider suspending a student’s program or cancelling their enrolment for misconduct. This can only be done on the basis of supporting evidence.
The Director will give written notification to the student of the following:
· The intention to suspend or cancel the student’s enrolment

· The reasons for the decision 

· The intention to notify DIAC of the change in enrolment status

· Advice to the student on how to appeal the decision and that this appeal is to be lodged within 21 days of receiving the notification
If the student chooses to access VSA’s appeals procedure, the student’s enrolment will be maintained until the appeals process is completed and VSA will not notify DIAC of any change to the student’s enrolment status  
The National Code does not require Vocational Studies-Australia to provide learning opportunities throughout the appeal process and it is up to the discretion of the Director, based on the nature of the misconduct, to allow the student to continue to attend class

If the student chooses not to appeal the suspension/cancellation of their enrolment, or has unsuccessfully exhausted all internal appeals processes, the suspension or cancellation of enrolment will be formally processed through PRISMS to advise all the relevant authorities of the change in enrolment status of the student
The Director will ensure that the following tasks are undertaken:

· The student’s financial records are adjusted to take account of the period of suspension or cancellation of enrolment, if applicable

· Inform all relevant personnel that the student’s study has been suspended/cancelled so that their records can be updated

· Suspend the student’s computer access and email account until the student recommences their study or cancelled, as applicable

· Ensure that the appropriate documentation is placed on the student’s file

Relevant Documentation 

· Application to Amend Enrolment 

· Acknowledgement of Receipt of Documents

· Deferral of Course Commencement Approved

· Deferral of Course Commencement Declined 

· Suspension of Course Approved 

· Suspension of Course Declined

· Cancellation of Enrolment Notification 

	POLICY & STANDARD OPERATING PROCEDURE

	Leave of Absence

	Responsibility
	Director/Quality Manager
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Policy
Students in possession of a student Visa, to ensure that they comply with the Department of Immigration and Multicultural Affairs (DIMA), National Code of Practice for Registration Authorities and Providers of Education and Training to Overseas Students (The National Code) are required to notify Vocational Studies Australia if they are going to be absent for five consecutive classes. 
Students who do not notify Vocational Studies-Australia prior to the absence, or receive permission from Director/Quality manager for the period of absence, will be counselled by Director/Quality to determine whether any further action is required. 
Approved leave may include a medical condition, in which case a medical certificate from a certified General Practitioner is required. A medical certificate must be submitted immediately after the leave is taken and may cover up to one week only. 
Supporting documentation must be submitted for longer periods of absence. Medical certificates which are backdated will not count towards approved leave.
Class starts at the specified time shown on the timetable. It is understood that sometimes circumstances beyond the student’s control can cause lateness. Regular late arrival will not be tolerated. In such cases, trainer reserves the right to direct the student to Director/Quality Manager for further action. VSA reserves the right to treat such irregularities as absenteeism. 

	POLICY & STANDARD OPERATING PROCEDURE

	Recognition of Prior Learning

	Responsibility
	Director/Quality Manager
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Policy
The goal of RPL/RCC policy is to ensure that an individual’s prior learning and current competence, which has been gained through education, training and development programs, work experience, and life experience, is appropriately recognised.
The key principles governing RPL/RCC are those specified in the Australian Quality Training Framework.  RPL/RCC shall:
· Focus on the competencies held as a result of formal and informal learning, not how, when or where the learning occurred.

· Underpin a system of competency based learning and the providers of training and development are committed to recognising RPL/RCC.

· Be available to all clients in a learning program.

· Involve processes that are fair to all parties involved.

· Involve the provision of adequate support to potential clients.
Vocational Studies-Australia objectives are:

· To implement the RPL/RCC process at the time of registration into a competency based learning program. Clients will be issued information relating to the arrangements on commencement of the program.

· To ensure that RPL/RCC is an integral component of a competency assessment for an Award.

· To ensure that procedures for RPL/RCC incorporate valid and reliable techniques, which have been designed to accurately assess competencies, held by individuals.

· To promote ‘non traditional’ learning processes as valid pathways to competency achievement and recognised outcomes.

Key principles in conducting assessment of RPL/RCC in determining competencies will ensure that recognition mechanisms are valid, reliable, flexible and fair in accordance with the Nationally Endorsed Assessor Standards. 

Procedure
Fees and Charges for RPL/RCC
Fees and charges for conducting RPL/RCC will vary according to individual requirements and may be affected by the amount of evidence to be collected, the degree of rigour required, the number of assessors involved, and the administration costs to process the documentation.  

Clients will be advised prior to undertaking RPL/RCC of the costs to be incurred.  

Stages of RPL/RCC Process

· Client will receive RPL information in the handbook including program competencies, and assessment criteria.  Further advice about the RPL/RCC process can be obtained by discussion with the Director/Quality Manager.

· An initial interview will be conducted to determine that the client is capable of fulfilling their RPL/RCC process.

· The client enrols by completing an Enrolment Form and an application for RPL/RCC Form is completed and appropriate fee paid.

· Client nominates the competencies for which he/she believes sufficient evidence is available to match the unit evidence requirements.

· Client is provided with coaching on how to assemble evidence which addresses the competency standards nominated using a standard evidence collection process in each unit of competency.
Client is advised about:
· The evidence criteria - validity, reliability, currency, consistency and sufficiency.

· The principles of flexibility and fairness.

· The grievance and appeals process.

· Assessment will be performed by an appropriately qualified assessor who will apply the specified evidence criteria and assessment principles.  Judgement will be made and recorded reflecting either competent or what further evidence is needed.

· A written assessment report will be supplied for each competency assessed. If a judgement of ‘further evidence needed’ is recorded, advice will be offered about gathering the additional evidence required.

· A second assessment may involve the payment of an additional fee.  This is at the discretion of the Director/Quality Manager of Vocational Studies Australia and will be negotiated on an individual basis.

· All competencies in which the applicant is judged ‘competent’ will be credited towards the qualification.
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Policy
Vocational Studies-Australia recognises Australian Qualifications Framework (AQF) qualifications and Statements of Attainment issued by any other Registered Training Organisation (RTO) and gives credit for these towards an award, where applicable.

Vocational Studies-Australia includes its national recognition obligations in information to clients.

Vocational Studies-Australia provides information to its employees on the requirements for mutual recognition of the AQF qualifications and Statements of Attainment awarded by other RTO’s.

Procedure
Vocational Studies-Australia will grant credit as applicable, against AQF qualifications and Statements of Attainment issued by any other RTO.  

In order for credit transfer to apply, an assessor from Vocational Studies Australia must sight an original or JP-certified copy of a Qualification or Statement of Attainment issued by another RTO as provided by the client.

A JP-certified copy/ or verification by the RTO of an original doc of the document must be retained as part of Vocational Studies-Australia records of assessment on the client administration file.

Where the AQF Qualification or Statement of Attainment applies to an award which no longer exists, documentary evidence must be provided which will enable a determination of equivalence with the award/statement of attainment for which credit transfer is being sought.  The applicant may also be asked to demonstrate currency of the knowledge and skills attested to in the qualification or statement of attainment.

Information about this policy on credit transfer will be included in information made available to clients in a handbook prior to attending training.
Vocational Studies Australia will appropriately recognise course credit within the ESOS framework.

.
If the granting of the student course credit leads to a shortening of the student’s course, VSA will:

· indicate the actual net course duration (as reduced by course credit) in the confirmation of enrolment issued for that student for that course, or

· if the course credit is granted after the student visa grant, will report the change of course duration via PRISMS under section 19 of the ESOS Act.
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	Course Duration, Progress and Attendance Requirements

	Responsibility
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Induction policy
All clients of Vocational Studies-Australia will participate in an induction in their training program with Vocational Studies-Australia. The Director/Quality Manager is responsible for ensuring induction activities take place at training program commencement for clients and that the following policies and procedures are CLEARLY explained to all students including the consequences if satisfactory attendance is not maintained. 
Completion within expected duration
Vocational Studies Australia will have and implement its documented student course completion within the expected duration of study policies and procedures as per National Code 2007 standard 9. This will be made available to both students and staff.

Vocational Studies Australia will implement a time table for each and every of its program that specifies defined time, place and specific part of the program and mode of delivery that is been delivered from the start date of the program to the finish date of the program including specifying holiday period that is included in the program. VSA will also monitor the enrolment load of students to ensure they complete the course within the duration specified in their CoE. Supporting procedures will include the allocation of trainers, training resources and monthly statistical reporting for students that will help them to monitor their course progression. 
In very limited circumstances where the student had a compelling case or warranted compassionate consideration and or deferment/suspension of study has been approved, VSA will only enable such students to extend the expected duration of study for the course, provided it becomes clear that the student may not be in a position to complete the course with in specified time frame mentioned in the original CoE and in such cases it will put in place an intervention strategy by issuing of a new CoE via PRISMS.
Any application for extension of the CoE by the student on the grounds of compelling or compassionate circumstances will be determined by the Director on a case by case basis.
Such variations will be recorded with valid reasons and monitored in the student file.

Except in situations mentioned above, in all other circumstances, expected duration of study will not exceed the CRICOS registered course duration.

Monitoring Course Progression
Vocational Studies Australia will have and implement its documented student course monitoring policies and procedures as per National Code 2007 standard 10. This will be made available to both students and staff.

The purpose of this policy is to define how VSA monitors International Student progress in line with Standard 10 of the National Code of Practice for Registration Authorities and Providers of Education and Training to Overseas Students.

SCOPE
This policy shall be applied to monitoring progression of all international students enrolled at VSA.
BACKGROUND
For all international students regular monitoring and reporting is required to be undertaken to ensure satisfactory course progression and attendance occurs to ensure completion occurs within required timeframe. Throughout the course all international students’ academic performance is monitored in accordance with the National Code of Practice for Registration Authorities and Providers of Education and Training to Overseas Students 2007.

Monitoring Course Progress (academic)
1. VSA monitors academic performance and progression in each semester.

2. Progress is assessed throughout the semester 

3. Students are required to successfully complete all competencies required within the semester to meet course requirements.

VSA will consider students who are behind two weeks of study that is equivalent to 40 hours of study period or equivalent to loss of 15% of course progression as not meeting the required level of course progression. Students who are behind more than six weeks that is equivalent to 120 hours of study period or equivalent of 45% of loss of course progression of required level of course progression is considered as risk of not meeting the satisfactory course progression requirements.
4. If issues are identified where a student is at risk of not achieving required level of satisfactory course progression as per requirements, an intervention strategy (including a student support plan) will be initiated by the teacher to assist the student. The intervention strategy process is discussed in detail at orientation.
Students are provided with three progressive warning letters at 15% loss, 30% loss and 45% loss in a semester with specifically defined intervention strategy to fulfil.  If this trend continues to second consecutive semester, VSA will issue a intention to report letter as per section 20 ESOS Act. 

5. The student has 20 working days to appeal the decision through the Complaints and Appeals policy.

If the student chooses not to access the complaints and appeals process within the 20 working day period, or withdraws from the process, or the process is completed and supports VSA decision, the student is to be reported to DEEWR at the conclusion of the 20 working day period. The students CoE may be cancelled from this point and student is advised to see DIAC for further direction. 
VSA will extend the duration of a student’s study where it is clear that the student will not complete the course within the expected duration, as specified on their CoE as a result of:

· Compassionate or compelling circumstances*

· VSA implementing its intervention strategy below 

· An approved deferment or suspension of study that has been granted in accordance with the college’s Deferment and Suspension Policy.

*compassionate or compelling circumstances are generally those beyond the control of the student which have an impact upon the student’s course progress or wellbeing. These could include but are not limited to:

· Serious illness or injury, where a medical certificate states that the student was unable to attend classes or an assessment task;

· Unexpected illness or death of close family members such as parents/grandparents;

· Student being caught in a political upheaval or natural disaster in the home country or. If in Australia, requiring emergency travel for such reasons and this has impacted on the student’s studies;

· The student is involved in custody proceedings for their child

MONITORING COURSE PROGRESSION
	No.
	Course Progression Monitoring
	Responsibility

	1
	Trainer reviews the academic progress of international students enrolled in a course throughout the semester, and at the end of the semester:

1. During the semester – by reviewing assessment tasks completed to date

2. At the end of semester – by reviewing final results. Trainers to request an Academic Advisement transcript (AAT) to review international student academic progress to date
	Trainer and/or teaching team

	2
	Where an international student has satisfactory academic progression no further action is required
	Trainer

	3
	Students are required to successfully complete all competencies within the semester where a result is due to satisfactorily meet course requirements.
	Student

	4
	If issues are identified where a student is at risk of not achieving competency due to academic progression, these are to be documented on the student file and where necessary complete a student support plan immediately. 
	Trainer

	5
	The intervention strategy (student support plan) is completed through negotiation with trainer, student support officer and student. The original completed and signed student support plan is given to the student and a copy kept on the student file.
	Trainer &

General Manager

	6
	Should the student not comply with the terms of the student plan written intervention notification to be provided to the student advising where the agreement has been breached and outlining that the student will be reported to DIAC if not corrected.
	General Manager after advice from the Trainer

	7
	If the student is subsequently confirmed as not achieving competency in the next semester (i.e. two consecutive semesters and after intervention strategy initiated) due to lack of academic progression the student is to be advised that they will be reported for unsatisfactory course progress. Written notification of VSA intention to report the student to DEEWR via PRISMS for unsatisfactory course progress is actioned. Sample letter is to be used specifying the date of issue and date at which the appeal period expires. This is mailed to the persons last known address or handed to them if still available on campus 
	General Manager

	8
	The student has 20 working days from the date of receipt of the warning letter to appeal the decision (refer international student complaints and appeals policy)
	Student

	9 
	If the student has chosen not to access the complaints and appeals process within the 20 day period, or withdraws from the process, or the process is completed and supports VSA decision, the student is to be reported to DEEWR via PRISMS (section 20 notice)
	General Manager

	10 
	The section 20 notice is either mailed to the last known address or personally handed to the student (with student acknowledging receipt of the letter) Copy placed on student file. Student is to present to DIAC within 28 days to explain the breach, or visa will be automatically cancelled
	General Manager

	11
	The Student Support Officer regularly checks of PRISMS regarding the CoE status. When the student visa is cancelled (per details in PRISMS) commence the student enrolment termination. This may be immediate.
	Student Support Officer

	12
	Issuing a new CoE should occur when VSA decides that the student cannot reasonably complete his or her course within the expected duration as specified on their CoE and there have been grounds identified in accordance with this policy pt 1.
	Student Support Officer














RECORD KEEPING
· The following documents will be kept on the student’s file:
· Warning letters, correspondence notes, emails

· Evidence of action taken

· Student’s documentary evidence for compelling and compassionate circumstances

· PRISMS variation of enrolment – new CoE

Application for deferment















































Monitoring Course Progress (attendance)
Vocational Studies Australia will have and implement its documented student course attendance monitoring policies and procedures as per National Code 2007 standard 11. This will be made available to both students and staff.

The purpose of this policy is to define how VSA monitors International Student attendance in line with Standard 11 of the National Code of Practice for Registration Authorities and Providers of Education and Training to Overseas Students.

SCOPE
This policy shall be applied to monitoring attendance of all international students enrolled at VSA.
BACKGROUND
For all international students regular monitoring and reporting is required to be undertaken to ensure satisfactory attendance and course progression occurs to ensure completion occurs within required timeframe. Throughout the course all international students attendance performance is monitored in accordance with the National Code of Practice for Registration Authorities and Providers of Education and Training to Overseas Students 2007.

Policy:

1. VSA monitors attendance each semester. Attendance is reviewed continually with the required scheduled contact hours recorded each fortnight and actual hours of participation recorded. International students are required to establish 40 contact hours per fortnight.

VSA study time per block is calculated as 2 hours with a maximum tolerance to 
lateness of 10 minutes. Students who are late to class of more than 10 minutes will not 
be allowed to attend the block and be treated absent. Such absenteeism amounts to 
0.25 day of 5 days in a fortnight. A typical semester consists of 18 weeks with 9 
fortnightly recordings. One block absenteeism will amount to 0.55% in terms of 
recording percentile in a semester. 36 such block absenteeism will be termed as 20% 
of absenteeism and will lead to breach of student VISA conditions. 

A minimum of 80% attendance is required in each study period (semester) for the 
duration of the course.

2. Where a student is attending at 95% or below of the required progressive scheduled delivery hours (per the ongoing fortnightly calculations) a first notification letter advising of the attendance concerns is issued to the student outlining the 80% attendance requirement and the student attendance obligations. The intervention strategy process is included as an attachment and is discussed in detail at orientation.

3. Should the student not comply with the terms of the student plan and continue to be in danger of falling below 90% attendance within the semester a second written notification is provided advising where the agreement has been breached and outlining the consequences.
4. Should the student not comply with the terms of the student plan and continue to be in danger of falling below 88% attendance within the semester a third written notification is provided advising where the agreement has been breached and outlining the consequences. 


At the point determined where the student will be considered unable to meet the 85% 
attendance requirements for the semester (which could be prior to the end of the 
semester) or satisfactorily complying with the intervention strategy, written notification 
of VSA intention to report the student to DEEWR and DIAC is actioned. This is a 
serious concern and may result in the cancellation of the student visa.


The student has 20 working days to appeal the decision through the Complaints and 
Appeals Policy.


If the student chooses not to access the complaints and appeals process within the 20 
working day period, or withdraws from the process, or the process is completed and 
supports VSA decision, the student is to be reported to DEEWR at the conclusion of 
the 20 day period. The students CoE may be cancelled from this point forward and 
subsequently unable to study. Student will be asked to seek further direction from 
DIAC, ASAP. 
MONITORING ATTENDANCE - PROCESS
	No.
	Attendance Monitoring
	Responsibility

	1
	Trainer reviews the attendance of students every fortnight by completing the attendance monitoring form responding specifically to the attendance questions, hours of available delivery and actual delivery to the student. This information is collected directly from the class rolls and the form is forwarded to student services administration at the completion of every fortnight. For any periods where more than 5 consecutive days absence are recorded this is also recorded on the form
	Trainer

	2
	If an international student has satisfactory class attendance (maintained above 95%) no further action is required, but is continued to be monitored each fortnight.
	Trainer

	3
	Student services administration complete the international student attendance spreadsheet every fortnight which maintains progressive attendance patterns against scheduled delivery hours during the program. A copy of the completed fortnightly summary is forwarded to the General Manager for checking and review at the end of each fortnight.
	Student Support Officer

	4
	Where the progressive attendance falls to 95% or below, or absence for more than 5 consecutive days for any student, this is referred to the teacher and student support officer and the trainer initiates a student support plan within one week. A first notification of attendance letter is issued to the student outlining the 80% attendance requirement and the student’s attendance obligations.
	Student Support Officer 

&

Trainer

	5
	The intervention strategy (Student Support plan) is negotiated with the trainer, General manager and student. Original completed and signed Student Support Plan is given to the student and a copy kept on the student file.
	Trainer &

General Manager

	6
	Should the student not comply with the terms of the student plan and continue to be in danger of falling below 90% attendance within the semester, a second written notification is to be provided to the student advising where the agreement has been breached and outlining the consequences. 
	General Manager

	7
	Should the intervention strategy be working (taking into account the identified issues), it is possible to allow between 85 and 90% attendance where the student is maintaining satisfactory course progress. This needs to be negotiated and confirmed between the trainer and General manager. If it falls below 88% then third warning letter is issued. Student is asked to meet General manager with trainer to identify the problem and put in place a strategy that can help to address the issue.
	Trainer

& General Manager

	8
	If the student’s attendance has not improved where they will be unable to meet the required 85% semester attendance the student is to be advised that they will be reported for unsatisfactory attendance by issuing a written notification of VSA intention to report the student to DEEWR via PRISMS for unsatisfactory attendance. This is mailed to the persons last known address or handed to them if still available on campus.
	General Manager

	9
	Issuing a new CoE should occur when VSA decides that the student cannot reasonably complete his or her course within the expected duration as specified on their CoE and there have been grounds identified in accordance with this policy pt 1.
	Student Support Officer

	10 
	The student has 20 working days from the date of issue of warning letter to appeal the decision (refer Academic Complaints and Appeals Policy)
	Student

	11 
	If the student has chosen not to access the complaints and appeals process within the 20 day period, or withdraws from the process, or the process is completed and supports VSA decision the student is to be reported to DEEWR via PRISMS (section 19 notice)
	General Manager 

	12
	The section 19 notice is either mailed to the last known address or personally handed to the student (with student acknowledging receipt of the letter). Copy placed on student file. Student is to present to DIAC within 28 days to explain the breach, or visa will automatically be cancelled.
	Student 

DIAC

	13
	The Student Support Officer will regularly check PRISMS regarding the CoE status. When the student visa is cancelled (per details in PRISMS) commence the student enrolment termination. This may be immediate. 
	General Manager


Training Agreement
Prior to training commencement, an Enrolment Form must be completed by the client.  In the case of an overseas client, this enrolment will normally have been completed as a prerequisite to a Visa application for studying within Australia.

A copy of the Enrolment and any other relevant information is to be given to the client (and parent, guardian or sponsor if applicable) and the original is to be placed in the client’s administration file.

Student welfare

All clients are to be provided with a detailed briefing on first arrival to ensure that the terms and conditions of the training are fully understood. All clients will be informed of counselling services in relation to orientation, academic progress, further study and accommodation by student support officer this section of the induction will normally be given by the Director who also acts as student support officer.
Vocational Studies-Australia Student support officer contact details are as follows
Sairam Kannaian, 
P.O.Box 688, Mt Gravatt Qld 4122

Phone and Fax 07 3349 6551

Mobile 0415 414 845

dispensing@optusnet.com.au
Brisbane Clients who require specialist service will be asked to contact

Department of Communities, Crisis Care on 13 13 04

After hours and Emergencies 32359999

Outside Brisbane area 1800 177 135

The Director/Quality Manager is to ensure that a client’s induction is completed as per the Induction Checklist and that all matters are adequately covered. A copy of the client’s induction checklist is to be signed off and retained in the client’s administration file.  The client should be issued a copy of their signed off induction form.
Accommodation – overseas clients
If accommodation has not been arranged by Vocational Studies-Australia, the client’s current address and contact details are to be updated and recorded on the Enrolment Form and a copy placed in his/her Admin file.

Medical Facilities and First Aid

At induction all clients will be advised of the location of the Vocational Studies-Australia preferred Medical Centre and are to be advised of any specific illnesses or conditions which may affect participation in training programs.

All clients are to be shown the location of the RTO first aid container. Vocational Studies-Australia first aid container is to be kept in a clearly marked, accessible position within the company premises.

The contents of the first aid container are to be listed on the exterior and consumption of any item is to be recorded on the form supplied within.  The contents of the first aid container and the expiry date of all items are to be checked at least on a monthly basis and items consumed shall be replaced.  The Director/Quality Manager is responsible for checking the contents of the first aid container and replenishing supplies.
Provision of training equipment and publications
Where they have not obtained the items before first attendance, clients are to be guided through the process of acquiring necessary equipment and publications required for their training.

The purchase of equipment and publications is not to begin until qualification for a Visa has been confirmed for overseas clients/ students.

Tour of RTO and facilities
Clients are to be given a guided tour of all Vocational Studies-Australia and associated facilities.

During this tour, any hazards associated with movement about the premises or related facilities are to be carefully explained.

Training program overview, training record initiation and explanation of assessment procedures.
Clients will be provided with an overview of the training program appropriate to their training course(s).

Clients are to be shown their Training Record document and are to be advised that they have the right of access to that document at any time.

Vocational Studies-Australia assessment procedures are to be carefully explained to all clients.  This induction is also to cover assessment appeals, grievance and complaints procedures, and remedial training approval processes.
Clients who are considered not competent in their first attempt are provided with another attempt to achieve their competency required to academic progression. Clients who fail to achieve competency required in their second attempt will be considered academically not fulfilling to continue the training program and will be terminated from the training program. In case of overseas students this information will be conveyed to DIAC via PRISM.  

Outcomes of assessments will be recorded as a Competent or Not Yet Competent result.  Persons receiving a Not Yet Competent result will be counselled and expected to complete remedial and last attempt.

Academic Progress

It is expected that a student should demonstrate continuing progress, eventually achieving competency in all units undertaken.  Students are expected to participate actively in class discussions and activities, attend practicum and fulfil all course requirements.  If students are unable to achieve competency at the first assessment in a unit, Trainers will work with students to identify areas of need and support students efforts to achieve competency.  Opportunities are provided for students to re-sit assessments. 
International students are not permitted to repeat a unit of competency more than once.
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Policy
Vocational Studies-Australia will provide to the client, relevant, accurate and current information prior to enrolment. This will include but not be limited to:

· Copies of relevant policies and procedures.

· Enrolment procedures and criteria.

· Total costs or fees where appropriate.

· Awards to be issued on completion of services/programs.

· Competencies to be achieved by participants.

· Assessment procedures.

· Arrangements for recognition of prior learning or recognition of current competence, and mutual recognition.

· Complaints and Appeal procedure.

· Program details – facilities, equipment, location, times.

· Support services available for clients.

· Language, literacy and numeracy support.

Procedure
Prior to enrolment, the client is to be forwarded the above information in the form of a handbook and directed to the website information.

Upon enrolment the client must complete the enrolment section acknowledging receipt of this information.

During program induction, this material will be covered through verbal presentation and require an induction checklist sign off.
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Policy
Vocational Studies-Australia may attract persons who have language, literacy, or numeracy needs as the clients include overseas students.  Vocational Studies-Australia is committed to assisting persons with these needs should the situation arise.

This policy has been designed to describe variations in arrangements for clients who have specific language, literacy and numeracy needs and the support services available to these persons.

In essence the policy seeks to remove barriers within learning and assessment processes and practices which place individuals with specific needs in LL&N at a disadvantage.

Vocational Studies-Australia is an organization in which the trainers employed are professionally qualified and experienced to assist clients with their industry needs.  Should issues with learning because of LL&N difficulties, or because client may not have English as their first language, Vocational Studies-Australia will discuss this with the individual and refer them to an appropriate LL&N service or English as a Second Language (ESL) service.

Vocational Studies-Australia maintains a professional relationship with external providers of these services and will maintain professional development opportunities, and provision of professional services available to assist persons with specific disabilities and learning difficulties.

Vocational Studies-Australia processes and practices are developed to standards of vocational competence established for the Optical industry.  Assessment processes and practices are designed to assess against the specified standard which is required to achieve a competent outcome.  We will vary assessment arrangements where the standards permit for individuals with special needs. The extent of variations depends on the learning and development being undertaken and the assessment strategy utilised.  Variations to the assessment processes and practices will be agreed prior to an individual undertaking assessment.

The effectiveness of this policy will be reviewed randomly with program clients and other interested parties.
Procedure
1. Vocational Studies-Australia may conduct a number of informal activities with potential clients prior to training program commencement and these activities can assist in diagnosing any problem areas that a client may have.  Activities may include:
a. Completing enrolment forms

b. Completing RPL/RCC forms

c. Following simple written tasks

d. Following simple verbal tasks

2. Trainers/assessors and/or clients who recognise LL&N difficulties are to advise the Director/Quality Manager of their concerns.  The Director/Quality Manager is to arrange a meeting with the client to discuss the matter.  The Director/Quality Manager will make confidential notations and place them in the individual client file.

3. The Director/Quality Manager is to contact an appropriate LL&N and/or ESL specialist who can provide support services with Vocational Studies-Australia.  Specific testing tools and programs remain the intellectual property of the specialist.

4. A review of the clients progress in the training program will be undertaken and altered as required to ensure that the client is not disadvantaged whilst undertaking specialist training.
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Policy
This policy has been designed to describe variations in arrangements for clients who have physical disabilities or learning difficulties. The policy also applies to, but is not limited to, clients who may be intellectually, physically, or culturally challenged, and those who have specific language, literacy and numeracy needs.

In essence the policy seeks to remove barriers within learning and assessment processes and practices which place individuals with special needs at a disadvantage in relation to individuals without special needs.

Clients with special needs may require standardised learning and assessment practices to be varied in order to meet the specified standards. Vocational Studies-Australia will maintain consultation relationships with professional bodies interested in learning and development opportunities and provision of professional services available to assist persons with specific disabilities and learning difficulties.

Vocational Studies-Australia processes and practices are developed to standards of vocational competence established for the community services and education sectors.  Assessment processes and practices are designed to assess against the specified standard which is required to achieve a competent outcome.  We will vary assessment arrangements where the standards permit for individuals with special needs. The extent of variations depends on the learning and development being undertaken and the assessment strategy utilised. Variations to the assessment processes and practices will be agreed prior to an individual undertaking assessment.

The effectiveness of this policy will be reviewed randomly with program clients and other interested parties.

In all situations, the evidence requirements will not be compromised and industry standards must be achieved.

Procedure
All assessment arrangements may include but not be limited to include written, oral, and practical demonstration against competency standards.

Hearing Impairment

Arrangements may include the use of a communicator/interpreter, extra time allowance, and mechanical/electronic aids. For individuals whose hearing loss results in a linguistic disability, written questions may be provided with appropriately modified wording as recommended by a specialist teacher for the deaf.

Learning Difficulties

For individuals with literacy or numeracy difficulties, dyslexic or similar conditions, arrangements may include a reader, extra time allowance, and the use of audio taped responses.

Medical Conditions

Individuals with medical conditions will be evaluated on their individual merit. Such conditions may include but not be limited to epilepsy, diabetes, and respiratory disorders. 

Hospitalisation or Confinement

Individuals under confinement will be assessed on case merit and appropriate arrangements will be made. These may include postponement of assessment or assessment at the individual’s confinement location. 
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VSA does not accept clients under the age of 18. 
All agents working on behalf of VSA are aware of the condition.
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Policy 
Vocational Studies-Australia is committed to assisting students to achieve in their academic endeavours and succeed in their career ambition. Vocational Studies-Australia considers that welfare and support services are important sources of easing students into their studies, helping them to adjust to their new living environment and enabling them to achieve their academic goal. This policy provides a clear statement on how Vocational Studies-Australia ensures that all students have access to appropriate academic and welfare support services and information as and when required.  

Applicable Standards

The National Code

Standard 6
Student Support Services 
Registered providers support students to adjust to study and life in Australia, to achieve their learning goals and to achieve satisfactory progress towards meeting the learning outcomes of the course.  

AQTF

Element 2.4

Learners receive training, assessment and support services that meet their individual needs.

Pre-enrolment Support Services

Vocational Studies-Australia provides pre-arrival support services for all International students in the form of:

· Electronic lodgement of visa application 

· Language, Literacy and Numeracy test

· Airport pick-up

· Accommodation facilitation

Orientation

Vocational Studies-Australia will provide an orientation session that students must attend in their home country. The orientation session provides information on the following:

· Advice that International Students are required to inform Vocational Studies-Australia in writing of their new address and contact details within seven days of moving

· Advice regarding satisfactory attendance and academic progress in accordance with the conditions of the student visa

· Advice that International Students have access to an independent dispute resolution organisation

· Advice on available medical services and the Overseas Student Health Cover administration

· Advice on part-time and casual employment and careers counselling

Counselling

Counselling services can be arranged with Student Support Services. These services include the following:

· Welfare

The Student Advisor (or equivalent) will be available to discuss physical, mental or emotional issues that may arise for stunts during the course of their studies. Where the Student Advisor is unable or not qualified to assist a student, that student will be referred to professional medical or counselling services. 

· Financial

Students who have financial issues during the course of their studies can discuss this with Finance Director
· Legal advice

Students requiring legal advice should contact the Director who is able to refer the student to appropriate sources of legal aid.

Critical Incident Management

Vocational Studies-Australia has a Critical Incident Management Policy that can be enacted for any incident which has the potential to, or actually does, impinge upon the well-being of any student, member of staff or the college.  Vocational Studies-Australia staff receive training in relation to this policy to ensure that they are alert and responsive to incidents which affect the students. Full details of the Critical Incident Management Policy can be found in the Policies and Procedures Manual,.

Student Handbook

Students are provided with up-to-date information on the welfare, counselling and support services provided by Vocational Studies-Australia through the Student Handbook which covers, but is not limited to:

· Student rights and responsibilities

· How to manage study

· Course requirements, such as attendance, progression and assessment

· Student Code of Conduct, Academic and Personal 

· Harassment & Discrimination 

· How to lodge a complaint 

· General Support Services
The Student Handbook is available from the college website. 
VSA will also assist students who encounter difficulties with finding appropriate accommodation or find themselves in need of legal advice. Legal advice may be in relation to such issues as discrimination, child safety and custody, dispute resolution, domestic violence, general consumer protection or criminal matters. Whilst the following list is not designed to be extensive, it provides a starting point for matters most likely to be encountered.

Accommodation difficulties
BECAB (Homestay for International Students) 

P.O. Box 67, Wellers Hill, QLD 4121, Australia , Phone: +61 7 55375969 

Website: www.becab.com.au
Legal Matters
Queensland Legal Aid 
Herschel Street, Brisbane, 4000, QLD, Phone: 1300 65 11 88 

Website: http://www.legalaid.qld.gov.au
Anti-Discrimination Commission 
Level1, RAMS House 
189 Coronation Drive, Milton, QLD, 4064, Phone: 1300 130 670 or TTY: 1300 130 680 

Website: http://www.adcq.qld.gov.au
Transport, activities, safety tips

Brisbane City Council 
Administration Centre 
City, Lower Ground Floor, 69 Ann St, Brisbane,4000, QLD Phone: 07 3403 8888 

Website: www.brisbane.qld.gov.au

Police Matters
Queensland Police headquarters

200 Roma Street, Brisbane Queensland 4001, Phone 3364 6464
Website: www.police.qld.gov.au 

Dispute Resolution
Department of Justice and Attorney General

Level 1, Brisbane Magistrates Court, 

363 George Street, Brisbane, 4000, QLD, Phone 1800 017 288
Website : http://www.justice.qld.gov.au/justice-services/dispute-resolution 
Consumer protection
http://australia.gov.au/topics/economy-money-and-tax/consumer-protection 
Visa Issues
Department of Immigration and Citizenship (DIAC) 
299 Adelaide Street, Brisbane QLD 4000, Phone: 131 881 

Website: http://www.immi.gov.au/
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Policy and procedure
Fees and Charges schedule

A current fees and charges schedule on RTO programs is available to all students at the time of application. Individual course fees are outlined in the students Written Agreement (offer letter).
Individuals who may be considered in financial hardship should discuss their situation with the Director for negotiation of their fee payment schedule and this will be an individually negotiated arrangement.  Each case will be decided on its own merit.
Fees are generally separated into two categories - service fees and tuition fees.

Service fees apply to international students only regardless of whether they apply from another country or from within Australia.

Tuition fees are fees associated directly with educational tuition and apply to all students. This is payable three months before start of the semester and before a CoE can be issued. Course fees  are for  tuition by qualified staff
Service Fee – international student 
A service fee of $500 per semester for all courses is payable by all students at least  three month before the commencement of the course and is payable before a Confirmation of Enrolment can be issued. This fee covers the costs of resources, tools, books, course notes, handouts, use of internet ready computers and administration throughout the course. Administration costs include such things as producing various letters for students, production of ID card, copies of certificate/s resulting from course completion or partial completion, access to student support services, paper and ink for student printers. Please note that printer, internet and photo copiers are meant to use in relation to the study that is been undertaken at VSA.  Any extra copies of ID card, certificates and letters, text books, handouts, course notes may incur additional cost and needs to discuss with VSA staff.
The service fee does not include airport pickup and accommodation facilitation fee, Visa Application fee and E Visa lodgement fee. 
VSA publishes a list of approved agents on its website who will assist students with their Student VISA application. Please note that the Visa application and lodgement fees are non-refundable.
VSA can arrange airport pickup and accommodation facilitation upon request. Student may request this service as required. Quote will be provided for your approval. Itinery have to be sent to our contact email at least 7 days before your arrival. Securing an accommodation could take anywhere from 4 weeks to 12 weeks. Accommodation facilitation does not include your rental bond of 4 weeks rent and 2 weeks advance rent required by landlord. Rental contract could be of minimum 6 months to 12 month period. VSA will not be responsible for your commitment neither will be a guarantor. The full and sole responsibility will be yours only.
Tuition fees – international student – are fees payable for education tuition and are advertised on the VSA website for each course. These are clearly outlined in the Written Agreement (offer letter).
Students have two options for the payment of tuition fees. 
Option 1 - The total tuition fees can be paid ‘up front’ at least 3 month prior to the commencement of the scheduled course commencement date.

Option 2 – Tuition fees can be paid through a payment plan based on a cost per semester. A semester is typically an 18 week period although courses with a duration of less than 36 weeks have one 18 week semester and a shorter second semester.

Eg. FDF30603 Certificate III in Food Processing (Retail Baking - Bread) is a 30 study week course consisting of semester one at 18 study weeks and semester 2 at 12 study weeks.

Students are made aware that they are to make an appointment to discuss with the CEO any circumstances which prevent them from paying applicable fees by the due date. The CEO has complete discretion to delay payments or take other appropriate action. All decisions made by the CEO will be provided in writing to the student and a copy kept on file. 
Other fees

Additional fees may be applied if text books, tools, resources, ID cards etc. need to be replaced during the course. These will be at cost. 

Costs are associated with photocopying services at current market rate. 
Replacement certificates also attract a fee of $50 per certificate.

Please note that you are responsible for the costs of any uniform and safety equipment such as boots, overalls and safety glasses and Visa application and lodgement fees.

You are also responsible for ensuring that your Overseas Student Health Cover current in accordance with your Visa duration. If you cannot access this service from your current location, please advise us and we can assist.
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Refund Policy

Australian Domestic Clients

Client information will ensure that all fees and charges are known prior to enrolment.

A non refundable deposit of 20% of the total enrolment fee is payable on enrolment to any program or partial program.

Should Vocational Studies-Australia cancel a program, clients will be entitled to a full refund or a transfer of funds to a mutually acceptable program timetable.

Should circumstances prevent an enrolled client from attending after they have paid for their program, the non refundable component will be retained by Vocational Studies Australia to cover administration costs.  The balance of the remaining fees paid will be refunded providing the client advises of their non attendance 2 weeks prior to their commencement.

Clients who have commenced training and no longer wish to continue with their training program will forfeit their 20 % deposit and will be refunded 50 % of their remaining fees which have been paid in advance.
All refunds are made available directly to the person who enrolled in to the course with Vocational Studies-Australia unless that person gives written direction to pay someone else. 

A statement detailing the initial deposit and subsequent deposits, expenditures incurred, and final balance will be supplied with refund of monies to the client.
A copy of the statement and correspondence will be kept on the client record for future reference.

Note:  All fees are to be paid and refunded in Australian Dollars.
Personal Circumstances

Individual circumstances and family matters beyond the control of the client which impact on their continuing studies, should be discussed personally with the Director/Quality Manager about their refund.  In these situations, each case will be judged on its own merit.

Enrolment Cancellations and Refunds

Cancellations must be notified to the Director/Quality Manager in writing, and refunds must be authorized by the Director/Quality Manager.

Client’s recourse
This agreement does not remove the right to take action under Australia’s consumer protection laws.

Vocational Studies-Australia dispute resolution policy does not circumscribe the client’s right to pursue other legal remedies.

Protection of Fees

Prepayments made for training will be retained in an account on behalf of the client to be used progressively during the training program.

Vocational Studies-Australia default is covered by the provisions of the ESOS Act 2000 and the ESOS Regulations 2001.
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Refund Policy

Overseas Clients

Vocational Studies-Australia will ensure that all fees, charges, refund policies are made known to all prospective students prior to enrolment and prior to receiving any payment from the students. These policies are kept current through the student handbook which is located in the public section of the website. 
Vocational Studies-Australia will not engage in conduct that is false, misleading, deceptive or otherwise unconscionable.

As per the fees policy, service and course related costs are separated.
In the following circumstances, students are entitled to certain refunds without written application. These are circumstances in which VSA defaults.
1. Should it be necessary that Vocational Studies-Australia cancels a program, a full refund of any service and course fees paid will be made within 2 weeks of the intended program start date.
2. If the case arises that Vocational Studies-Australia is unable to complete a program once it has started but before it is complete, a refund of any fees paid in advance will be made within 2 weeks of the date the course stopped being provided.
3. If the case arises that Vocational Studies – Australia is unable to complete the course because of a sanction imposed upon it, all fees which have been paid in advance will be refunded within 2 weeks of the date the sanction takes effect.
In the following circumstances, students are entitled to apply in writing for refunds. These are circumstances where the student defaults.
Student default is defined as:
· The course starts on the agreed starting day, but the student does not start the course on that day (and has not previously withdrawn)

· The student withdraws from the course either before or after the agreed starting day

· VSA refuses to provide, or continue providing the course to the student because the student has:

· Not paid fees that they are liable for

· Breached a condition of their visa

· Misbehaved and is subject to disciplinary action by VSA


Students are entitled to apply in writing for full refund if VISA application is rejected by DIAC. 
Should circumstances prevent an enrolled client from attending the course after they have paid any amount of tuition fee for their program, and in the case where at least 7 calendar days notice is given, 20% of the first semester fee will be retained by Vocational Studies-Australia to cover administration costs. The balance of the remaining fees paid will be refunded within 4 weeks of client advising (in writing) to Vocational Studies-Australia.
Where a client does not start a course on the agreed date or officially withdraws less than 7 calendar days before the start of the course, Vocational Studies-Australia will retain 50% of the first semester fee and refund the balance of the paid fees, within 4 weeks of such written notice being received.

In cases where written notification of non-attendance not  been received, Vocational Studies-Australia will make all possible efforts to contact clients within 7 days of the start of the course and advise them of their refund entitlements.  

Clients who have commenced training and decide that they no longer wish to continue with their training program will forfeit their balance of fees held for that semester.

All refunds are made available directly to the person who enrolled in to the course with Vocational Studies-Australia. A statement detailing the initial deposit and subsequent deposits, expenditures incurred, and final balance will be supplied with refund of monies to the client.
A copy of the statement and correspondence will be kept on the client record for future reference.

Note:  All fees are to be paid and refunded in Australian Dollars.
Client’s recourse: This agreement, and the availability of complaints and appeals processes, does not remove the right of the student to take action under Australia’s consumer protection laws. Vocational Studies-Australia dispute resolution policy does not remove the client’s right to pursue other legal remedies.

If the matter has been addressed internally and the student does not agree with the outcome, the student may initiate an appeal to the Commonwealth Ombudsman. See the

Overseas Students Ombudsman website www.oso.gov.au or phone 1300 362 072 for more information.
Personal Circumstances

Individual circumstances and family matters beyond the control of the client which impact on their continuing studies, should be discussed personally with the Director/Quality Manager about their refund.  In these situations, each case will be judged on its own merit.
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Policy
 This Code of Conduct has been developed to provide a clear statement of the College’s expectations of students in respect of academic matters and personal behaviour. 
When students spend time at the College they are presented with opportunities to interact with other students from all parts of the world as well as the College staff. VSA recognises and values the diversity of student experiences and expectations, and is committed to treating students, both academically and personally, in a fair and transparent manner. All students, in return, are required to comply with the requirements set down in this Code of Conduct. 
All students are required to be aware of and act consistently with these values. 
Coverage 
This Code of Conduct applies to all students of Vocational Studies - Australia with respect of all actions and activities relating to or having an impact on the College, its students and staff. 
This Code of Conduct is to be read in conjunction with other relevant College policies and procedures.

Personal Conduct
Students are expected to:

· treat all fellow students, employees and any other members of the public with respect, dignity and  courtesy and 
· maintain a cooperative and collaborative approach to all inter-personal relationships 

· act honestly and ethically in their dealings with fellow students, college employees and any other members of the public 

· respect everyone’s privacy 
· ensure that they do not act in a manner that unnecessarily or unreasonably impedes the ability of employees and other students to carry out their study, research or work at the College
· ensure that they do not become involved in or encourage discrimination against or harassment or bullying of any person
· not engage in any criminal activity whilst at the College. Any alleged activity will be reported to the appropriate authorities.

· Follow all reasonable directions given to them by VSA staff

· Act in a safe manner in all work and study areas

· Smoke only in designated areas

Academic Conduct 
All students must: 
· ensure that their enrolment and progress in their course is lawful and consistent with the rules of the College and the regulatory framework in which the College operates

· meet, and where necessary correct, the designated attendance requirements for the course in which they are enrolled

·  It is a student’s responsibility to inform the College staff of current information and observe key dates and deadlines
· read all official correspondence from the College, including letters, email and SMS messages 

· act ethically and honestly in the preparation, conduct, submission and publication of academic work, and during all forms of assessment, including formal examinations and informal tests 

· avoid any activity or behaviour that would unfairly advantage or disadvantage another student academically

Information Technology and Emails 
Access to the internet, including emails, is a right provided to students for the express purpose of study whilst at Vocational Studies - Australia. A few basic rules need to be observed.

Things students should do

· Log off when you have finished using the computer

· Only use the computers at the College for College business (study, research, communication with staff and students etc.)

· Use the internet sparingly ( every website you access costs the college money)

· Remember that all internet traffic and email usage is monitored by the College

Things students must NOT do

· Do not access pornographic or obscene material of any material which may offend others
· Do not let anyone use their password or login details

· Do not download music or videos that are copyright

· Do not use IT to harass or bully other people

· Do not install any software

· Do not use the College’s IT to sell or advertise anything

· Do not use the College’s IT to play games whether they are online or otherwise

· Do not carry on any personal business using the College’s IT including checking your personal email account/s

· Do not access ANY social networking websites such as Facebook, Myspace etc.

· Do not access video or music sites such as Itunes or YouTube
Failure to abide by the conditions of the Code of Conduct may result in disciplinary action at the discretion of the College Director.
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Policy
All clients of Vocational Studies-Australia will participate in an induction in their training program with Vocational Studies-Australia. The Director/Quality Manager is responsible for ensuring induction activities take place at training program commencement for clients and the following policies are explained in detail to students. 

Vocational Studies-Australia initiated Suspension of Study or Cancellation of Enrolment
All International students are subject to the potential for institution-related suspension of study or cancellation of enrolment for both academic and non-academic misconduct as per the code of conduct, including, but not limited to the following:

Academic
· Cheating

· Plagiarism

· Disrespect to staff and other students which could include continually interrupting the teacher or refusing to participate in class activities/ tasks

Non-academic
· frequent lateness to class or frequently leaving early from class

· Discrimination and/or harassment against other people

· Using offensive language

· Acting in an unsafe manner that places self and other at risk or causes harm to self or others
· Being under the influence of alcohol and/or drugs

· Committing unlawful actions 

· Smoking in on-smoking areas

· Non payment of fees
The Director may consider suspending a student’s program or cancelling their enrolment for misconduct. This can only be done on the basis of supporting evidence.
The Director will give written notification to the student of the following:

· The intention to suspend or cancel the student’s enrolment

· The reasons for the decision 

· The intention to notify DIAC of the change in enrolment status

· Advice to the student on how to appeal the decision and that this appeal is to be lodged within 21 days of receiving the notification
If the student chooses to access VSA’s appeals procedure, the student’s enrolment will be maintained until the appeals process is completed and VSA will not notify DIAC of any change to the student’s enrolment status  
The National Code does not require Vocational Studies-Australia to provide learning opportunities throughout the appeal process and it is up to the discretion of the Director, based on the nature of the misconduct, to allow the student to continue to attend class
If the student chooses not to appeal the suspension/cancellation of their enrolment, or has unsuccessfully exhausted all internal appeals processes, the suspension or cancellation of enrolment will be formally processed through PRISMS to advise all the relevant authorities of the change in enrolment status of the student
The Director will ensure that the following tasks are undertaken:
· The student’s financial records are adjusted to take account of the period of suspension or cancellation of enrolment, if applicable

· Inform all relevant personnel that the student’s study has been suspended/cancelled so that their records can be updated

· Suspend the student’s computer access and email account until the student recommences their study or cancelled, as applicable

· Ensure that the appropriate documentation is placed on the student’s file
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Policy
Vocational Studies-Australia is committed to a fair and equitable process for dealing with complaints and grievances, and strives to deal with issues as soon as they emerge in order to avoid disruption to Vocational Studies-Australia training programs and to improve the quality system in place for its operation. Vocational Studies Australia’s complaints and appeals processes are independent and will remain easily and immediately accessible and inexpensive for the parties involved.

All complaints and appeals will be documented through the entire process from receipt and acknowledgement, to investigation, evidence gathering and formal notification of resolution..

Each complainant or appellant has an opportunity to formally present his or her case at minimal or no cost to him or herself

If the student chooses to access the VSA’s complaints and appeals processes then VSA will maintain the student’s enrolment until the complaints and appeals process is complete.

If the internal or any external complaint handling or appeal process results in a decision that supports the student, VSA will immediately implement any decision and/or corrective and preventative action required and advise the student of the outcome in writing.

Although this policy is targeted at students, it also applies to all VSA employees and contractors.

The Director will manage all matters of complaint or appeal. The Director has the overall responsibility for the students well being and will be assisted by the Student Support Office as required.
The Director and Student Support Officer will monitor and guide overseas student’s successful transition to life and study in Australia and will assist students to resolve problems which could impede successful completion of their study programs

Clients will be advised, prior to enrolment and at the time of training program commencement at induction, of the complaints and appeals process and their rights with regard to disputes.

Vocational Studies-Australia Ltd adheres to and bound by the National Code of Practice for the Registration Authorities and Providers of Educational and Training to Overseas Students.

It is the intention of Vocational Studies-Australia to process all complaints quickly and reach a resolution in a short time frame so that the client may continue learning activities and completion of their training program without further disruption.

In the context of this policy, an appeal is defined as a formal request to a higher authority to have a matter reconsidered following a decision by a lower authority. This is not to be confused with academic appeals.
Procedure for Managing Complaints and Appeals
If the issue concerns class work or a course, the problem should be discussed in the first instance with the trainer/assessor.

If the issue concerns fees it should be discussed with the Director.

If the issue concerns a financial dispute, the student should refer in the first instance to Vocational Studies-Australia refund policy. 

When a student has a complaint with any other aspect of the service or program delivery, or they are unsure of who to speak with they are encouraged to speak immediately with the Director in order to reconcile the issue(s). If the complaint involves the Director, the student should seek assistance from the Student Support Officer.
Following receipt of the written complaint or appeal, a meeting will be required to discuss the issues and to try to reach a mutual and positive outcome. The meeting should be arranged within 48 hrs of the complaint being received. If necessary, the student may nominate a support person to accompany him / her at any stage of the dispute resolution process. This ensures transparency and impartiality.

If the student is not satisfied that the issue has been resolved in this meeting the student may instigate an appeal to an external party.

The Director must make reasonable efforts to investigate, resolve and put appropriate corrective/preventive action in place within 7 working days from receipt of the written complaint.
If it is not possible to resolve the dispute internally, or if the matter is outside of the jurisdiction or level of expertise of the VSA staff (eg. an alleged criminal matter), Vocational Studies-Australia will arrange for the appropriate authorities or independent mediations to resolve the dispute. Independent mediation is available through the Dispute Resolution Branch, Department of Justice and Attorney General on 1800 017 288.
If the matter has been addressed internally and the student does not agree with the outcome, the student may initiate an appeal to the Commonwealth Ombudsman. See the

Overseas Students Ombudsman website www.oso.gov.au or phone 1300 362 072 for more information.

Nothing in the Vocational Studies-Australia dispute resolution policy negates the right of any overseas student to pursue other legal remedies.

Any decision shall be communicated in writing to both parties. All correspondence and documentation will be kept on the student file for future reference as required.

There are a number of Dispute Resolution Departments throughout Queensland, however the Brisbane Centre contact details  free call 1800 017 288:

13th Floor, Central Courts Building

170 North Quay

Brisbane QLD 4000

Dispute Resolution

Department of Justice and Attorney General

Level 1, Brisbane Magistrates Court, 

363 George Street, Brisbane, 4000, QLD, Phone 1800 017 288

Website : http://www.justice.qld.gov.au/justice-services/dispute-resolution 
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Policy
Vocational Studies-Australia will issue only Australian Qualification Framework (AQF) qualifications and Statements of Attainment which are within its scope of registration and that certify the achievement of:
· qualifications or industry/enterprise competency standards from nationally endorsed Training Packages; or
· Qualifications, competency standards or modules specified in accredited courses.

· Vocational Studies-Australia will issue, record and report AQF qualifications and Statements of Attainment that:
· meet the requirements in the current AQF Implementation Handbook, including the national codes;

· identify the units of competency from Training Packages or competencies or modules from accredited courses, that the client has attained; and

· identify Vocational Studies-Australia by its national provider number.

Vocational Studies-Australia will issue AQF qualifications or Statements of Attainment within 21 days of a participant being recognised as competent.
Procedure
All AQF qualifications and Statements of Attainment will be issued on official Vocational Studies-Australia documents. 
All of these documents are controlled by the use of a numbered register on the printed document and is recorded on the Awards Issue Register.

Note that details of incorrect documents (ERRORS) also need to be recorded and these documents, with ERROR written across the front of them, are to be filed.

Access to the register is restricted to the Director/Quality Manager.

All AQF qualifications or Statements of Attainment are to be accompanied by a results schedule, identifying the units of competency achieved, and the name of the person to whom the schedule is being provided and the date of issue.
The Director/Quality Manager is responsible for the format and printing of AQF Qualifications or Statements of Attainment and accompanying schedules in accordance with AQTF standards and NRT logo specifications.

AQF qualifications can only be signed by the Director/Quality Manager.
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Policy
To maintain competitiveness in the marketplace and to increase services to our clients, Vocational Studies-Australia makes available access to several forms of electronic media services.  Some of these services include:

Email, telephones, faxes, voicemail, external electronic bulletin boards, wire services, online services, intranet, internet, and the World Wide Web.

Vocational Studies-Australia encourages the use of these media and associated services to:

· Improve communication effectiveness

· Provide a research and information centre for clients which provides current documents on vendors, customers, technology, new products and services, information bulletins, and research papers and reports.

Employees and clients are reminded that electronic media services provided by Vocational Studies-Australia property, and their use, are for the facilitation and support of Vocational Studies-Australia business objectives.  All computer users have a responsibility to use these resources in a professional, ethical, and lawful manner.

The following guidelines have been established for using the internet and email services.  These guidelines are a minimum requirement for using electronic media at Vocational Studies-Australia as no policy can express all rules to cover every possible situation.  The guidelines are designed to express Vocational Studies-Australia philosophy and general principles when using electronic media and services

This policy does not cover the use of personal computer facilities or internet access.  It relates to the network and email facilities provided by Vocational Studies-Australia and/or its subcontractors.

Procedure 
Prohibited Communications
Electronic media cannot be used for knowingly transmitting, retrieving, or storing any communication that is:

· Discriminatory or harassing in nature.

· Derogatory to any individual or group.

· Obscene, sexually explicit or pornographic.

· Defamatory or threatening.

· In violation of any license governing the use of software, or

· Engaged in for any purpose that is illegal or contrary to Vocational Studies Australia policy or business interests.

Personal Use

The network services provided by Vocational Studies-Australia and/or its subcontractors are primarily for business use to assist clients in the performance of their studies, and employees in their work roles.  Vocational Studies-Australia allows limited, occasional, or incidental use of electronic media (sending or receiving) for personal, non business purposes.   It is expected that personnel and clients demonstrate a sense of responsibility when using Vocational Studies-Australia media and not abuse this privilege.

Software

To prevent computer viruses from being transmitted through Vocational Studies Australia computer system, caution should be used when downloading software and files.  If you are unsure whether you should download information that may place Vocational Studies-Australia at risk, please abort/suspend the download and check with the General Manager.

Security/Appropriate Use

Clients and employees must respect the confidentiality of other persons electronic communications.  Except in cases in which explicit authorization has been granted by Vocational Studies-Australia management, clients and employees are prohibited from engaging in or attempting to engage in:

· Monitoring or intercepting the files or electronic communications of other clients/ employees or third parties.

· Hacking or obtaining access to systems or accounts they are not authorized to use.

· Using other peoples log ins or passwords.

· Breaching, testing, or monitoring computer or network security measures.

No email or electronic communications can be sent that attempt to hide the identity of the sender or represent the sender as another person.

Electronic media and services should not be used in a manner that is likely to cause network congestion or significantly hamper the ability of other persons to access and use the system.

Any person obtaining electronic access to other companies or individuals materials must respect all copyrights and cannot copy, retrieve, modify or forward copyrighted materials except as permitted by the copyright owner.

Participation in Online Forums
Employees and clients are reminded that any messages or information sent on Vocational Studies-Australia provided facilities via an electronic media, are statements identifiable and attributable to Vocational Studies-Australia and/or its subcontractors.  As such, employees and clients should ensure that participation in online forums is relevant to the clients learning and development and the employees work role and performance.

Vocational Studies-Australia recognizes that participation in some forums may be important for client learning.  For example, a client may find the answer to a technical problem by consulting members of a new group devoted to technical areas or research activities.

Violations
Any employee or client who abuses the privilege of access to electronic media and is in violation of this policy and guidelines will be subject to a documented warning and in line with their personal contract of employment or training.  Depending on the severity of the violation, employees and clients may also be subject to legal action and/or criminal liability for any behaviour which breaches legislation or places Vocational Studies-Australia at risk.

Responsibilities
All managers, trainers and assessors, office personnel, and clients have an obligation to comply with this policy as well as will all appropriate statutory or legislative requirements and amendments, and to take appropriate action if concerns about others are brought to their attention.

	POLICY & STANDARD OPERATING PROCEDURE

	Marketing & Advertising

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Vocational Studies-Australia will market products with integrity, accuracy and professionalism. It will identify in its marketing material both written and electronic, with its registered provider’s name and CRICOS number. The course duration and course cost will be consistent with its CRICOS registration.
VSA will not provide false or misleading comparisons drawn with any other provider of services and programs. It will not provide employment or possible migration outcomes associated with any of its courses. It will not guarantee the course outcomes or automatic acceptance in to any other course.
The use of the Nationally Recognised Training Logo will only be used when marketing activities relate specifically to Nationally Recognised Training and the issue of Qualifications or Statements of Attainment in Nationally Recognised Training.

The Nationally Recognised Training Logo will only be used in accordance with the prescribed specifications.

Procedure
All marketing and advertising materials will be authorized by the Director/Quality Manager prior to distribution and use and will be gained in writing by notating an “approved” and including a signature and date.

All resources which can be considered those relating to marketing and advertising must be authorized for use by the Director/Quality Manager.  The Director/Quality Manager will ensure compliance with legislation by approving all print materials and other marketing activities by proof reading or raising purchase orders on activities and by writing a notation of “approved” and including a signature and date on each document being released for use.  An ‘approved’ stamp may be used for this purpose although signature and date will still be required.

Written permission will be obtained from any person or organization prior to use of any marketing or advertising material which refers to that person or organization. Vocational Studies-Australia will abide by the terms of the written permission granted.  

The NRT logo specifications will be checked prior to printing or publishing any documents which include the logo.  Current specifications can be obtained through the DEEWR website at www.DEEWR.gov.au.  These specifications describe conditions for using the NRT logo including approved use of the logo, and formats for reproduction including colour and size replication – A copy of the NRT logo specifications is attached to this SOP.

As a minimum, a hard copy of this material is to be retained for a period of no less than 7 years.  This requirement should satisfy any dispute resolution should there be a claim relating to false advertising.

Marketing and advertising material and activities will not be paid for unless authorized prior to payment.

	POLICY & STANDARD OPERATING PROCEDURE

	Version Control 

	Responsibility
	Director/Quality Manager

	DATE: 30 November 2010
	
	


Policy
A consistent and logical document naming and version control procedure is critical for identifying draft or final versions of documents and for locating documents on the computer network. 

Documents that require version control include:

· Policy

· Processes, guidelines and other management documents

· Forms

· Handbooks and Manuals

· All teaching and learning material

· All assessment tasks

Responsibility for version control of documents remains with the Director/Quality Manager.  The Director/Quality Manager will determine which documents will be subject to version control and is the only person authorized to add or amend controlled documents.

Procedure 
Electronic copies of controlled documents will be filed on the C drive at the location listed on the Policy Version Control Register, the Forms Version Control Register and the Materials Version Control Register.
One ‘hard copy’ of each controlled document is to be filed in the Quality System Folder and this ‘hard copy’ will remain at the reception desk in the main office.

Copies of controlled documents should be accessed via the Quality System Folder.

Any person can request changes to existing controlled documents or propose new controlled documents by completing a Continuous Improvement Request Form) and submitting it to the General Manager.  This form will be lodged in the Continuous Improvement Register.
The General Manager will make a decision on the request, complete the required information on the form and carry out any required amendments/additions.  The completed Continuous Improvement Form will be retained and filed as a progressive record of the updating of controlled documents.

All employees and relevant clients will be advised of the changes made through email and staff meetings.  The master copy will be replaced in the Quality System Folder and where appropriate a copy may be forwarded to the client who raised the issue.

Removed/changed documents should be marked as ‘replaced’ and dated, a line drawn through them, removed from the current version section in the Quality System Folder, and placed in the section for replaced documents.

New documents that are created by staff must follow organisational naming conventions, ‘Draft’ watermarked and dated in the footer as per the version control procedure (Records Management Naming of Documents Guidelines). All new documents are forwarded to the General Manager for approval.

Following approval, the document is stored in ‘hard-copy’ format in the Quality System Folder. Electronic copies are filed on the C drive at the location listed on the Policy Version Control Register.
All employees and relevant clients will be advised of new documents through email and staff meetings.  

All revised and new documents will be version controlled through an alpha numeric code that identifies the date of creation/revision, i.e. Jul09 which refers to the version date of August 2009.  This is to be entered in the footer section of all documents.

The Director/Quality Manager will make the relevant notation of approved changes/additions to documents in the Policy Version Control Register/Forms Version Control Register/ Materials Version Control Register.

	POLICY & STANDARD OPERATING PROCEDURE

	Records Management  

	Responsibility
	Director/General Manager

	DATE: 30 November 2010
	
	


Policy 
This policy defined the overall responsibilities, policy and procedures for the control of records and documents with VSA. The policy reflects the requirements of the AS 15489 Records Management standard, the AQTF, CRICOS National Code, User Choice contract conditions and the DET records retention policy.
Creation of Records

In order to support and document Vocational Studies-Australia business transactions and decisions, it is important that official records be created at the item of the transaction or decision. 
A record may include:

· A written file note
· Email

· Audio and/or video recording

· Minutes/meeting papers

· Reports

· Correspondence, hard-copy and electronic

· A facsimile
· Attendance records

· Assessment records
It is the responsibility to the staff member involved that the record is a true and accurate account of the transaction or decision. A record should be understood some time after the event by a person not involved with the transaction at the time of its occurrence and should include, at the minimum:

The date of the transaction/decision 

Names of all relevant parties

Nature of the transaction

A classification that describes the transaction, such as 

ManagementMeetingMinutes_13July09 

Creation of Documents

Documents are created by VSA staff for a number of purposes, such as:

Delivery and assessment of training programs

Staff and client management

Policies & Procedures 

Classification of Records and Documents
In order to facilitate the management and retrieval of official records and documents, they must be classified according to their business function, i.e.:

Curriculum

Clients, including students, staff and external stakeholders

Financial

This needs to be fixed up when the electronic directory is set up and the classifications are known

Capture of Records & Documents

Official records and documents are captured by saving them onto the Vocational Studies-Australia intranet. This ensures that all records and documents are available for future use and/or reference. 

It is the responsibility of the creating staff member to ensure the capture of records and documents created by them. 

Records and documents are to be captured, named and version controlled according organisational principles, including:

Records Management Naming of Records and Documents Guidelines 

Version control Policy & Procedure

Storage and retention of Records & Documents

Electronic copies of all records and documents are to be created and retained on the electronic directory of the VSA intranet according to organisational guidelines. Electronic records and documents are to archived and disposed of in accordance with organisational guidelines and legislative requirements.
The Department of Education and Training is the Queensland Registration authority and has current information on records retention available through its website which can be accessed through:  www.det.qld.gov.au
An uncontrolled copy of the DET requirements for records retention is included with this policy and procedure for reference.  A summary of the requirements states that:

Client/student results (all) must be kept for a period of 30 years.

A record of qualifications and statements of attainments issued (all) must be kept for 30 years.

Completed assessment items (all) must be retained until after the appeal period.

After the appeal period a sampling of 10% or 10 student files (whichever is the greater) will be retained for audit purposes.

For apprentices/trainees – completed assessment should be retained for a minimum of 6 months after the expiration of the apprenticeship/traineeship.

All master copies of assessment instruments, mapping guides and marking guides, and assessment procedures must be kept for 7 years.

If the RTO ceases to operate, within 14 days all client results and records will be transferred to the Department’s regional office for retention.

Overseas Students

Vocational Studies-Australia will keep every enrolled students records in relation to assessment and attendance and will make such records available to DIAC and DEEWR officials on demand to monitor student’s obligation as per student visa requirements.

Vocational Studies-Australia or its staff will not permit any practices that involve falsification of attendance or assessment records.

Vocational Studies-Australia will not permit students to defer or suspend their studies other than on the grounds of illness with evidence of a doctor’s certificate or for bereavement. If a student violates these conditions, then the student will be reported as non compliance of his/her visa conditions to DIAC via PRISM.

Vocational Studies-Australia will make all efforts to contact and counsel students who has been absent any more than five days without approval/ or students who are not consistently attending their course and record such details in their individual student file.

Vocational Studies-Australia will advice DIAC via PRISM of any change to student’s enrolment, including duration and their failure to meet their visa conditions relating to attendance or academic performance

Vocational Studies-Australia will make these obligations as part of Staff induction program and made aware of their obligation to use PRISM to report student’s non compliance of visa conditions relating to attendance or academic performance.

The Educational Services for Overseas Students (ESOS) Act, section 21 requires that all international student records be retained for a period of 2 years after a student ceases to be an enrolled student.
Archiving Facilities

Vocational Studies-Australia will maintain hard copy records of all assessment results on site in a secure filing cabinet which will be locked.  

As required, Vocational Studies-Australia will seek to establish an electronic records system for the archiving of client/student information.

Policies & Procedures and Forms
Retain a hard copy of all Policies & Procedures and Forms in the Quality System Manual that is held at reception. Superseded versions of these are to also be archived in the QSM and disposed of following the approval of a second superseding version.

Responsible person:

Personnel records and documents
Retain a hard copy of all personnel files in the designated locked cabinet. These are to be retained for a period of (7) years.

Financial records and documents
Retain a hard copy of all financial records and documents in locked cabinets. Responsible person is the Director.
User Choice Funded Students
User Choice funded student records will be retained for a period of 7 years in archiving facilities.
Training Delivery & Assessment resources
Retain a master copy of all versions of assessment instruments/tools/procedures used for 7 years following the last date of use. Hard copies of assessments are to be converted to electronic format following its issue and stored on the VSA intranet in the appropriate location and recorded on the Material Version Controls Register.
Responsible person: General Manager
Retain a copy of all resources used for course development and delivery for 7 years following the last date of use. Hard copies are to be converted to electronic format following issue and stored on the VSA intranet in the appropriate location and recorded on the Material Version Controls Register.

Computer-based applications used for record and document storage and retrieval (e.g. word processing, spreadsheet, database software) will be upgraded on an as-needs basis to ensure ongoing access to records in a retrievable format.  
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	Privacy & Confidentiality 

	Responsibility
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	DATE: April 2011
	
	


Policy
Although this policy is targeted at clients, it also applies to all Vocational Studies Australia personnel.
Vocational Studies-Australia is committed to protecting client’s privacy and is bound by the Commonwealth Privacy Act which sets out a number of principles concerning the protection of personal information.

Personal information that Vocational Studies-Australia collects and holds is subject to external audit by regulating authorities and will not be disclosed for any other reason.

Information collected through enrolment in a training program and employment with Vocational Studies-Australia may include:

Client name, date of birth, current and previous addresses, phone contact information, email address, bank account or credit card details, occupation, driver’s licence number, passport number and details.

If clients choose not to provide Vocational Studies-Australia with personal information, Vocational Studies-Australia may not be able to provide clients with the services that they are wishing to access, or continue with an employment application.

The information that clients supply to Vocational Studies-Australia is used to verify their identity, assist them in training and or employment, provide the services that they are purchasing, administer services including accounts with Vocational Studies-Australia, inform them of improvements in the services that they are purchasing, conduct appropriate checks specified as relevant with the industry, ensure their compliance with legislation and our Quality System.

Information about personnel or clients will be disclosed as required under the Standards for Registered Training Organisation or by law.  Vocational Studies-Australia may also disclose personnel and client personal information to:

· Credit reporting, fraud checking services, credit providers

· Our professional advisers including accountants, auditors, and lawyers

· Government and regulatory authorities as authorized by law

· Organisations who manage our business and corporate strategies particularly relating to managing our Business Risk and funding functions.

Vocational Studies-Australia undertakes that any other requests for information about personnel or clients will not be disclosed to any other third party without prior written consent.
VSA complies with the Australian Privacy Act in the following ways:

Collection 
We will collect only the information necessary for our primary function and you will be told the purposes for which the information is collected. 

Use and disclosure 
Personal information will not be used or disclosed for a secondary purpose unless the individual has consented or a prescribed exception applies. 

Data quality 
We will take all reasonable steps to make sure that the personal information we collect, use or disclose is accurate, complete and up to date. 

Security 
We will take all reasonable steps to protect the personal information we hold from misuse and loss and from unauthorised access, modification or disclosure. 

Openness 
We will document how we manage personal information and when asked by an individual, will explain the information we hold, for what purpose and how we collect, hold, use and disclose the information. 

Access 
The individual will be given access to the information held about them, at their request. This includes anything held on the participants file including assessment results and participation records.
Anonymity 
Wherever possible, we will provide the opportunity for the individual to interact with them without having to identify themselves. 

Sensitive Information 
We will seek the consent of the individual when collecting sensitive information about the individual such as health information, or information about the individual’s racial or ethnic background, or criminal record.

As a regulated provider of education services for overseas students, we advise that we may be required to provide information about students, their visa status, academic progress and attendance to certain Australian Government agencies. We may also be required to provide information to the Tuition Assurance Scheme and the ESOS Assurance Fund Manager

	POLICY & STANDARD OPERATING PROCEDURE

	Financial Procedures 

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy 
Vocational Studies-Australia will keep accurate financial records for all transactions as required by law.

Only the Director/Quality Manager has the responsibility and authority to:

monitor and report on compliance with its financial management policies and procedures, for review and as a basis for improvement

when requested, provide the State or Territory registering body that has registered it with a formal assurance that the RTO has sound financial management standards for matters related to the RTO's scope of registration and scale of operations

The Director/Quality Manager will ensure that the RTO's accounts are certified annually, by a qualified accountant with membership of Certified Practising Accountants Australia, other Institute of Chartered Accountants of Australia or the National Institute of Accountants and/ or otherwise registered as an auditor with the Australian Securities and Investment Commission.

Financial responsibilities also include that on request, a financial report must be made available to the State or Territory registering body that has registered the organisation.

Procedure
Invoicing

According to enrolment information, tax invoices will be raised for payment when fees are due through the use of an annual bookkeeping system and invoice register.

The invoice register kept will be in numerical sequence.

Details must be logged including the date of raising the invoice, the organisation/client’s details being invoiced, the amount of the invoice and any GST applicable, the total amount of the invoice.

Receipts will be issued for all fees received and include the same details as invoices.

Any refunds processed will be paid and include a statement of the client’s account including the fees they have paid and been receipted, the amounts being withheld by Vocational Studies-Australia for non refund, and the total amount being refunded.

Expense Report and Reimbursement Claims

Vocational Studies-Australia will cover the cost of approved professional development activities for its employees. 

All employees are to forward an expected costing and information regarding courses in the form of a memo to the Director/Quality Manager prior to the undertaking any professional development activities for approval.

The Director/Quality Manager is to advise the employee what reasonable costs will be covered by Vocational Studies-Australia

On completion of the training activity, the employee is required to forward a completed Expense Report and Reimbursement Claim form along with receipts collected to the Director/Quality Manager for reimbursement.

The Director/Quality Manager will review the expenses and forward reimbursement as previously approved.

A copy of the forms will be kept on the employee’s personal file for future reference as required.

End of Month Summary

The business bookkeeping is being conducted on a cash book basis and at the end of each month all receipts for outgoings and income collected from invoices will be summarised.

Only invoices which have been paid/received will be included at the end of each month. 

Receipts and Invoice copies must be retained on file and linked  to the EOM Summary.

Any applicable GST amounts must be included on the summary.

Bank Reconciliation

Bank reconciliation will be conducted each time a statement arrives and this should occur as part of every EOM Summary.  As a minimum this will be completed once every three months.

GST /PAYG payments

The business bookkeeping is being conducted on a cash book basis and will report its GST and PAYG on a quarterly basis to the Australian Taxation Office.

Each quarterly report will be prepared by an external Accountant and at this time the bookkeeping will be audited by the appointed Accountant.  Vocational Studies-Australia will make the appropriate payments determined by the Australian Taxation Office.

End of Financial Year

The business bookkeeping is being conducted on a cash book basis and has an annual calculation conducted for taxation at the end of each financial year.

At the end of financial year the following bookkeeping documents will be submitted to a qualified accountant and include:
· Completed EOM summaries including all copies of invoices, receipts, and bank statements.

· The invoice register and vehicle log book.

· Any other relevant information the Accountant requires to conduct a financial audit of the RTO.

The Accountant will prepare a financial report and present this to Vocational Studies-Australia. Vocational Studies-Australia will retain this report for audit purposes.
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Policy 
Vocational Studies-Australia will maintain assets and resources for optimum performance.  This policy covers the use of training rooms and training aids and materials, programming, buildings, furniture, fittings, office equipment and maintenance.

Computer programs and software will be maintained as current as possible and appropriate to industry requirements.

Assets and resources within Vocational Studies-Australia will be maintained on the Materials Version Control Register by the Director/Quality Manager.

Procedure
General Equipment

Maintenance Management
The detailed management of all equipment maintenance is a vital factor in physical resource planning.

Consequently, the Director/Quality Manager is responsible for maintenance management and liaison with Company maintenance organisations.  This responsibility includes:

the prediction of routine maintenance requirements and the associated liaison with organisations to schedule maintenance activities;

the implementation of procedures to ensure that they become aware of unscheduled maintenance requirements as they occur.

Reporting of Equipment Unserviceability
To assist the Director/Quality Manager in meeting their responsibilities for equipment maintenance, all unserviceability (irrespective of relation to usability) are to be reported to the Director/Quality Manager using a Continuous Improvement Request Form as soon as possible and he/she will liaise with the maintenance organisation to ensure that they are aware of the unserviceability.

Authorisation for Unscheduled Maintenance
The Director/Quality Manager must authorise all maintenance.  A purchase order will be raised by the Director/Quality Manager prior to any maintenance commencing.

Security of Equipment

All Vocational Studies-Australia personnel including clients, are responsible to ensure as far as possible the security of RTO equipment from physical damage and theft.  This responsibility includes the training of clients in correct use of storage of equipment;

The training program requires trainers to ensure that clients are trained and assessed in the need for equipment security away from the training organisation and are competent in the appropriate procedures and techniques.

The trainer/assessor shall ensure that any equipment that is removed from the training organisation and which is expected to be left unattended that appropriate secure storage has been arranged prior to departure.  All equipment must be signed out using an approved Property Removal Form prior to removal.

Classrooms and Training Aids Maintenance

All trainers/assessors are responsible for advising the Director/Quality Manager of any apparent damage or unserviceability of training room equipment and/or training aids on the Continuous Improvement Form 

Clients are also to be told that they are to advise Vocational Studies-Australia of any observed damage or unserviceability's to training room equipment, fittings and/or training aids.  

Requests for new or additional training aids will be passed to the Director/Quality Manager by way of the completed Continuous Improvement Form. 
Programming of training room availability
The utilisation of training rooms is to be programmed as for all other physical resources – Refer to Resource Utilisation.

Trainers/assessors programmed for training room activities are to check that all classroom facilities, including training aids, are available and serviceable before the programmed activity is scheduled to start.

Replenishment of classroom/training aid supplies
Trainers are to advise the Director/Quality Manager of the need to replenish classroom or training aid consumable supplies.  

Buildings, Furniture, Fittings and Office Equipment Maintenance

All personnel (including clients) are responsible for advising the Director/Quality Manager of damage to, or maintenance requirements of, buildings, furniture, fittings or office equipment.  Any such report is to be made on the Continuous Improvement Form.
Building and Surrounds Cleaning

The Director/Quality Manager is to arrange/renew contracts for the regular cleaning of Vocational Studies-Australia buildings, the replacement of cleaning and hygiene consumables, and the maintenance of external building environments, e.g., grass cutting, garden maintenance.

Clients are to be encouraged, as part of their attitudinal training, to assist in the building and surrounds cleaning.

Maintenance and Certification of Electrical Equipment

All electrical equipment (fixed and portable) will be checked for safety certification on installation or purchase.

Where required under Workplace Health and Safety regulations, electrical equipment will be inspected and re-certified periodically. Appropriate tags to indicate inspection shall be attached to each item of equipment inspected.

Any person who notices an apparent defect in any electrical equipment or appliance is to:

Identify the faulty item by placing a sign which clearly reads “Not to be Used” on the item.

Report the observation, on the continuous Improvement Form (Form 1006), to the Director/Quality Manager without delay

The Director/Quality Manager will arrange for inspection of the equipment, and repair if needed, by a qualified electrician. 

Fire Extinguisher Inspection and Maintenance

Fire Extinguishers shall be maintained to the appropriate standard.

Use of Telephones, Fax Machines

See Electronic Media Use Policy

Control and Maintenance of Photocopying Equipment

Copying of documents is a significant activity in any training school, and must be controlled.  

Permission of the Director/Quality Manager is to be sought for private photocopying, for which a fair charge will be levied.

Clients require the authorisation of an employee of Vocational Studies-Australia for use of the photocopier. The employee shall ensure the client is familiar with the operation of the photocopier and that the copying to be done is of a required operational nature.

Any observed defects in photocopier operation are to be reported immediately to the Director/Quality Manager on the Continuous Improvement Form. The Director/Quality Manager will arrange for maintenance.  Replacement of toner and office consumables is the responsibility of the Director/Quality Manager.

A note is to be placed on the machine advising other users of the defect.
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Policy 
Vocational Studies-Australia maintains a Trust Account established in accordance with the Education Services for Overseas Students (ESOS) Act.

The only funds which can be placed in the OS Trust Account are those monies paid for training activities to be attended by overseas clients/students.  Funds can only be withdrawn to cover the cost of training activities.  It is a serious breach of the ESOS Act for Trust Account funds to be withdrawn for purposes such as accommodation, meals or client personal use.

Special arrangements are in place for managing overseas client funds by request.  Overseas clients may enrol in training which includes other costs (e.g. accommodation) in the total program costing.  Should a client request Vocational Studies-Australia to manage their funds while they are in Australia studying, the OS student funds other than those paid by the client for training will be placed in a separate trust fund.  This separate trust fund is established for other than overseas client training funds.

Procedure
An audit of the OS Trust Account is to be submitted to Department of Education, Employment and Workplace Relations (DEEWR) by 28 July each year.  DEEWR will notify the RTO of this requirement annually, about two months in advance.  

The Director/Quality Manager is to ensure that the audit is completed by Vocational Studies-Australia accountant and submitted in advance of the due date.

	POLICY & STANDARD OPERATING PROCEDURE

	Resource Utilisation

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy
Vocational Studies Australia will use its human and physical resources the most cost-effective manner as practically possible.

VSA will have suitably qualified or experienced in relation to the functions they perform for students. The educational resources will support the delivery of courses to students. The premises, including the floor space available for each student, will support students to achieve their course outcomes.

VSA will have and implement policies and procedures to ensure its staffing resources are adequate and have the capabilities as required by the AQTF quality assurance framework applying to the course. 
Where the course provided by VSA is not subject to an appropriate quality assurance framework, it will have and implement appropriate documented policies and processes for the recruitment, induction, performance assessment and ongoing development of members of staff involved with the recruitment or delivery of education or client services to students.

VSA will ensure that it has adequate education resources, including facilities, equipment, learning and library resources and premises as required by the AQTF, quality assurance framework applying to the course. Where the course provided is not subject to an appropriate quality assurance framework, VSA will ensure it has adequate education resources, including facilities, equipment, learning and library resources, and premises, including ownership or tenancy arrangements for the premises, as are needed to deliver the registered course to the students enrolled.

VSA will undertake all necessary precaution to notify the designated authority and the students enrolled of any intention to relocate premises (including the head office and campus locations) at least 20 working days before the relocation.

Procedure: Resource Planning

Resource planning is a dynamic activity heavily dependent equipment serviceability, and is invariably subject to frequent amendment as required.

Resource planning is the responsibility of the Director/Quality Manager. In consultation with the Director/Quality Manager, some aspects of this responsibility may be devolved to a senior trainer/assessor as a major secondary duty. Where this is approved the limits and authority of this devolution will be formalised in writing and advised to all personnel.

The Director/Quality Manager is to analyse the training program progress and sequence linkage. This linkage is particularly important where theory and practical activities are integrated. This analysis will normally involve consultation with trainer/assessors.

This analysis provides a basis for the program, which the Director/Quality Manager then translates into a detailed schedule.

The planning is presented in the form of a display which shows, for each day of the following week, the allocation of human and physical resources.

Programming Advice and Amendments 

Any changes to programming planning or resource use will be advised to trainers, assessors and clients as soon as possible.

Facilities and Equipment

Facilities and equipment may be subject to external audits for the purposes of receiving and maintaining status as a registered training organisation.  External auditors can access results of audits which are available through the Director/Quality Manager.

Additional Learning Resources

Resources for learning are maintained by the Director/Quality Manager and these resources may be loaned throughout training with Vocational Studies-Australia.

A register is completed by the person borrowing resources and this person is responsible for returning the borrowed resources to the Director/Quality Manager is in the same condition in which they were loaned.  Lost or misplaced items will need to be replaced to Vocational Studies-Australia.at the borrower’s expense.  It is expected that these items are reported to the Director/Quality Manager immediately they are noticed to be missing.

	POLICY & STANDARD OPERATING PROCEDURE

	Change of Ownership

	Responsibility
	Director/Quality Manager

	DATE: April 2011
	
	


Policy

Vocational Studies-Australia will strive to follow through norms and procedures required under National Code 2007, standard 15 as follows.
VSA will proactively inform the designated authority of prospective ownership and/or management changes.

VSA will advise the designated authority in writing of:

any prospective changes to the ownership of the business as soon as practicable prior to the change taking effect, and

any prospective or actual change to the high managerial agents (as defined in section 5 of the ESOS Act) of the business as soon as practicable prior to the change taking effect or within 10 working days of the change taking effect where the change cannot be determined until it takes effect.

VSA will provide the designated authority with information on the new owner or high managerial agent for the purpose of making an assessment under section 9(6) of the ESOS Act.[image: image2.png]
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The Policy and Procedure Manual is effective @ 31/07/2011.



