Student Handbook

This handbook belongs to:
Name:
Qualification:
Date Issued:

Welcome From Your Training Provider
Student Handbook
Reading this Student Handbook will provide you with information about Skill360
Australia’s Code of Practice and associated documents and policies which it
encompasses, including but not limited to:








Enrolment processes
Policies and procedures
Access and equity
Appeals and complaint processes
Refund Policy
Recognition of Prior Learning
Participant Standards

Please contact Skill360 Australia if you have any questions relating to this
information.
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CEO Welcome
Thank you for choosing Skill360 Australia as your Registered Training Organisation
(RTO). By deciding to undertake training through Skill360 Australia you are taking a
positive step towards building a better future for yourself.
We oﬀ er a diverse range of qualifications and courses and have a reputation for
providing quality outcomes in apprenticeships, traineeships and all levels of training
from custom developed corporate to short course training, since commencing our
operations in Cairns in April 1984.
We are committed to ensuring that our training is delivered in a professional manner
to meet the needs of business and students in a wide range of industries. Once
again, welcome to Skill360 Australia and I wish you every success with your studies
and career journey.
Paul Miles
Managing Director

Skill360 Australia
Contact Details
Telephone: 1300 933 358
Fax: 1300 933 365
Email: info@skill360.com.au
Website: www.skill360.com.au
Cairns Head Office
1 Wilkinson Street,
Manunda, QLD 4870
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About Skill360 Australia
Skill360 Australia began operations in 1984 as a not-for-profit, community-based
organisation. Over the past 30 years we have been growing in size with offices in
Cairns and Townsville.
Our services have also expanded and diversified over the years but our purpose
remains clearer than ever; to create better futures.
Skill360 Australia is passionate about improving the employment opportunities
available to all members of the community, whatever age, skill level or background
they come from to give them the best chance of creating a better future for
themselves and their families. The organisation is also committed to helping
businesses grow and improve through the provision of a complete range of
workforce solutions.
Skill360 Australia operates as a Registered Training Organisation (RTO) within the
Standards required by the Australian Skills Quality Authority (ASQA), which include
the National VET Regulator Act 2011 and the Standards for RTOs. The training
delivery at Skill360 Australia is supported by a large pool of experienced Training
Coordinators and Consultants with specialised skills.
The RTO operates under strict government auditing, providing an assurance of
quality to participants, client, strategic partners and the wider community.

Quality Management Focus
Our reputation is founded upon community and
government recognition of our commitment to service
excellence and quality. It is Skill360 Australia’s
objective to adopt a total quality management
approach, integrating the principles of continuous
improvement, safety, business excellence, and
compliance with all relevant standards, legislation and
Government requirements.
Our quality systems and procedures ensure that the
highest level of service is delivered and maintained.
Skill360 Australia has a strategic plan that defines our
purpose, vision, mission and strategic priorities.
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Our strategic priorities are reflected by the following commitments

When a participant enrols into a training program with Skill360 Australia, we will
provide the support, learning environment, and resources required to ensure the
participant has the best chance of achieving their enrolment outcome. Throughout
this quality management focus Skill360 Australia ensures all Trainers and Assessors
are equipped with the appropriate qualifications, knowledge and industry experience
needed to deliver the nationally recognised training program.
Skill360 Australia has a commitment to continuous improvement and so we actively
seek and value feedback from our participants, staﬀ , employers and wider
community stake holders.
We actively engage with our employers, apprentices, trainees and participants in all
programs we offer.
Australian Skills Quality Authority (ASQA) whom Skill360 Australia is registered with
requires all learners and their employers to provide formal feedback annually or at
the completion of all training.

Document Name: Student Handbook

Version 3, 27/03/2018

Student Experience
Skill360 Australia strives to ensure a quality student experience for all participants
within our training programs.
The key phases throughout the student experience and the practices Skill360 will
follow are outlined below
Key phases of the student experience
Marketing and
Recruitment

Enrolment





Support and
Progression

Training and
Assessment



Completion





Trainers assigned
to deliver training
are qualified. The
amount of training
and mode of
delivery is
consistent with
requirements

Only students
assessed as
meeting course
or Training
Package
requirements are
issued with AQF
certificates

Examples of Skill360 practices/behaviours
Skill360’s RTO
marketing
practices
provide accurate
and factual
information to
allow
prospective
students to
make informed
decisions

Skill360
ensures
students have
the existing
skills,
knowledge and
experience
required to
successfully
undertake the
course

Student’s needs
are assessed and
Skill360 provides
appropriate
support services
to enable student
progression

Rights and Responsibilities of Participants
Participants are required to maintain specific standards of behaviour during the
learning journey with Skill360 Australia.
Standards include:










Treat other participants and staﬀ with respect and fairness
Attend all required classes on time
Behave in a non-discriminatory manner to other participants and staﬀ
Attend class free of intoxication from drugs or alcohol
Follow instructions from Skill360 Australia staﬀ members
All assessments submitted is the participants own work
Using appropriate mobile phone etiquette in class (phones on silent, only to
be used in break times)
Follow all instructions from Skill360 Australia staﬀ pertaining to Workplace
Health and Safety
Commit to attending all classes, unless there is a valid reason such as illness,
and making reasonable progress through their studies. Skill360 Australia is
now required to report on-going absences and lack of progress to the
Department of Education, Training and Employment for all Apprentices and
Trainees
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Participants confirm the authenticity of work submitted as being their own as part of
the terms and conditions of enrolment. Plagiarism of work and assessment will not
be tolerated.
Consequences for inappropriate behaviour may result in the enrolment being
terminated and a statement of attainment issued for any units completed to date.
Any participant that has received a suspension or termination of their enrolment has
the right of appeal through our appeals process.

Rights and Responsibilities of Staff
Skill360 Australia Training Staﬀ have a right to;






Be treated fairly and with respect by others
Expect participants to adopt acceptable training room behaviour
Exclude any participant from any session, who is adversely aﬀ ecting the
learning of others or who is behaving in an unsafe or dangerous manner
Be advised of participant complaints which relate to them as a Training
Coordinator or to relevant session activities
Try to resolve any complaint before it progresses

Skill360 Australia Training Staﬀ have a responsibility to;









Understand and act in alignment with the purpose, vision and priorities of
Skill360 Australia
Conduct themselves in a professional manner in any circumstances
connected with work
Ensure a safe and healthy environment for all participants undertaking
activities at Skill360 Australia
Respect the confidential nature of information and intellectual property
acquired in Skill360 Australia and practice impeccable standards of
confidentiality
Not discriminate in any manner and not behave in any manner considered to
be oﬀ ensive, violent or harassing
Contribute to a professional, supportive and respectful team environment;
Show respect for the Law and System of Government, following lawful directs
and duty to report any fraud, corrupt, criminal or unethical conduct

All staﬀ and course participants are expected to conduct themselves in a
professional manner at all times whilst at Skill360 Australia.
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Working with Minors
When working with minors (under 18 years old) Skill360 Australia will;







Undertake “Working with Children Checks” and ensure a valid Blue Card is
obtained and remains current for all employees conducting child-related work
Ensure employees respond quickly to any disclosure, allegation or suspicion
of harm and escalate concerns for the safety of children or young persons
and/or the behaviour of adults
Take appropriate action to support a child or young person wherever or
whenever abuse is suspected
Ensure a safe and supportive environment for any children or young people
participating in Skill360 Australia activities
Make sure that contact with children and young people is consistent with
Skill360 Australia’s Code of Conduct

Marketing & Advertising
Skill360 Australia ensures all of our training products are marketed with integrity and
accuracy in compliance with national standards and government service contracts.
We will only market or promote courses we are approved to deliver. Our marketing
practices will at all times be accurate and factual.

Course Information
Information is available on our website for the Nationally Recognised Training and
non-accredited courses oﬀ ered by Skill360 Australia or available upon request.
Further information can also be found on the Australian Government, Department of
Education and Training website. Please see links below
https://www.skill360.com.au/courses/
http://training.gov.au/
As courses change and are reviewed, Skill360 Australia’s scope of available
qualifications may change also. Skill360 Australia will always provide you with the
most up to date information about any changes to our scope of qualifications.
The Australian Skills Quality Authority website also provides further details for
students; https://www.asqa.gov.au/
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Access & Equity
Skill360 Australia will ensure that our services are responsive to the diverse needs of
our clients and ensure all participants receive accurate information and learning
support.
The learning environment provided is without discrimination or harassment. All
participants receive accurate information and support, are informed of their rights
and responsibilities, and all participants have the same access to courses oﬀ ered
irrespective of gender, culture, linguistic background, race or disability. All staﬀ uphold the principles that participants seeking to enrol in courses are treated fairly and
equitably using transparent procedures on the basis of consistent and equitable
criteria.

Application, Enrolment and Induction
Skill360 Australia requires each enrolling participant to complete and sign an
Application Form (refer Appendix A). The Application Form captures information
to assist Skill360 Australia to provide the best possible learning outcome for the
participant. All information collected is confidential and personal information will only
be used as identified by Skill360 Australia’s Privacy Policy.
Each participant will have access to this Student Handbook prior to the completion of
the Application Form to ensure they are aware of their rights and responsibilities as
well as that of Skill360 Australia.
Prior to the commencement of training, participants will undertake a course induction
which will explain program requirements and expectations. Students will also be
provided with information on the following:





Student contribution fees
Tuition fee exemption categories
Refund policies
Complaints and Appeals
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Unique Student Identifier (USI)
Any participants studying with a Registered Training Organisation must have a
Unique Student Identifier.
The Australian Government states a USI as a reference number made up of ten
numbers and letters that:







Creates a secure online record of your recognised training and qualifications
gained in Australia, from all training providers you undertake recognised
training with
Will give you access to your training records and transcripts
Can be accessed online, anytime and anywhere
Is free and easy to create and
Stays with you for life

This will allow participants to access and view their complete accredited training
accomplished after 1 January 2015, regardless of where they completed the training,
or with which RTO they studied. You will also be able to produce a comprehensive
transcript of your training. This can be used when applying for a job, seeking a credit
transfer or demonstrating pre-requisites when undertaking further training.
In order to receive your Qualification or Statement of Attainment you must have a
USI and Skill360 retains the right to withhold your qualification if a USI is not created
or provided.
Participants can find further information as well as create their USI by going to:
www.usi.gov.au
Or they can give permission to Skill360 Australia to create their USI on their behalf
(see Application Form). If you are allowing Skill360 Australia to create this on your
behalf, you must provide your; Full name (first, middle and last), Date of Birth,
Country of Birth, City of Birth, Gender, Email Address, Mobile Number and Postal
Address. You must also supply Skill360 Australia with evidence of identity (photo I.D
e.g. Driver’s License).

Learner Unique Identifier (LUI)
Any school-based student participants studying with a Registered Training
Organisation must have a Learner Unique Identifier (LUI) as well as the Unique
Student Identifier (USI).
In Year 10, schools register students with the QCAA and a learning account is
opened for them. All senior students in Queensland have a learning account on the
Student Connect website.
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Each student is assigned a 10-digit Learner Unique Identifier (LUI) so they can
access their learning account.
The student learning account is the place where the student’s senior secondary
enrolments and results are recorded, as well as when and where they have studied.
The Director-General of the Department of Education and Training can register
students who undertake home schooling and in certain other situations.
For more information and for students to log into their learner account visit the below
websites;
https://www.qcaa.qld.edu.au
https://studentconnect.qcaa.qld.edu.au/

Training & Assessment
The Standards for Registered Training Organisations (RTO’s) 2015 outline our
requirements as a Vocational Education and Training (VET) provider. This means
that the training resources and assessment tools we use as a Registered Training
Organisation (RTO) demonstrate current industry practice and operate within the
requirements of the National Standards for RTOs.
The training and assessment which is provided to participants is done so under the
Australian Qualifications Framework (AQF). The AQF is the national policy for
regulated qualifications in the Australian education and training system.
Each of our programs are developed using a variety of training and assessment
strategies which may include:








On the job training
Face to face classroom learning
Simulated workplace learning
Self-paced work books
On-line learning
Research projects
Recognition of Prior Learning (RPL)

All Skill360 assessments follow the National Standards rules of evidence through;



Fairness: The indidivual learner’s needs are considered in the assessment
process
Flexibility: Assessment is flexible to the individual learner by reflecting the
learner’s needs, all competencies held by the learner are assessed and a
range of assessment methods are used appropriate to context
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Validity: Any assessment decision of Skill360 are justified and based on
evidence of performance of the individual learner
Reliability: Evidence presented for assessment is consistently interpreted
and assessment resulats are comaprable irrespective of the assessor
conducting the assessment

Language, Literacy & Numeracy (LLN) and Learner Support
Skill360 Australia’s Learner Support Strategy has been developed as an integrated
approach to the delivery of support services to all apprentices, trainees and learners
and to provide options to assist the learner’s successful completion of employment
or training.

Preparing and supporting learners to succeed


Application









Induction and
Enrolment

Strategies to
Support
Learning

Quality
Learning
Experience





During initial contact with the participant, informal and/or formal assessment is
conducted to determine if any assistance may be required to support participants to
successfully complete their course.
For Certificates I to III, participants may undertake a LLN assessment; also known as
a LLN Tool. This allows our Training Coordinators to adjust delivery or assessment
methods appropriate to the needs of the participants. If additional support is
identified, the Training Coordinator will consult with the participant and if applicable
the employer to develop a Learner Support Plan which may include in-house or
external specialist support.
Training Coordinators will monitor each participant’s progress and seek training
feedback to identify if additional support is required.
Skill360 Australia caters to a diverse range of participants with a variety of strategies.
This has been developed to support all participants to complete their training and
focuses on three categories: In-house support strategies, Specialist support and
Self-help tools and information.
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Skill360 In-house Strategies



















Tutorials
Mentoring
Alternative Pathways
Reasonable Adjustment (adjustments that would assist a learner or cohort of
learners to have the same learning opportunities, and the same opportunity to
perform and complete assessments.
Life Skills
Short & long term career
aspirations
Communication
Working in a Team
Drug & Alcohol Awareness
Workplace Ethics
How to gain employment
Healthy Lifestyles
Work/family/life balance
Relationship Management
Personal Development
Personal Appearance
Flexible Learning

Specialist Support
Where learners require support outside
of Skill360 Australia’s area of expertise,
trainers will assist and encourage
learners to seek support from external organisations offering services aligned with
the learner needs:












Headspace - 07 4041 3780
Alcohol, Tobacco and Other Drugs Cairns - 07 4226 3900
Mates in Construction Queensland Helpline - 1300 642 111
Wuchopperen Health Service Ltd - 07 4080 1000
Disability Support Services - 07 4048 9900
Centacare Migrant Services - 07 4041 7699
TAFE Queensland North - 1300 656 959
Reading and Writing Hotline - 1300 655 506
Australian Human Rights Commission - (03) 9281 7100
Fair Work Australia - 1300 799 675
Lifeline - 13 11 14
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Self-Help Information and Tools
Some self-help information and tools that students can access themselves to find
support are:








Cairns Library – Adult literacy
http://www.cairns.qld.gov.au/library/community/adult/adult-literacy
Khan Academy
http://www.khanacademy.org/
Open Training and Education Network
(OTEN) TAFE 1300 355 531 or www.oten.edu.au/abe
Bruce Cruicks at Australasian Readwell | 07 5532 8325 or
cruicks@optusnet.com.au
Fantastic Phonics | 02 6379 8350 or www.vocationalliteracy.com.au
The Sound Way | 08 9401 3801 or www.thesoundway.com
The Diamond Valley Learning Centre | 03 9435 9060 Victoria or
www.dvlc.org.au

Recognition of Prior Learning (RPL)
RPL assessment is available to all participants. RPL is based on the awareness that
people learn in many diﬀ erent ways throughout their lifetime – through work
experience and life experience as well as through education and training. RPL takes
into account a person’s skills and experiences and this may enable credit in a unit of
competency.
The following steps are in place to apply for Recognition of Prior Learning (RPL):









Request RPL or Training Coordinator identifies RPL as an appropriate
pathway
Speak with a Training Coordinator regarding the process of RPL
Read the Information Guide
Apply for RPL and receive unit/module criteria and complete application form
Collect a variety of forms of evidence to show competence in the requested
units
Attend interview (may be face to face or telephone) with your Training
Coordinator
Training Coordinator to confirm results of the RPL application
Credit given or further training may be required

Evidence: Please bring to the interview anything, which you believe could assist your
RPL assessment, for example:


Copies of statements, reference or articles about your employment or
community involvement
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Copies of school reports, certificates or statements about your education and
training
Relevant work samples such as memos, essays, completed work products,
validated photo/video evidence
Outlines of any courses, which you have undertaken
Referee’s letters or third party reports
Any other information, which you feel, might aid the assessment of your
request

The cost of the RPL application is $1500. This can be paid through two options;
1. $500 Application Fee (Deposit) and then a $1000 Assessment Fee, or
2. $1500 upfront Application & Assessment Fee
Please refer to our RPL booklet for further information.

Recognition of Current Competencies (RCC)
The Australian Qualifications Framework (AQF) provides the process that recognises
Qualifications and Statements of Attainment issued by other RTOs.
For a participant to receive credit for their previous study, enrolled participants must
provide a copy of their previous qualification, statements of attainment or statement
of results. Skill360 Australia will contact the issuing body and confirm authenticity of
the certificate.
The participants may also need to provide evidence that this previous training is still
current; this may be achieved by submitting a resume or job description that
demonstrates the current use of the skills and knowledge previously obtained.
For more information on recognition of current competencies please contact Skill360.

Fees & Charges
Before commencement of training, all participants will be fully informed of the costs
of the services provided by Skill360 Australia. An Agreement of Terms will be
provided on or prior to enrolment which will outline all applicable fees and charges.
Students enrolled within a qualification with Skill360 Australia are required to pay
Student Contribution Fees, these fees can be paid for by the student, employer or by
a combination of the two. However, under Government programs public funding
contributions can be paid towards the cost of training and assessment for eligible
Queensland apprentices and trainees.
The only instances where Skill360 Australia will NOT charge student contribution
fees is if you are:


a school-based apprentice and trainee (SATs) or;
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if you have appropriately approved exemptions



Where course fees are discounted or waived (for example in cases of severe
financial hardship) at the discretion of the RTO Operation Manager.

For more information and to see if you are eligible to receive public funding, contact
Skill360 Australia directly.
If you fall into one or more of the following exemption categories, you are entitled to
pay the concession fee only:
a) If you were or will be under 17 at the end of February in the year in which the
RTO provides training, and have not completed year 12
b) If you have a current health care card or pensioner card issued under
Commonwealth law
c) If you are an Aboriginal or Torres Strait Island person. Acceptable evidence of
this would be any of the criteria listed below:
i.
advice from the Commonwealth Department of Education, Employment
and Workplace Relations approving your application for Abstudy
Allowance
ii.
a declaration from a local Aboriginal and Torres Strait Island Group
iii.
a declaration from the RTO's Aboriginal and Torres Strait Island
Support Officer
An example of a full and concession tuition fee for a unit is shown below;
Unit Code

Unit Name

Full Rate

Concession
Rate

BSBSUS201

Participate in environmentally sustainable work
practices

$32.00

$12.80

Should a participant be eligible for a concession on tuition fees, evidence must be
provided on the day of training enrolment (a colour copy of current concession card
is required) If this evidence is not supplied on enrolment day the concession rate will
not apply.
Skill360 Australia will protect the best interests of participants with regard to payment
of tuition fees and refund of charges and will ensure sound financial and
administrative systems support fair and equitable practices.
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Skill360 Australia will;











ensure potential participants are notified of all fees and charges applicable to
the delivery and assessment of a training course or qualification prior to an
enrolment including payment terms, non-refundable administration fees and
clearly identify which are compulsory and any incidental costs that may be
applicable;
where training is funded by a government training contract and requires a
participant contribution fee, the minimum specified under the funding
agreement will be applied;
follow the exemption, partial exemption and concessional clauses identified
under funding agreements and retain evidence to support this claim;
retain evidence of all fees and charges collected for training;
protect all fees greater than $1,500 paid in advance by participants to meet
our obligations to participants and ensure compliance with industry standards;
refund participant contribution fees fairly to participants and ensure their
awareness of the Refund Policy and specific agreement of terms prior to
enrolment;
where participants or employers fail to pay all fees and charges by the due
date Skill360 Australia will manage the recovery of outstanding debts through
debt recovery procedures. Skill360 may choose to withhold the Statements of
Attainment or Qualifications while there is an outstanding debt.

Skill360 Australia will not charge additional fees for:




the provision of materials essential to achieving competence;
the development and supply of a training plan;
the development and supply of initial training record.
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Payment Options
Skill360 Australia will provide an invoice to the
payee nominated on the unit selection form or
as otherwise informed.
Skill360 Australia oﬀ ers participants the option
of paying fee’s upfront in one payment or
scheduled in line with the training plan.
For those scheduled fees, invoices will be sent
out 28 days prior to unit commencement.
The following conditions apply:








Outstanding invoices must be paid prior
to the commencement of each unit.
The final payment must be paid prior to
the end of training
If full payment of fees is not received
prior to the end of Training, Skill360
Australia may choose to withhold the
participant’s Statement of Attainment
and/ or qualification until full payment is received
If a person fails to make regular payments as per the agreed terms, training
may be cancelled and no refund will be oﬀ ered
A Credit Card surcharge will apply for Credit Card transactions
Employers may choose to pay fees on behalf of participants

Travel and Accommodation Subsidy
The Department of Education, Training and Employment provides travel and
accommodation subsidies to eligible apprentices and trainees to subsidise their
expenses if travel is needed to attend training. The level of financial assistance will
be determined by the Department of Education and Training.
Land Travel
Apprentices and trainees will be eligible for a travel allowance if they need to travel
at least 100km return to attend training. The following allowance applies:



100 - 649km (return) – eligible for 15 cents per kilometre
650km or more (return) – eligible for 19 cents per kilometre
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Accommodation
Apprentices and trainees may also be eligible for accommodation subsidies if it is
necessary to live away from their usual residence of living to attend training. The
following allowance applies:



$28.00 per day when required to stay overnight within Queensland
$68.00 per day when required to stay overnight interstate

Air Travel
Eligible apprentices and trainees may also be eligible for the provision of a return
economy air ticket to attend training. Flights can only be booked by the Department
of Education and Training. The following allowance applies:



Apprentices/trainees who are required to travel 1,100km or more return to the
location of the training
Apprentices/trainees who reside on Cape York Peninsula and Islands of the
Torres Strait

All claims must be submitted to the Department within 6 months of the completion of
the attendance period claimed for. Subsidy payments will only be paid into bank
accounts in the name of the apprentice or trainee and the journey distance will be
calculated from the usual place of residence.
Contact Skill360 Australia for further information.

Refund for Course Cancellation or Deferment
Skill360 Australia reserves the right to cancel a course or to change course details
such as start dates, location of training and program details.
A full refund will be provided to participants if:



The course is cancelled prior to commencement; or
Where a course has been re-scheduled and the new date is not acceptable to
the participant.

Where a course or qualification has commenced and is cancelled by Skill360
Australia due to unforeseen circumstances prior to completion of training, any units
in the course that have not commenced, will be refunded.

Refund for student withdrawal
Full or partial refund of fees and charges are to be requested in writing to the RTO
Operations Manager and will be considered in the following circumstances:
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Fee for Service Participants








A full refund (minus the $100 administration fee) of the amount paid by the
student will be refunded if the student has completed the Refund Request
Form (refer Appendix C) and notified Skill360 Australia of this 7 calendar
days or more prior to the course commencement
A partial refund of 60% of the course fee will be refunded if the student has
completed the Refund Request Form and notified Skill360 Australia within 7
calendar days prior to course commencement
No refund will be given if the student requests a refund less than 24 hours
prior to course commencement
No refund will be given if the student has been withdrawn from the course due
to inappropriate behaviour
No refund will be given if the participant commences but does not complete
training

Qualifications/Accredited Courses




The full unit fee of any individual units NOT yet commenced within the
Qualification will be refunded to students if the Refund Request Form is
completed and notified to Skill360 Australia (however the administration fee of
$100 will be subtracted from the full refund)
A partial refund of 60% of the unit fee will be provided for any individual units
which have been commenced within the Qualification

Appealing Refund Decision
Where a participant feels the refund decision is incorrect they must contact Skill360
Australia with evidence to support the appeal. This is to be attached with the original
request and may include a medical certificate, evidence supporting change to
circumstance, funeral notice for immediate family member etc. The appeal will be
managed through Skill360 Australia’s appeals process or feedback process.
Skill360 Australia will also provide provisional refunds for employers for additional
charges paid beyond the student and government contributions. In the instance that
the course has commenced and the student withdraws, a proportionate amount will
be refunded.
Students requesting a refund must contact Skill360 Australia as soon as possible
and submit a Refund Request Form outlining the details of why the refund is
requested.
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Appealing Competency Results
A participant has the right to appeal any assessment decision of Not Satisfactory or
unit of competency decision of Not Competent, including that of RPL evidence.
Decisions can be discussed informally with your Training Coordinator in person, by
phone or email. If the outcome is still unsatisfactory, the participant has the right to
formalise their case as follows:
Re-Assessment Appeal
Each assessment task can be attempted three (3) times. If a participant does not
agree with a decision of Not Satisfactory or Not Competent, they must appeal within
21 days of the result being posted or advised. Students must fill in a Complaints &
Appeals Form (refer Appendix E).
Appeal against Recognition of Prior Learning (RPL)
If a participant considers the response to their formal appeal unsatisfactory, the
appeal will be managed through the same Skill360 Australia’s re-assessment
appeals process or feedback process.

Appealing Results Procedure
1. Discuss the result with your Training Coordinator. Ask why you received an
unsatisfactory or not competent result. Outline to your Training Coordinator the
reason you don’t agree with the result.
2. If you still don’t agree with your result, you may submit a written appeal to the
RTO Operations Manager via email (rtomanager@skill360.com.au), mail or through
our feedback form. For complaints received verbally (counter, phone), details will be
transcribed onto a feedback form.
3. Your complaint appeal will be registered on our Complaints Register.
4. The RTO Operations Manager will liaise with the Training Coordinator to decide if
the result is to be held up.
5. The RTO Operations Manager or delegate will contact you by phone or email
within ten (10) days of receipts of the complaint with the outcome of the Appeal.
6. If the matter cannot be resolved at this point, the complaint will be referred to the
Chief Executive Officer for review and where required an external adjudicator
may be appointed.
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Complaint Procedure
1. Any complaint received by mail,
including email
(complaints@skill360.com.au), are
registered on the Skill360 Australia records
management system and referred to the
RTO Operations Manager to action. If your
complaint is received verbally (in person,
phone), details are transcribed onto a
Complaints & Appeals Form (refer
Appendix C), registered and sent to the
RTO Operations Manager to action.
2. Once the complaint has been received
you will be contacted to acknowledge the
feedback.
3. The RTO Operations Manager or
delegate will endeavour to contact you by
phone as soon as possible after receiving
the complaint, to discuss the matter further.
4. If the matter cannot be resolved at this point, the complaint will be referred to the
Employment and Training Services Manager for review and where required an
external adjudicator may be appointed.
Skill360 Australia obtain the right for a 60 day window to respond to you about your
complaint. Skill360 Australia will inform you of the progress of your complaint
throughout the process and will notify you if the complaint will take more than 60
days to resolve.

Course Extension
If the participant has not completed their course of learning in the allocated time,
Skill360 Australia is not obliged to extend the participant’s enrolment.
If an extension is required it will be considered in consultation with the participant,
Training Coordinator and RTO Operations Manager.

Participant Records
Participants are able to access their records at any time. Requests must be made in
writing and identification will be required.
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Issuance of Certificates
In order for Skill360 to issue a Qualification, evidence of competency must be
achieved for each unit of the qualification. Competency of units is attained through
the student demonstrating the required skills and knowledge through assessment
practices. ASQA identifies that a student must demonstrate their:




Ability to perform relent tasks in a variety of workplace situations or accurately
stimulated workplace situations
Understanding of what they’re doing, and why, when performing tasks, and
Ability to integrate performance with understanding, to show they are able to
adapt to different contexts and environments

Upon successful completion of a qualification or unit of competency, participants will
be issued with a completion Certificate or a Statement of Attainment for partial
completion of a qualification within 30 days of the final assessment outcome.
Skill360 Australia has the right to withhold the issuing of a certificate if;
1. There is an outstanding amount of money owed, or
2. The student does not possess or has not provided Skill360 with a current USI
(Unique Student Identifier)
Participants attending non-accredited courses will receive a Statement of
Attendance.
Upon completion or cancellation of courses, a Learner and Employer survey will be
issued to both the student and employer/host employer. It is a requirement for
Skill360 Australia to issue these surveys. The results of these surveys are collated
and reported to the Department of Education on an annual basis.

Re-issue of Certificates
Any participant who requires the re-issue of any Statement of Attainment or
Qualification previously issued by Skill360 Australia as the Registered Training
Organisation will be required to pay a fee of $100. An additional cost of $30 may be
applicable to retrieve files held in archives.

Privacy and Confidentiality
Skill360 Australia collects personal information for the purposes of course
administration, statistical analysis, reporting and evaluation of our programs. Some
course administration details may be disclosed to your employer for
administration/monitoring purposes. Skill360 Australia is required to report all
accredited training outcomes to the Department of Education, Training and
Employment.
Your information will not be used for any other purpose except as required or
authorised by or under law. In line with the Standards for Registered Training
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Organisations, your program and assessment results will be maintained through
Skill360 Australia’s administrative procedures. This information will be retained
permanently.
Participants under the age of eighteen (18) years of age including VET in Schools
participants may have their personal information, attendance details, progress and
results disclosed to their parent, guardian and/or school.
Participants may also be asked to sign a Consent Release Form, so that photos and
video footage of the participant can be used for marketing and other promotional
material.

Workplace Health and Safety
Skill360 Australia ensures that all relevant Workplace Health and Safety legislation is
adhered to for the health and safety of participants, visitors and staﬀ . Our qualified
training coordinators have a duty of care to identify any hazards that have the
potential to cause harm in the classroom, workshop or learning environment. Any
hazards will be removed or control measures implemented to reduce the risk to an
acceptable level.
Participants of Skill360 Australia have a duty of care to take responsibility for their
own health and safety and that of other people, such as other participants, staﬀ
members or visitors. To do this, participants are expected to follow all safety signs,
rules and instructions of Skill360 Australia staﬀ .
Our Safe Work Management System is available on our website.

Legislative Requirements
Skill360 Australia as a Registered Training organisation (RTO) is required to work
and comply with a variety of Government Acts. Websites for further information of
the QLD Acts and Commonwealth compliance legislation include;
www.legislation.qld.gov.au
www.austlii.edu.au
www.asqa.gov.au
www.training.gov.au
Skill360 Australia complies with, and includes in our training resources, appropriate
Federal and State/Territory legislation such as:

Document Name: Student Handbook

Version 3, 27/03/2018

Work Health and Safety Act 2011
The Workplace Health and Safety Act 2011 provides the requirements and
framework to protect the health and safety of workers and workplaces; this includes
the Duty of Care, controlling or preventing health and safety risks, preventing any
injuries or illness within the workplace.
The Environmental Protection Act 1994
This Act protects the environment, focussing on ecologically sustainable
development. It creates a general duty of care for all to take reasonable steps to
avoid harming the environment.
Aboriginal Cultural Heritage Act 2003
The main purpose of this Act is to provide eﬀ ective recognition, protection and
conservation of Aboriginal cultural heritage (Part 1: s4). Aboriginal people should be
recognised as the primary guardians, keepers and knowledge holders of Aboriginal
cultural heritage.
Land users must take all reasonable and practicable measures to ensure their
activity does not harm Aboriginal cultural heritage by establishing a duty of care to
avoid damaging or destroying cultural heritage. This includes cultural heritage
located on freehold land and regardless of whether or not it has been identified or
recorded in a database.
Duty of Care is any person ‘carrying out an activity’; whether on land or water.
Torres Strait Islander Cultural Heritage Act 2003
The main purpose of this Act is to provide eﬀ ective recognition, protection and
conservation of Torres Strait Islander cultural heritage (Part 1: s4). Torres Strait
Islanders should be recognised as the primary guardians, keepers and knowledge
holders of the Torres Strait Islander cultural heritage.
Land users must take all reasonable and practicable measures to ensure their
activity does not harm Torres Strait Islander cultural heritage and by establishing a
duty of care to avoid damaging or destroying cultural heritage. This includes cultural
heritage located on freehold land and regardless of whether or not it has been
identified or recorded in a database.
Duty of Care is any person ‘carrying out an activity’; whether on land or water.
The Privacy Act 1988 - Applies to all States
The Privacy Act 1988 is an Australian law which regulates the handling of personal
information about individuals. This includes the collection, use, storage and
disclosure of personal information, and access to and correction of that information.
Source: http://www.oaic.gov.au/privacy/privacy-act/the-privacy-act
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Copyright Act 1968
The Copyright Act ensures that the owner or author of any document or information
has the right to decide if other people may use or reproduce their work.
Australian Human Rights Commission Act 1986
The Australian Human Rights Commission Act 1986 (Cth) (formerly called the
Human Rights and Equal Opportunity Commission Act 1986) established the Human
Rights and Equal Opportunity Commission (now known as the Australian Human
Rights Commission) and gives it functions in relation to the following international
instruments:



Disability
Religious Beliefs etc.

Section 3(1) of the Australian Human Rights Commission Act 1986 (Cth) defines
discrimination. The Australian Human Rights Regulations 1989 (Cth) lists additional
grounds which will constitute discrimination under the Act.
Victimisation is also against the law. Victimisation includes threatening, harassing or
punishing a person.
Disability Discrimination Act 1992
The Disability Discrimination Act 1992 has as its major objectives to;




eliminate discrimination against people with disabilities
promote community acceptance of the principle that people with disabilities
have the same fundamental rights as all members of the community
ensure as far as practicable that people with disabilities have the same rights
to equality before the law as other people in the community

Workplace Gender Equality Act 2012
The principal objects of the Workplace Gender Equality Act 2012 are;
a) to promote and improve gender equality (including equal remuneration
between women and men) in employment and in the workplace
b) to support employers to remove barriers to the full and equal participation of
women in the workforce, in recognition of the disadvantaged position of
women in relation to employment matters
c) to promote, amongst employers, the elimination of discrimination on the basis
of gender in relation to employment matters (including in relation to family and
caring responsibilities)
d) to foster workplace consultation between employers and employees on issues
concerning gender equality in employment and in the workplace
e) to improve the productivity and competitiveness of Australian business
through the advancement of gender equality in employment and in the
workplace
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Racial Discrimination Act 1975
The Racial Discrimination Act 1975 gives eﬀ ect to Australia’s obligations under the
International Convention on the Elimination of All Forms of Racial Discrimination. It
aims to ensure that everyone is treated equally, regardless of their race, colour,
descent or national or ethnic origin. Its major objectives are to;



promote equality before the law for all persons, regardless of their race, colour
or national or ethnic origin
make discrimination against people on the basis of their race, colour, descent
or national or ethnic origin unlawful

Sex Discrimination Act 1984
The Sex Discrimination Act 1984 gives eﬀ ect to Australia’s obligations under the
Convention on the Elimination of All Forms of Discrimination against Women and
certain aspects of the International Labour Organisation (ILO) Convention 156. Its
major objectives are to;




promote equality between men and women
eliminate discrimination on the basis of sex, marital status or pregnancy and,
with respect to dismissals, family responsibilities
eliminate sexual harassment at work, in educational institutions, in the
provision of goods and services, in the provision of accommodation and the
delivery of Commonwealth programs

Anti-Discrimination Act 1991 (QLD)
The Age Discrimination Act 2004 helps to ensure that people are not treated less
favourably on the ground of age in various areas of public life including;





employment
provision of goods and services
education
administration of Commonwealth laws and programs

Source: https://www.humanrights.gov.au/our-work/legal/legislation#dda

Further Education and Training Act 2014
The objects of the Further Education and Training Act 2014 are;
a) to strengthen Queensland’s economic base by providing a skilled workforce
that meets the current and future needs of industry, Government and the
community
b) to facilitate the provision of vocational education and training that is linked to
employment and is responsive to the future workforce development and skills
requirements of industry
c) to support the continued development of high-quality training by and within
industry
d) to support Queenslanders to access and complete the skills training they
need to get a job and contribute to the State’s economy and their own
prosperity
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e) to establish a simple, streamlined apprenticeship and traineeship system
featuring ﬂexible, industry-endorsed approaches to trade training
f) to support industry and employers to take on, train and retain apprentices and
trainees.
National Vocational Education and Training Regulator Act 2011
The National Vocational Education and Training Regulator Act 2011 was introduced
to better regulate Vocational Education and Training and provide a more eﬀ ective
structure for providing advice on vocational education and training matters.
The objects of this Act are;
a) to provide for national consistency in the regulation of vocational education
and training (VET)
b) to regulate VET using;
i.
a standards based quality framework
ii.
risk assessments, where appropriate
c) to protect and enhance;
i.
quality, ﬂexibility and innovation in VET
ii.
Australia’s reputation for VET nationally and internationally
d) to provide a regulatory framework that encourages and promotes a VET
system that is appropriate to meet Australia’s social and economic needs for a
highly educated and skilled population
e) to protect students undertaking, or proposing to undertake, Australian VET by
ensuring the provision of quality VET
f) to facilitate access to accurate information relating to the quality of VET
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Common Terms


Accredited course means a structured sequence of vocational education
and training that has been accredited by a state or territory course accrediting
body and leads to an Australian Qualifications Framework (AQF) qualification
or statement of attainment



Appeal is where a client of an RTO, or other interested party, may dispute a
decision made by the RTO. The decision made by the RTO may be an
assessment decision or may be about any other aspect of the RTO’s
operations



Apprenticeship/traineeship is a structured training arrangement for a person
employed under an apprenticeship/traineeship training contract. It usually
involves the person receiving training and being assessed both on-and off-the
job



ASQA is the acronym for The Australian Skills Quality Authority (ASQA) and
is the national regulator for Australia’s vocational education and training
sector. ASQA regulates courses and training providers to ensure nationally
approved quality standards are met



Competency means the consistent application of knowledge and skill to the
standard of performance required in the workplace. It embodies the ability to
transfer and apply skills and knowledge to new situations and environments



Compulsory and Incidental Fees – The only compulsory cost to students is
the tuition fee, incidental fees may include internet access, printing of notes or
handouts not essential to delivery of the course



Documented means recorded in written form



Entry requirements specified prior knowledge, skill, and experience,
expressed in terms of competency, and may include licensing or industry
recognised standards. Where entry requirements are identified, these are
mandatory. Entry requirements:
o Do not form part of a qualification for training and assessment
purposes
o Must be completed prior to enrolling in a qualification
o Must be specific to the knowledge, skills or experience required to
enter a qualification



Exemption can be claimed at the time of enrolment on the grounds of
extreme hardship or other special circumstances as deemed appropriate by
the Training Manager.
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Group Training Organisation (GTO) is a company that employs apprentices
and trainees, and places them with one or more host employers who are
usually small to medium-sized businesses. The host employers provide onthe-job training and experience, while the group training company organises
off-the-job training and handles recruitment, rotation and payroll.



Learner Unique Identifier (LUI) means a unique student number for schoolbased students through which they can access their learning account



Partial Exemption includes not more than 40% of the student contribution fee
where the participant falls into one or more of the following categories:
a) The Participant was or will be under the age of 17 at the end of February
in the year in which the Skill360 Australia provides training, and the
Participant has not completed year 12;
b) The Participant holds or can obtain a health care card or pensioner card
issued under Commonwealth law, or is the partner or a dependant of a
person who holds a health care card or pensioner concession card, and is
named on the card;
c) c) The Participant is an Aboriginal or Torres Strait Islander person.
Acceptable evidence is as stated on the Training Contract and AVETMISS
VET Enrolment Form.



Plagiarism is taking the words, theories, creations or ideas of another person
and passing them off as your own.



Qualification means a formal certification, issued by a relevant approved
body, in recognition that a person has achieved learning outcomes or
competencies relevant to identified individual, professional, industry or
commercial needs.



Recognition of Prior Learning (RPL) means an assessment process that
assesses the competency(s) of an individual that may have been acquired
through formal, non-formal and informal learning to determine the extent to
which that individual meets the requirements specified in the training package
or VET accredited courses.



Scope of Registration means the training products for which an RTO is
registered to issue AQF certification documentation.



Student –someone who is partaking in training and or assessment conducted
by or on behalf of Skill360 Australia. This includes those undertaking
accredited qualifications and non-accredited courses, trainees and
apprentices, corporate clients and fee for service students.
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Student Contribution Fees – are a student’s contribution to the cost of
tuition and is a charge that must be issued by the Registered Training
Organisation as stipulated by the User Choice Contract.



Training Plan is a documented program of training and assessment required
for an apprenticeship/traineeship training contract. It is developed by an RTO
in consultation with the parties to the contract as the basis for training and
assessing a person undertaking an apprenticeship or traineeship



Unique Student Identifier means a unique national VET student number for
all nationally recognised training
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Acronyms
A
AAAP

Australian Apprenticeships Access Program

AAC

Australian Apprenticeship Centre

ABS

Australian Bureau of Statistics

ACACA

Australasian Curriculum Assessment and Certification Authorities

ACCI

Australian Chamber of Commerce and Industry

ACPET

Australian Council for Private Education and Training

ACSF

Australian Core Skills Framework

ACVE

Assessment Centre for Vocational Education

AFLF

Australian Flexible Learning Framework

AISC

Australian Industry and Skills Committee

AITD

Australian Institute of Training and Development

AQF

Australian Qualifications Framework

AQTF

Australian Quality Training Framework

ASQA

Australian Skills Quality Authority

ATAs

Australian Training Awards

AVETMISS Australian Vocational Education and Training Management Information
Statistical Standard
AVETRA

Australian Vocational Education and Training Research Association

C
CBA

Competency Based Assessment

CBT

Competency Based Training

CCOS

Competency Completion Online System

COAG

Council of Australian Governments

CSfW

Core Skills for Work (Developmental Framework)

D
DAS

Delivery and Assessment Strategy (now known as a TAS)

DET

Department of Education and Training

DPR

Data Provision Requirements

E
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ESS

Employability Skills Summary

ESL

English as a Second Language

F
FE

Further Education

FLAG

Flexible Learning Advisory Group

FPPR

Fit and Proper Person Requirements

FVRAR

Financial Viability Risk Assessment Requirements

G
GTA

Group Training Australia

GTO

Group Training Organisation

H
HSC

Higher School Certificate

I
IBSA

Innovation and Business Skills Australia

ICS

Indigenous Cadetship Support

IRC

Industry Reference Committee

L
LAS

Learning and Assessment Strategy (now known as a TAS)

LLN

Language Literacy and Numeracy

LOTE

Language/s Other Than English

M
MSA

Manufacturing Skills Australia

N
NCVER

National Centre for Vocational Education Research

NGO

Non-Governmental Organisation

NRT

Nationally Recognised Training

NVR

National VET Regulator

P
PD

Professional Development

PPP

Productivity Places Program

Q
QCAA

Queensland Curriculum and Assessment Authority
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QCE

Queensland Certificate of Education

QI

Quality Indicators

R
RCC

Recognition of Current Competence

RPL

Recognition of Prior Learning

RTO

Registered Training Organisation

S
SMART

Survey Management, Analysis and Reporting Tool

SNR

Standards for NVR (National VET Regulator) RTOs (Registered
Training Organisations)

SOA

Statement of Attainment

SRTOs

Standards for Registered Training Organisations (RTOs) 2015

SSO

Skills Service Organisations

STA

State Training Authorities

T
TAE

Training and Education Training Package

TAFE

Training and Further Education

TAS

Training and Assessment Strategy

TGA

www.Training.gov.au

TPO

Training Program Outline

U
UoC

Unit of Competence

USI

Unique Student Identifier

V
VET

Vocational Education and Training

VETiS

VET in Schools

VQF

VET Quality Framework

W
WAVE

Women in Adult and Vocational Education

WELL

Workplace English Language and Literacy
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Appendices
Appendix A) Refund Policy
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Appendix B) Refund Form
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Appendix C) Complaints & Appeals Policy
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Appendix D) Complaints & Appeals Form

COMPLAINTS & APPEALS FORM
1 Wilkinson Street, Manunda QLD 4870
PO Box 68W, Westcourt, QLD 4870 Phone: 4046 4000 Fax: 4031 1239
www.skill360.com.au

Complaint / Appeal No.

RTO N U M BER 1607

Date of Lodgement:

1. PERSONAL DETAILS
First & Middle Names:

Family Name:

Phone Number:

Mobile:

Email Address:
I have

been supplied with a copy of the Complaints & Appeals Policy

2. COURSE INFORMATION
Course Title:
Course Commencement Date:
Trainer:

3. COMPLAINT/APPEAL DETAILS

Reason for Complaint / Appeal
(please attached any supporting
documentation)

Trainer

Assessment Result / Decision

Third Party

Another Student

Training Content / Materials

Skill360 Systems / Processes

Other (please specify)
Please provide further comments / explanation

Date of Incident / Assessment
Submission:
Have you discussed this with your
Trainer?

Yes

No

Were there other parties involved?

Yes

No

Please provide further details (name
of other parties involved)

4. APPLICANT DECLARATION: In signing this form
I certify that the information I provided is true and correct
In submitting a complaint/appeal, I have read and understood the Complaints and Appeals Policy terms and conditions
Signature

Document Name
Version Number
Date of Release
Date of Next Review

Date

Complaints Appeals Form
1.4
28/06/2017
05/08/2017

Document ID
Approved By
Document Location
Page Number

Complaints Appeals Form 28062017 V1.4
RTO Manager
R:\
Page 1 of 2
Once PRINTED, this is an UNCONTROLLED DOCUMENT.
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COMPLAINTS & APPEALS FORM
1 Wilkinson Street, Manunda QLD 4870
PO Box 68W, Westcourt, QLD 4870 Phone: 4046 4000 Fax: 4031 1239
www.skill360.com.au

RTO N U M BER 1607

5. OFFICE USE ONLY
I confirm that:
¨ I acknowledged the Complaint & Appeals Request submitted by the student
¨ I reviewed the Complaint & Appeals Request against the Complaints & Appeals Policy
¨ I entered the Complaint/Appeal in the Student Management System
¨ I informed the Employment and Training Services Manager of the Complaint/Appeals Request

Date of Lodgement:

Signature

Date of Response:

Signature

Complaint/Appeal
resolved:

Yes

No

Comments on
resolution:

Approved by:
Date of
Resolution:

Signature:
Entered into Complaint/
Appeals Register:

Yes

No

Date:

Entered by:

Signature:

Closed in Complaints/
Appeals Register:

Yes

No

Date:

Closed by:

Document Name
Version Number
Date of Release
Date of Next Review

Signature:

Complaints Appeals Form
1.4
28/06/2017
05/08/2017

Document ID
Approved By
Document Location
Page Number

Complaints Appeals Form 28062017 V1.4
RTO Manager
R:\
Page 2 of 2
Once PRINTED, this is an UNCONTROLLED DOCUMENT.
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