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1. PURPOSEAND COREOBJECTIVES

Competitive advantage as an outstanding professional learning organisation
To maintain a competitive advantage over other Early Childhood training organisations by  developing a
positive company culture of professional ethical integrity a nd operating as an outstanding training

organisation.

First Door listens to the feedback, problems and needs that both the student and the student's industry are
experiencing relating to training and development. First Door invests in continuous improvement  and
addressing industry training needs,  remain ing innovative in this process.

Measured by:

1 the customer's engagement in learning and their satisfaction and recommendations of First Door to
others

1 learners 8successful assessment and capability in the workplace

9 First Door and its team members displaying  ethical conduct at all times

1 having a collaborative environment with continued adaptability, growth and learning within the
organisation and its team members

i active evaluation and  continuous improvement processes

9 First Door's unrivaled reputation and continued demand for student enrolments

First Door recruits and maintains passionate, motivated team members that share the same vision and
objectives to provide learners with quality learning experiences and constructive assessment processes.

Measured by:
1 the positive culture, energy and commitment of the First Door team
1 commitment to maintaining time frames and quality in training delivery and assessment
9 the continued growth and success of the company First Door Training and Development

First Door provides training that  upskills and empowers students to create learning environments within the ir
workplace. First Door training  sets a new benchmark in workplace competency so that empl oyer 0s
preference for their employee's training is First Door Training and Development.

Measured by:
91 referrals by organisation' s management for their employee s to use First Door
1 the learner's workplace competency is monitored by the First Door mentor and positive feedback is
received from the learner's workplace supervisor/manager
9 establishment of active educational leaders and mentors in the workplace

Developing capability in students

Each learner is supported by a First Door mentor to develop their professional capability, knowledge and
skills.

Toprovide students with innovative resources and learning environments that result in learner engagement
and active workplace learning experiences.

FirstDoor & social media encourages conversations between students and between students and mentor.

Measured by:
1 positive feedback from students , and the student's workplace capability
1 active engagement in social media and learning activities, and successful course ¢ ompletion
1 referrals to First Door and a reputation as a leading training provider
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2. CONTINUOUSIMPROVEMENT

First Door usesthe continuo us improvement proce ssto be tter our perform ance. Inthisprocess,we
examine what we do, why we do it and how itcan be or needsto be changed to produce a better
result.

Continuous Improvement Policy Established January 2013, reviewed ~ September 2017

It is the responsibility of the Director to promote awar enessand encourage use of the organisatio ns
co ntinuous improveme nt sysem and proc esses.

Ongoing conti nuous improvem ent opport unities can be unplan ned and occur as oftenas they are
identified and required. We strive to cont inually provide training services that produce competent and
con fide nt workers.

First Door will make use of formative, summative and post training evaluation methods to establish
student ds i mpknawvledge)skilgand bahaviour . First Door training will be reviewed and
continuously improved for best practice.

Improvements are made to relevant areas of First Door ope rationson the basis of the data col lected.
Records are kept of changes made. Theserecordsare reviewed at Internal Auditsto ensure consistent
implementati on. The following processes will be verified :

Check ifamendments affect other managem ent systems

Commu nicate througho ut the organisation de tails of the amendments

Actively engage staff in co ntinuously improving the system and the implementation process
Evaluate professonal deve lopme nt needsfor any staff requiring new skilsor knowledge
Hicit and analyse stakehold e r féesdba ck about the organisation& overall performance
Carry out a trial run of the amen dment to testits effective nessand cause of results

Conduct regular and systematic reviews of key data

B o Do Do Do Do D>

Developing VET Knowledge for Trainers & Assessors

First Door will develop the knowledge of their trainers and assessors through industry panels, professional
development activities and through relevant partnerships.

Ensuring Industry Currency for Trainers & Assessors

First Door both values and ensures t hat their trainers and assessors have industry currency . We prioritise effort
to keep abreast with the relevant industry sectors current trends , problems and training needs through
industry connections . First Door trainers and assessors are regularly immer sed with in industry workplaces
through ongoing student mentoring in the workplace . Itis a long -term goal to also investigate operating a
small, outdoor based kindergarten service to be used in conjunction with First Door training

Ensuring Ongoing Competence for Trainers & Assessors

First Door will use student evaluation and performance appraisals to gauge competence. Trainers and
assessors will also attend professional development courses and provide peer feedback to colleagues.
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3. DATA COLLECTION, ANALYSIS AND ACTIONS

Data Collection, Analysis and Actions  Policy Established January 2013, reviewed ~ September 2017

First Door collects data on a regular basis in order to inform the processes of:

A Compilationof First Door 6 s Qual ity I ndicators
A Improvements to all aspects of training

A Professional development of staff

A Improvements to assessment

Continuous improvement information and data include:

National tools for the collection of data (Quality Indicators)

Interviewing student s regularly

Obtaining written feedback from students and clients through surveys/questionnaires
Obtaining written feedback from trainers and assessors

Obtaining feedback from employers following work placements or practical activi ties of student s
Analysis of the root cause of complaints and appeals and their resolutions

Training and assessment outcomes

Consultation with learners, enterprise clients, industry organisations and licensing bodies
Records of staff/planning meetings and agreed actions

Internal audit reports, organisational self ~ Zssessments

Staff performance appraisal reports

Staff professional development

Research from the Internet, magazines, journal and papers

Too Too Too Joo Too Too T To T To o To o

The data is analysed for relevance to possible improvements to:

A Assessment items and methodology

A Selection of competencies in qualifications
A Appropriateness of training methods

A The need for staff professional development

Continuous improvement focus areas include:

Training and ass essment services

Training and assessment tools and instruments

Facilities, equipment and resources

Policies and procedures

Management/operational systems

Strategic/business plans

Staff performance, competencies and professional development
Identified industry needs

Too T To Too To o T Do

Ongoing continuous improvement opportunities can be unplanned and occur as often asthey are
identified and required. We strive to continually provide training services that produce competent and
confident workers. Improvements are made to relevant areas of First Door operations on the basis of the
data collected. Records are kept of changes made and reviewed at Internal Audits.

To ensure consistent implementation verify the following:

Check if amendments affect other management systems

Communicate throughout the organisation details of the amendments

Evaluate professional development needs for any staff requiring new skills or knowledge

Elicitand analyse st ak e h ofl dleeddasc k about t he oallpedormarcat i onds ove
Carry out a trial run of the amendment to test its effectiveness and cause of results

Conduct regular and systematic reviews of key data

Actively engage staff in continuously improving the system and the implementation process

Too T o T To T To
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4. INSURANCE

Insurance Policy Established January 2013, reviewed September 2017

First Door will maintain current pub lic liability insurance to the sum of ten million dollars , as required for
operation of a Registered Training Organisation
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5. INTERACTIONS WITH REGISTERING BODY

Interactions with Registering Body  Policy Established January 2013, reviewed ~ September 2017

First Doord €ompany Director ensuresthat First Doord sperati on complies with the STANDARDS FOR
REGISTERED TRAINING ORGANISATIONS (RTOS) 2016

A maintaining responsibility for day to day operati ons of First Door

A mee ting regularly with First Door staff to keep informed of those operations

A acommitment to staying  informed of allmattersregarding Fi r st RD@statud s
A manag ing the continuousimprov ement processincluding the Internal Audit process

Interactions with the registering body are managed by First Door Company Director

First Door has agre ed to the 0 C oditions of Registrationé co ntractual agreement which has been signed
by the EO of FirstDoor . First Door will cooperate with the Registering Body in:

1 The conduct of internal and external audits
1 Providing acc urate and timely data for com pilation of the Quality Indicatorsfor First Door
1 Providing data about significant changesto First Door staff

First Door recognis es that it must provide returns of its student records of attainment of units of competency
and VET qualifications to the national VET Regulator on a regular basis.

First Door will report the data viae -mail and the returns will be stored electronically.



Page |8

6. INTERNAL AUDITS

Internal Audits Policy Established January 2013, reviewed  September 2017

An internal review or audit will be con duct ed for each qualific ation/vocatio nal area at least once
each year. The review iswritten into the organisation@ calendarto occur in January each year,
following the first year of trading

It will include reviews, comparisons and evaluations of the assessnent processes, tools and evidence
contributing to judgme nts at least annually in each voc ational training area. The review/ audit will
include plans forthe transition to new orrevised Trining Package in accordance with the Transiion
Require mentsand Maintaining Scope of Registration Policy.

Itisrecommended that a balanced view istaken and co nsultation with the following takes place:

A Trainersof the qual ification or co urse in the vocati onal training area
A Clientsfrom a qualification or cou rse in the vocational training area
A Industry

FirstDoor m ay conduct additional interna | aud its within the prescribed twelve Znonth perio d at the
discretion of the Company Director

Internal Audits Procedure

Internal auditsare cond ucted to determine if systems in place at First Door are being impleme nted
and working to help First Door to achieve the bushness objectives .

An audit team consists of one ormore people with the necessary skillsand knowled ge to carry out the
audit. When conducting internal audits, RTO personnel will com plete the internal audit checklistand
report by collec ting objective eviden ce. They will use the following proc esesto ensure that the stated
policiesand procedures of First Door are being circ ulated, unde rstood and implemented consistently
througho ut First Door and that these proc edures are com pliant with the STANDARDS FOR REGISTERED
TRAINING ORGANISATIONS (RTOS) 2015

1 examining documents and sygsems such as policies and procedures, con tinuous
improv ement activities, student resources, relevant components of businessplans,
trainer/ asse ssor qual ific ations

I examining recordsof actual training conduc ted

1 perusing a sample of student files

I analysing resourcesfordelivery and assessnent required by the relevant Training Pac kage
or course, including assssment tools

1 holding interviews with managem ent, trainers/assessors,learners, employers

1 observing proc essessuch asassessnent and learning activities

1 looking at facilities and observing training and assessment activities

First Door Manag eme nt reviews internal audit rep orts, progress on any rectificat ion and ongo ing
com pliance with the STANDARDS FOR REGISTERED TRAINING ORGANISATIONS (RTOS) 2015
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/. LEGISLATION

Legislation Policy Established January 2013, reviewed =~ September 2017

First Door complies with the relevant requirements of the follow ing Acts:

Standards for Registered Training Organisations  (RTOs) 2015
Occu pational Safety and Health Act 1984.
Antidliscrimination Act (1991)

Privacy Act (2001)

Child Protection Act

Copyright Act

B0 Do Po Do o o

The relevant Trainersand other staff me mbersare informed by the delegat ed person if the above
legislation affects their job.
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8. ORGANISATIONAL CHART & DUTY STATEMENTS

% FIRST DOOR RAINING & DEVELOPMENT PTY L'IF‘

/ ANDREA ISITTCompany Director \

Company Di kegredpansibiites:
i Compliance of our operations as a Registered Training Organisation as required by the
Australian Skills Quality Authority and the Department of Education and Training
Human Resource management: team development, recruitment and induction
Business strategy
Business development including  networking, marketing and public relations
Design a nd development of training resources
Continuous improvement of our operating policies and procedures
Evaluation processes and continuous improvement of our training practices
Ongoing d evelopment and evaluationof Fi r st trAiring podfelio

< 4

= = = = = =| =

STUDEN& PROFESSIONAL EARLY CHILDHOOD
LEARNING COORDINATOR PROFESSIONAL LEARNING
FACILITATOR

Key responsibilities:

1 Workshop facilitator for: students,
professional learning and team PD

I Quality Standard Partner Package

Key responsibilities to facilitate:
91 Professional learning workshops
9 Team professional development

facilitator workshops

T New stuc_:lent welcome process : I Quality Standard Partner Package

T Early .Ch||dh(.)od.a ssessment coordinator , 9 Evaluation for continuous improvement
mcludmg_ validation of our training practices

T Early Ch"dhOOd_ S tudent mentor 1 Innovation for professional learning

9 Evaluation and improvement to student

. : workshop content
and relationship management processes

1 Compliance of student policies
and procedures
91 Personalised promotion of First Door

/ADMINISTRATION COORDINATOR\ / CONTRACTORS \

Key responsibilities to coordinate and support : Key responsibilities:
1 Quality improvement and policy review 1 Assessment feedback and marking
1 Accurate and current financial and
database records
9 Student administration coordination
1 Effective processing of customer enquiries 1 Marketing and business strategy
1 Team professional development
administration coordination
f Coordination of workshop resources  for 1 Website development

\\ facilitator and students J \ /

1 Facilitator of workshops for
professional learning

Digital professional learning strategy
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9. RISK MANAGEMENT

Ri sk management involves the identification, analysis ar
the STANDARDS FOR REGISTERHBRAINING ORGANISATIONS (RTOS) 20158tandards and the development

of cost effective strategies to treat those risks. First Door Director are responsible for final assessment and

management ofrisksas soci ated with all aspects luwihgtfatiasanRTODoor 6s 0
Evidence (e.g. meeting minutes, memos, and written statements) indicating the involvement by the

Director in the processes is to be documented and maintained.

First Door will develop a risk identification register to manage risks ag ainst First Door8s comg
STANDARDS FOR REGISTERED TRAINING ORGANISATIONS (RTOS) AtdBdards and regularly revisit those

risks to ensure they are at an acceptable level.

Risk Assessment Policy Established January 2013, reviewed September 2017

Regular risk asesanentsare conducted to identify any pot ential hazards and risks that might affect the
delivery of high quality training.

The risk assessment pro cesswill identify priorities, threats, measure and monitor facto rs, events and
practic esthat may affect the effectiveness and economic statusof Fi r st operaiio ns.s

First Door has a three pronged approach to itsriskidentification and management procedu re:

1. The conduct of riskassessmentsand riskanalysis and the subsequent develo pment of risk
managem ent plans and inherent riskredu ction strate gies

2. The conduct of spot checks againstide ntified areas of risk,and

3. The conduct of annual internal audits.

Riskassssnent will take into consideration macro and micro issues,includ ing:

1 STANDARDS FOR REGISTERED TRAINING ORGANISATIONS (RTOS) 20d%pliance risks
1 RITO Policies and Procedu res aligned to the STANDARDS FOR REGISTERED TRAINING ORGANISATIONS
(RTOS) 2015

Dep loyment of RTOPoliciesand Proced ures in the wo rkplace

Conti nuous improvement

Fnancial risks

Increase or decrease in staff, students

Increase in complai nts/app eals

Add itional qualificati on/cou rses on scope

Funding agreemen ts

Partnership agreements

Contractual obligations

Occu pational safety and health

Training and assessnent environme nts

=4 =4 =8 -8 -8 _9_9_9_9

Riskasessnent will occur during:

1 Annual strategic planning proc esses

1 Development of new training packagesand/or accre dited courses
1 Annual audit ing proc esses

1 Specific events that require a riskassessment

Recomme ndatio ns are satisfactor ily followed up and results documented for presentation at regular
man agement me etings, including strategic planning meetings. Reviews and improvements can take
place more freque ntly as required. Outc omes of all activities, includ ing docume ntation, reports and
action planswill be provided to First Doord Birector forreview and as a basis for improvem ent.
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10. ADVERTSING AND MARKETING

Advertising and Marketing  Policy Established January 2013, reviewed ~ September 2017

All advertising and marketi ng mate rial referencing VET,will be certified that:

A

> Do

o

the content of coursesthat include VETqualifications, clearly identifying the VET qualific ation
and includ ing the Nationally Recogni sed Training logo

all VET qualifications adve rtised are within Fi r st sthpeeoaf degidration

if First Door offersany accredited VET cou rses First Door will ensure that it haswritten permission

to offer the cou rse from the course own er

if First Door advertises VETqualificatio ns that it isseeking registration for, it cle arly id entifies that in
the advertisng, e.g. through a disclaimer 6 éthis course is subject to registration and will only
proce ed once First Door isregisteredd

it iscurrent, accurate and ethical
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11. COMPLAINTS

Complaints Policy Established January 2013, reviewed ~ September 2017

Compl aints arise when a client is not satisfied with an aspect of our servicesand requestsaction to be
taken to resolve the matter. Appeals arise when a client isnot satisfied with a decision that we have
made on asessnent.

Any com plaint or appeal must be considered in a transparent, objective and unbiased man ner. The
proc essincorporates the principles of natu ral justice and procedural fairmess.

Any person wishing to make a complai nt against First Door concern ing itscon duct as an RTO, whether
a com plaint, app eal or other matt er, shall have access to the complaints/app eal flow. All formal

com plaints willbe heard and decided within fifteen working days of the receipt of the written
complaint by First Door. A 6 Rgister of Complaints @hich doc umentsall formal com plaintsand their
resolution will be kept. Any substantiated com plaintswill be reviewed as part of the continu ous
improvement proce dure.

Complaints or Appeals Procedure

Informal Complaints
The person should first discusstheir concer nswith their Student Mentor , or other staff member they feel
com fortable with. If the matt erissatisfactorily resolved during initial discusgons no action isrequired.

The Student Mentor should make a note of the person & son cern on the Enrolment Form, or similar

docu ment, so the feedba ck iskept and reviewed. Where a person isdissatisfied with the outcome of the
informal com plaint they may the n complain to First Doord &0, who will make a decision and reco rd the
outc ome of the com plaint.

Formal Complaints and Appeals
First Door will provide the complainant with accessto an indep endent qualified assessor or pan el who will:

1 provide the complainant with the complaints/ appealsform and instruct to complete details of
theirissue
A the complaint and itsoutcome shall be recorded in writing
A on receipt of a formal complaint First Door EO shall conve ne an inde pendent panelto hear
the complaint; this shall be the 6 ¢ 0 mp | caommittteed
A the complaint committee shallnot have had previous involvement with the com plaint and
should includ e representatives of:
- First Door
- anindependent person
review theircomp etency report/ assessment / evaluatio n
interview the complainant dthe complainant will be allowed advoc acy rightsand will be
provid ed with an oppor tunity to formally put their case
the complaint committee will make a decision on the complaint
where ap propriate, provide the complainant with an opport unity for re Zassessnent
provide awritten statement, including reasons for the decision, to the complainant within
five working days of making its decision
the formal complaint/ appeal and subsequent outco meswill be recorded in detail and
maintained on file by the RTO
if nec essary, the circums tances and information surounding the issue isinvestigated to the level
warranted by its severity

> P el Dok

The root ca use of the complaint/app eal will be included in the contin uous improvement cycle of the
relevant standard/s.
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Unsettled Complaints or Appeals

If the issue isnot satisfact orily settled the client should be advised of the formal Complaints and Appeals
Proce dure.

A nonZefunda ble fee (to be determined) per module or competency standard whichev er is
applicable, will be charged for all assessment appe als. First Door may waiver thisfee in special
circ umstances.

If we are unable to resolve the issue, and you ask us to, we will have an appropriate independent third
party provide a review at no cost to you. The independent third party will be an organisation, body or
person identified and agreed to by all parties at the time.

Confidentiality

Confidentiality is maintained and anonymity preserved where requested. Compla inants/app ellants
are informed where thismay limit the extent to which their complaint/appeal can be invedigated.

Records

All complaints and appeals are doc umented in writing and recorded on the regiger.

Monitoring and Improvements

All comp laints and app ealsare used for cont inuou simprovement proc esses.
Follow4ip actio nsmay include:

A Askfor feed back from the client to de termine whether they were satisfied with the way the
complaint or ap peal washandled

A Change the practice that led to the com plaint/appeal and at a later date review
the improvement to see that it isworking

A Review recordsof complaints and appeals to see whether there are specific isstes (or staff or
services) that are being targeted, and whether the compl aints and appealsare being resolved
in atimely matt er
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12. FINANCIAL MANAGEMENT

Financial Management  Policy Version 3, Established January 2013, reviewed ~ June 2018

First Door ensures it follows stringent Financial Management guidelines to protect both First Door and the
students. An up to date Fee Schedule is available to all students , prior to enrolment, detailing all fees
relating to enrolment and ongoing study.

A budget isprepared as part of the annual strategic planning process. The bud get, both training
revenue and expenditu re, is monitored clos ely throughout the year to maintain a sustainable RTO.

Student Prepaid F ee Protection

O6Prepaid feesd, somet i midlected ¢ e ade dreldtes t0 the feed First®agor collects
before the relevant services have been provided. These include payments made at any time before,
during or after the student enrols with First Door.

First Door complies with Standard 7, C| a u s eProtect prepaid fees by learners & f the Btandards for
Registered Training Organisations 2015 . To comply with this clause, First Door will not:

91 accept more than $1000 prior to the commencement of a qualification; or

1 collect more than $1500 in advance from a learner, following commencement of enro Iment

All student feespaid in advance are protected. We guarantee the ¢ o mp a n ynd finansia uposition
and safeguard all paymentsmade in advance untilthe st u d esudcéssful conclusion of units to the
value of the advanced payment. First Door guarantees that they have the capacity to deliver the courses
offered.

Payme nts made in advance are identified asa liability until the successful conclusion of units to the
value of the advanced payment , Where it isthen identified as an incom e.

Fee Refunds
If First Door has to cancel the course a full refund will be given, including all administration fees.

If a student provides one week notice  to cancel prior to the course starting date, they will receive a full
refund less the non -refundable enrolment fee.

Cancellations after the course has begun will be dealt with on a case by case basis to ensure that First
Door has done everything within its abilit  y to assist the student in completing the course.

Certificate of Accounts

A qualified accountant must certify Fi r st fiDamoial &ccou nts to Australian Accounting Sandards
at leastannually. The report willbe made available to the registering body on request.

External Reporting Requirements

When reque sted, First Door must provide the state registe ring body with a full audit rep ort from a qualified
independent acc ountant with membership of the Certified Practicing Accou ntants Australia (CPA) or,
Institute of Chart ered Accountants of Australia or National Institute of Acc ountants.



Page |16

13. ISSUING AQF QUALIFICATIONS AND STATEMENTS
OF ATTAINMENT

Issuing AQF Qualifications & Statements of Attainment Policy Established January 2013, reviewed — September 2017

First Door will issle AQF qualificatio nsand Statements of Attainment within 21 days of course
com pletion.

All qualificatio nsand Satements of Attainment issued by First Door will com ply with standards outlined
in the Australian Qualifications Framework (AQF) Implem entations Handbook, latest Edition.

First Door will only issue AQF qualificati ons and Statem ents of Attainment within itsscope of registration
that certify the achiev ement of qua lifications or industry/ enterprise com petency standar ds from

natio nally endorsed Training Packages or qualificatio ns, com petency standards or modules from

acc redited VETcourses.

First Door will ensure that, wher e the langua ge used for delivery and assessment of the qualification is
other than English, that language isnoted on the qualification or statement of attainm ent.

All qualific ations and statements of attainment issued by First Door will be recorded in the &Register of
Quali ficati ons Isswied @

Use of National and State Logos

First Door usesthe Natio nally Recog nised Training logo in accordance with the Nationally Recog nised
Training Logo Specific ations on all AQF qualificatio nsand Satements of Attainm ent issued within First
D o o rséope of registration. Where the Nation ally Recog nised Training logo isused in adver tishg or
other mater ials, it isalso in accordance with specificati ons.

Issuing Replacement Certificates

First Door will issue replacement certificates subject to receipt of a Statutory Declaration, stating previous
enrolled name and address and current name and address and the reason for the replacement. There is
a re -issue fee which can be found in the Fee Schedule.
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14. ONGOING COMMUNICATION

Effective communication within our organisation and with stakeholders is recognised as central to First
Door 6 s sRegutaerseatings are held with key stakeholders to review company performance and
progress, to identify, review and evaluate improvement ideas and to plan improvements.

Other informa | communication methods are also used throughout First Door. Where possible minutes, notes,
emails, diary notes are used to follow up on issues and close out items. Documentation should be kept on
the server or in a relevant file to ensure ease of access.
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15. PARTNERSHIPS

Partnerships Policy Established January 2013, reviewed  September 2017

Where First Door engages or is engaged by another organisation for VET assessment, training and/or
certification services, it has a written agreement with the other organisation. First Door shall implement
written agreements for training and assessmentser vi ces provided on First Doords b
be kept in a O0Register of Partnershipsdd and a copy of th

Within such arrangements, First Door has a role in formulating and completing the agreement and meetin g
and specifying how each party to the agreement will discharge its responsibilities for compliance to the
ATQF Standards for Registered Training Organisations.

Partnership Procedure

Written agreements with other organis ations will include the following:

1 the name and add ressof both organis ations

1 the name of the chief executive officer (or Company Director ) of both organisations

1 the name and contact det ailsof the primary contact at the other organisation

1 the program offere d, including the relevant Training Package qual ification oraccredited course
including code and the unitsof competency or modules, including the code and title

a list of services offered by the other orga nisation, e.g. training and/or assesane nt

a stat ement outlining the level of service offered, e.g. &irst Door as RTO, will provide all training
and asesanent staffd

I astatement acknowledging that First Door isalways responsble for training, assessnent and
certificatesissued in its name

a verified copy of First Doord €ertificate of Registration and Scop e Certificate

signat ures of the Company Director of both organisatio ns

datesforthe period of the agreement

feesrelated to the agreement

=A =4

=A =4 =4 A

The designated person will enter the details of the agreement on the 6 R e @i of RPartnershipsdand
ensure the other organisation has a co py of the agreement and understandsitsresponsbilities.
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16. QUALITY TRAINING AND ASSESSMENT

Training and Assessment Strategies Policy Established January 2013, reviewed ~ September 2017

Taining and assesanent strategieswill be developed as a minimum, for each qualificatio n, cour se or
unit/m odule it intendsto place on itsscope thatisdelivered and assesed.

These strategieswill be developed in con sultation with industry and will be validated through the
inte rnal review proc edures. Details of the consultation willbe keptto enable demonstration of it taking
place.

These strategies will reflect the requirem ents of the relevant Training Package and will identify target
groups.

Consultati on with industry will provide:

A The need forthe training and assessment
A Development of the training conce pt

A Determining the AQF level

A Support forthe course

The strategie swill con tain inform ation on First Door staff, facilities, equ ipment, training and assessment
mate rials required to provide the training and/or assessment serviceswithin its scop e of registration
and scale of operationsto acco mmod ate client numb ers, clie nt needs, delivery metho dsand
asesgnent requirement s.

The strategie swill be provided to alltrainers and assessorsconducting a particular co urse. The strategie s
willbe reviewed upon responsesfrom clients/ student saspart of continuousimproveme nt.
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17. RECORDKEEPING

Record Keeping Policy Established January 2013, reviewed ~ September 2017

Registers and documentation are held at a ce ntral loc ation and r ecords are maintained of:

stud ent enro Iments

industry consultation

staff profiles det ailing qualifications and industry experience

feespaid and refunds given

continuousimprovement act ivities

training and asesInent strategies

complaints and app eals

all documentation nec essary to develop, implement and maintain First Door quality
sysems

=4 =4 -4 -8 _a_a_°a_2

Reco rd s of results, qualificatio nsand Satements of Attainment for studentscurrently enrolled are stored
in individual student files at a central location. Hectronic files are kept up to date and back ed up
regularly, with the backup copy being kept in another place orin a fireproof and floodZroof safe.

All rec ords are stored for retention, archiving and retrieval in accord ance with ASQA. First Door will retain
all student records securely, detailing attainment of unit competencies and qualifications for a period of
30 years.

Progress of stude ntsiskept in a student AVEIMISS da tabase. The data recorded on the d atabase may be
printed out for the student &escords. All rec ords are kept co nfidential.

Recordsheld may include the following inform ation:

Training / em ployme nt iden tification numb er

Personal details,e.g. addr ess,phone numbers, etc.

Personal requestsfortraining/ notesfrom discussbns/ counseling / advic e, (if applicable)
Lettersand otheritemsof comm unication

Copies of SkilsRecogn ition applic ationstogether with all presented evidence and de tails of
outcomes, letters of advi ce, etc.

Course / Taining Inquiry Form / enrolment information

Receipt of payment

Copies(scann ed or photo) of com pletion certificates / qualification / Statement of Attainme nt
issted

Assgnments and other evidence e.g. work samples, photographs , vide os, etc.

Oral question sheets, written assessnents

Practi cal assessment ch ecKklists

Copiesof current licenses/ accr editatio n, etc. (if ap plicabl e)

Disciplinary ac tions (if applicabl e)

Reports; Actio nstaken

Copiesof outc omes advice to client/ participant

Grievanceslodged (if ap plicable)

Copies of outc omes advice to client/ participant

Assessment Appeals lod ged (if ap plicable)

Copiesof outc omes advice to client/ participant

oo Do Po Do Do B Po Do Po De oo Do Do Do o o o
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18. REGISTER OF DOCUMENTS

A Register of iDmantaimedwhiclsrécords all documents, e.g.

A The Quality Manual
A Student information guides
A Al ot her documents used in First Doords activities

This register includes issue and amendment status. The designated person reviews all docume nts before
adding them to the register. All staff have access to the materials related to their position.
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19. TRAINING PACKAGETRANSITION AND EXPIRY

Training Package Transition & Expiry Policy Established January 2013, reviewed ~ September 2017

It isthe responsibility of each voc ational area within First Door to plan forthe transtion to new / revised
Taining Pac kagesas they are endor sed.

Where possible, students in existing/expiring cour ses/qu alificatio ns will be otranstion e dtd the new
versions of those qualificatio ns.

When thisisnot po ssible, no new studen tswill be enrolled in the expiring qualification after 12 mo nths
from the publication date of the new training package. Generally, the students enrolling in the

gualification after the Training package publication date will enrolin the new Training Pac kage
gualificatio ns.
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20. TRAINING RESOURCES

Training Resources Policy Established January 2013, reviewed ~ September 2017

Facilities

The qua lificatio ns on scope are suitable for delivery in atraditional classroom environme nt and
workplace mentoring is encouraged . First Door has use of a dedicated training room and is also able
to provide training at a clientd own premises.

Training and Assessment Material

First Door prefer sto design theirown training and assesanent resources, however it reserves the right to
purchase relevant and accredited training material. Typically, resourcesdev eloped foreach course
unit include:

1
1
f
f

Digital or printed ¢ omp rehensive student theory book

Workbook for w orkplace practice activity/ assessment including a student assessment guide
PowerPoint presentati on, including use of relevant video and images

Facilitator resources, including: training program and copies of the relevant

compe tency standard, sample answersfor act ivitiesand asessment plan

including an assessment guide

First Door staff have access to all relevant resourcesasoutlined in the relevant learning and
assesgnent strategy.

If, for what ever reason, First Door cannot maintain the relevant resourcesto deliver the cou rse, First
Door will attempt to provide students with alternative op portunitiesto compl ete the c ourse and the
related qualificatio n. First Door retainsthe right to cancel the courseifitisunable to meet
requirements.
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1. VERSION CONTROL

Version Control and Records Management Policy Established January 2013, reviewed ~ September 2017

First Door has effec tive admi nistrative and records manag ement systems in place to secure the accuracy,
integrity and currency of records, to keep docu mentation up to date, and to safeguard any confidential
information obtained by First Door, individuals or org anisations acting on its be half.

The following flow path shows First Doords version contr

The main focus of version

control (referred to in this

procedure as

- Learning Strategy
materials

- Assessment materials

- Course outlines

- Training packages

- Policies and procedures

Y

(0]

Version Control
Format Determined

Access restrictions
determined and
implemented

Version Control
Register

Changes, alterations,

amendments made to

materials using master
copies

All changes approved by
relevant stakeholder
process

Version control details
incorporated on existing
materials following review

Version control details
incorporated in new
materials

Details provided for
inclusion in register

Materials reviewed as part
of ongoing continuous
improvement measures

Updated materials
circulated to appropriate
people

Sign offs for receipt of new
version received

l

Ongoing review and
continuous improvement
measures
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22. COMPETENTFIRST DOORSTAFF

Competent First Door Staff Policy Established January 2013, reviewed ~ September 2017

First Door employs industry experienced facilitators to provide training and assessment relating to the
scope of delivery. First Door will ensure that all staff delivering and/o r assessing VETwill me et the
requirements (of the relevant Training Package or cou rse) before beginning delivery and/or assessnent.

Office staff may be emp loyed to provide administrative support to the training and asssanent services
and to ensure compliance with the requireme nts of the STANDARDS FOR REGISTERED TRAINING
ORGANISATIONS (RTOS) 2015

Recruitment of staff will be guided by the following princ iples:

1 All prospective staff will be made aware during recruitment that they will undergo a VETand First
Door induction process if employed by First Door.

1 Any Trainer recruited to deliver and assessa particular qualification will either meet the
requiremen ts of the relevant Training Packa ge or course or have the ability to m eet this
standard before commencing the delivery and asessment of the qual ification.

1 All staff will be monitored in regard to their performance in delivering and assessingvocational
education and training.

Position description (including selection criteria) reflecting the organisational structure and busness
goa Isof First Door are devised, reviewed and amend ed if necessary by the Director in co nsultation
with appr opriate personnel.

Delegation of responsibil ities, as well as the promoti on and lateral moveme nt of staff isundertaken by
Fi r st Dbextorrwhe ensure personnel are adequately qualified skilled and experienced to p erform
the work alloc ated to them.

All First Door team members will participate in a six monthly performance appraisal and review with the
Company Director . This review will:

A Evaluate the Employees continued performance in the position.

A Assess the &mploygebe ful fil the duties and responsi
success in meeting the Key Performance Indicators, as detailed in the job role description.

A Evaluate the Employeeds commitment to thetpbsotdesn a
goals and objectives.

A Identify training and professional development needs and opportunities  to assist the Employee
to further develop in the position.

A ldentify areas of achievement and success in the position.
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23. INDUCTION OF FIRST DOOR STAFF & PARTNERS

The induction proc edure will be conducting acc ording to the Induction checklist and include
an introd uction to the:

A The vision, mission, values and objectives of First Door

1 VETquality systems operating within First Door

A VETcourses in First Door

A roles and responsbilities of an RTOunde r the STANDARDS FOR REGISTERED TRAINING
ORGANISATIONS (RTOS) 2015

A information on relevant legislation and related rights and responsibilities

A information for staff about legislation and itsimpact on the way they work

A information for stude ntsthat describe s how legislation affects their participat ion in educ ation
and training

A human resource requirements for VET

A profe ssional develop ment rolesand responshilities for staff and First Door

A relevant policies and proc edures of First Door relating to VET

A relevant Training Packag es

A training and asessng resources

A requiremen ts of com petenc ydased training and assessment

A requiremen tsfor App renticeships/Trainee ships (if applicable)

A accessand equity policy and staff responsibilities in regard to acce ssand eq uity

A occu pational safety and health induct ion

A plansfor conducting internal audits to identify any potential breach es of legidation
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24. TEAM INCLUSION AND EFFECTIVENESS

First Door team members function autonomously and all have separate workplaces . Our team
comprises of part time employees and contractors that have other employment . Procedures are
required for all team membersto  feelincluded and valued within the team ,and for the teamto have
opportunities to regularly collaborate to share insights, knowledge and ideas towards the quality
improvement and growth of First Door.

Team Inclusion and Effectiveness Policy Established April 2018

Characteristics of an inclusive workplace

An inclusive workplace is a work environment that values the individual and group differences within its
work force. It enables a company to embrace the diversity of backgrounds and perspectives of the
team members , which in turn increases their talent, innovation, creativity and con tributions.

An inclusive workplace ensures each team member  feel svalued, a sense of belonging and included in
the workforce instead of isolated or excluded . This creates psychological safety where each member of
the team has a real voice and is able to co mmunicate openly, sharing ideas and feedback

Everybody has equal access to opportunities. There is also information and knowledge sharing as well as
shared accountability and responsibility.
Responsibility to implement policy

It is the responsibility of the First Door Director and all team members to utilise the following procedures
for our team inclusion and effectiveness
Note: t htee d mr me ralseasedtddescribe all First Door employees and contractors.

Responsibility of the Director

1. Selection and performance review of First Door employees and contractors

Selection of First Door employees and contractors isbased on a non -discriminatory process and is
designed to ensure the selected person is able to perform their role requirements and achieve Key

Performance Indicators. Each team member is required to have industry currency, vocational
competency, relevant qualificationsand ex peri ence. The selected personds
reasonable flexibility and to further develop professi onally to contribute effectively within the First Door

team is also considered.

Review consists of an annual Contract review and six monthly KPI review following contract start date
for all contractors and employees.

2. Induction process for First Door Contr actors

The Contractor induction checklist will be com menced following signing of the contract and is relevant
to the requirements of  the job role , e.g. if the role relates to RTO delivery of Nationally Recognised
Training. Key induction processes include b ut are not limited to:

Role Description and Key Performance Indicators

Contract overviewed and signed

The vision, mission, values and objectives of First Door

First Door Code of Practice , Team Charter and Policies and Procedures
Administration processes for job role

Training relevant to the role (e.g. this may include participating in First Door workshops if
the role relates to workshop facilitation)

=A =4 =4 -8 -8-A

3. Provide necessary systems for inclusive and effective team function as outlined in this policy

abi
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Responsibilities of all team members

Current and relevant industry skills, competencies, qualification requirements are held as required to
perform their role as contractor or employee. In addition, each team member is responsible for:

1. Team c ommunication procedures:

a. Allemployees and contractors are to attend quarterly whole team planning meetings in mid
January, April, July and October each year (unless an apology is received in advance)

b. All First Door team members are to stay current with the information posted on First Door team
Facebook page, and contribute to this team page to share knowledge and information
relevant to the whole team and their role with First Door

c. All team members will participate inm  eetups with focus groups and with Company Director, as
mutually agreed and as required
d. Each team member is responsible for giving and receiving f eedback and using reflective

practice at meetings, and as required

2. Industry connection and networking
To keep abreast of industry needs, research and trends, each team person is responsible for
maintaining industry connection and seeking networking opportunities, e.g.
o Participating in relevant networking events and at least one First Door Directors Network event
each year
0 Reading of current research an  d trends relevant to role/team e.g. through LinkedIn and Google
Scholar
o Collaboration with leading industry stakeholders

w

Knowledge sharing procedures

a. Each team member is to regularly use and contribute to the First Door Team Facebook group as
a knowledge sharing and communication tool to provide feedback and share ideas and
information.

b. Any tasks to be completed by team members relating to the Facebook post are followed up
with an email call to action.

c. Each team member is to document a key learning summary at least once each term (relating

to their own professional learning, e.g. from networking or professional learning). and share to

the Team Facebook group.

4. Inclusive and effective team function
The team explores and engages in ways to stay better connected from different locations e.g.

participating in online focus group meetings , and:

a. allteam members and their partner/ family are invited to regular, informal social functions each
term

b. the quarterly whole team planning meeting to collaborate together using reflective practice to
develop an ongoing team performance plan to establish current:

0o Team goals to be achieved

o0 Actions/strategies required to achi  eve goals - by who and by when
0 Support to be provided

0 Methods of evaluation

Feedback procedure

All team members are encouraged to communicate directly with the relevant person/people to

provide feedback on the situation/behaviour and how it impacts you or the team or Company.
Feedback is to be provided following the eight -step feedback process:

1. Introduce the conversation

2. Empathise with situation

3. Describe the observed behaviour 661 6ve noticedéo

4. State the impact of the behaviour

5. Have some dialogue - ask the other person for his/her perception of the situation

6. Make a suggestion or request  to improve the situation being forward focused

7. Build an agreement on next steps

8. Say thank you
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Feedback from another team member is to be received non -defensively on the u nderstanding of both
people respectful of the viewpoint of the other person and forward focused.

Grievance and complaints procedure

Follow the process outlined in the Human Rights Commission, Good practice guidelines for internal
complaint processes. Refe r to:
https://www.humanrights.gov.au/sites/default/files/GPGB_good_practice_guidelines_0.pdf

Related policies
1 Competent First Door staff
1 Induction of First Door Staff and Partners
1 Ongoing Development and Training

Links to regulations or legislation

Standards for Registered Training Organisations (RTOs) 2015

Part 2 Training and assessment

Standard 1: The RTO&8s trai ni ngpractices ara espansive medustryand r at egi e s
learner needs and meet the requirements of training packages and VET accredited courses

Standard 2. The operations of the RTO are quality assured.

Part 4 Governance and Administration
Standard 7: The RTOhas effective governance and administration arrangements in place.

Sources used to develop policy

Candid Culture. Eight -Step Feedback Formula

Retrieved from:

http://candidculture.com/2013/09/30/the -feedback -formula -give -feedback -intwo -minutes -or-less/

Frank, M. April 13, 2017. Inclusive leadership and agile leadership
Retrieved from:
https://www.linkedin.com/pulse/inclusive -leadership -agile -maureen -frank/

Human Rights Commission, Good practice guidelines for internal complaint processes.
Retrieved from:
https://www.humanrights.gov.au/sites/default/files/GPGB_good_practice_guidelines_0.pdf

Video:
Price, D. & Blanche , A. Not Me, We. How Inclusive and Diverse Teams Represent the Future
https://www.atlass _ian.com/company/events/summit -europe/watch -sessions/2017/teams -innovation/not -

me -we -how -inclusive -and -diverse -teams -represent -the -future

Version control: New policy established April 2018
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25. ONGOING DEVELOPMENT AND MONITORING

Ongoing Development & Monitoring Policy Established January 2013, reviewed September 2017

Professbnal development isabo ut the impo rtance of assisting VETfacilitators to maintain and enhance
their vocational skillsovertime. Thislearning may take place in one of the following cat egories:

A Formal structured training and professonal development
A NonZormal learning (i.e. inZhouse training )
A Informal learning resulting from netwo rks, mentorin g, indu stry journals, websites, working with

other trainers, hob by or leisure activities.

Recording plansand progressfor vocational skils professional development isan imp ortant and
ongo ing responsibility of First Door.
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26. ENROLMENT PROCESS

Enrolment Policy Version 2, Established January 2013, reviewed ~March 2018

First Door provide s clear information on the qualifications / courses that we offer. This includes the training
and learning outcomes; any required skills or knowledge as well as any additional training pathways.

Our enrolment process requires  potential students to complete an enrolment form and provide as much
relevant information as possible to ensure we provide training to suit their needs. All information collected
iskept confidential and issubject to our Privacy Policy.

Before and during course enrolment , prospective students are provided with  our student handbook and
course guide. We welcome questions relating to the student han dbook , course guide and training
/assessment requirements to ensure all learners are aware of the information and feel supported
throughout the enrolment process . This enrolment process helps First Door to establish that our students
have the existing skil Is, knowledge and experience required to successfully undertake the course.

Course Information

Specific course information is provided on our website for all of courses we currently offer. We also provide
prospective students with a pdf version and/or a printed version of our course guide. We provide

opportunities for enrolling students  to discuss and clarify any questions they may have regarding this

course information.

Government Funding

Frst Door is approved to provide Government funded training for Cert 11l and Diploma of Early Education &
Care for eligible prospective students via:

Fee 8 Free Training for Year 12 school leavers (QS101320 VET Investment Programs  Funding)
Certificate Il Guarantee (QS101320 VET Investment Programs Funding)

Higher Level Skills (QS101320 VET Investment Programs Funding ); and

Apprenticeship and Traineeship (PS101125 User Choice Funding)

PR

Pre-Enrolment: Student procedures

Prospective students are required to  complete the First Door HLS or C3G application form and an
enrolment form to determine funding eligibility prior to commencing training and assessment. Information
required to be collected to determine eligibility includes:

1. Signed declaration (on applicati on form) that the applicant does not hold and are not currently
enrolled in an equal or higher -level qualification

Advice of any previous surname/s

Evidence aged over 15 years and have finished school, e.g. Birth certificate or passport

Evidence of residen cy, e.g. QLD Drivers licence, Medicare card

Confirmation of highest achieved qualification details

o g &~ w N

Confirmation of any Nationally Recognised Training courses from Certificate 3 level that the
applicant has previously enrolled in

7. Evidence of withdrawal fr om any courses the studentis currently enrolled in (or attached completed
Student Withdrawal Application Form )

8. Concession eligibility evidence, e.g. current Healthcare card



Page |32
Pre-Enrolment: Staff procedures

Prior to enrolment, First Door staff are requir ed to;

1. Discuss funding options with the prospective student/s outlining Government funding options and
funding pre -requisites such as:

a) Whether the student has any previous qualifications which preclude them from applying for
funding

b) Whether the studentis currently enrolled in another course

2. The prospective student is then provided with the First Door enrolment and Government Funding
Application forms for completion.

3. Completed forms are to be emailed to First Door administration for processing.

4. Once received via email, administration is required to invoice student for non -refundable $175
Enrolment fee (unless the student is enrolling as a Apprentice or Trainee).

5. Load student details in WiseNet, ensuring all AV fields are completed.

For students applying for Government funding:
1. Process checks in DETConnect, AISS search to determine student eligibility.

2. A copy of the search results is to be printHeSdorG6d at t
application form.

3. |Ifthe search determines that  an applicant is currently enrolled in another course then administration
will email and advise that evidence of withdrawal from the course is required prior to enrolment
(except if it is with an RTO which is no longer operating).

4. To support the applicant  to be able to provide evidence, administration is able to provide the
applicantRewjuersta féor cour se e nform to beecontpletediandisignedsbwa | &
the student .

5. If requested by the student, a  dministration emails the completed Request for course enrolment
wi t hdr fonnatd tide previous RTO/s as an attachment in an email.

6. Print and keep a copy of the completed and signed student &Request for course enrolment
wi t hdr fommaahdia copy of the sent email to the previous RTO. Attach both of these, as
additional evidence, to the Government funding application form and AISS search results.
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STUDENT WITHDRAWAL APPLICATION FORM
I have recently enrolled in a course with another training provider and have completed an application to receive
Government funding. Their required search shows records that | am still enrolled in the below course with

your RTO, however | wish to officially withdraw my enrolment from this course.

Please see the attachedd®Re quest f or cour s e foerm,randll mebyrequest thahybu update Mmp
enrolment status on your student records from current to withdrawn. Thank you.

REQUEST TO WITHDRAW COURSE ENROLMENT

Course/Qualification name:

Training Provider:

Withdrawal Date:

Reason for course
withdrawal:

Applicant Details

My full name:

Street address:

Suburb: Postcode:

Mobile contact:

Email contact:

Student signature: Date:

Permission to use as evidence of my course withdrawal

| contacted First Door to enrol and apply for a Government funded course. As required in the Pre-qualified
Supplier Policy 2017-18 for Queensland VET Investment Programs, First Door is required to:
A Use the Apprenticeships/All Students Info i Self Service (AISS) tool/search facility to confirm if | hold, or
are currently enrolled in, a certificate lll or higher-level qualification.
A Hold and retain all evidence to verify eligibility.

Tick below to request the following:
|:| | hereby request First Door to forward this form to my previous training provider listed above

|:| I give permission for First Door to use this form as evidence of my request to withdraw from the
course enrolment, as detailed above.

Student name:

Student signature: Date:

ADMIN ONLY: This withdrawal form has been emailed to the abovenamed RTO.

Administrator signature: Date:
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27. STUDENT FEES

An up to date Fee Schedule is available to all students in the student handbook and/ o
website, prior to enrolment. The Fee Schedule detail sall fees relating to enrolment , ongoing course
completion and the total course cost

Fees fall under two broad categories, fee for service or funded training.

Fee for Service means that the fees charges are set by First Door. We endeavor to offer reasonable and
market appropriate  fee prices and value added courses to our clients , While ensuring the costs of
providing quality training and maintaining c ompliance with  regulatory bodies is covered.

Funded training means training that is subsidised/funded by the Australian G overnment , Department of
Education and Training as a result of First Door being a Pre  -qualified supplier. Funded training must be

comp liant with the relevant Government contract Policy . A summary of this information is provided  on our
website and on our funded contract information and application forms . Full information is available on First
Doords website under Cawvermmentfugding.!| i fi cati ons, Go

Training plans are developed for each learner so that they may understand their financial
obligations to the RTO and may budget accordingly when enrolling into course qualifications.

Student Fees Policy Established May 2018

Student Prepaid Fee Protection

O6Prepaid feesd, somet i madlected ¢ e ade dreldtes t0 the feed First®asor collects
before the relevant services have been provided. These include payments made at any time before,

during or after the student enrols with First Door .

First Door complies with Standard 7, C| a u s eProlect prepaid fees by learners & f the Btandards for
Registered Training Organisations 2015 . To comply with this clause, First Door will not:

1 accept more than $1000 prior to the commencement of a qualification; or

1 collect more than $1500 in advance from a learner, following commencement of enrolment

All student feespaid in advance are protected. Student fee p ayme nts made in advance are identified as
a liability until the assessment and/or training has been facilitated by First Door , Where it isthen
identified as an incom e.

Fee charging and payment

Students are invoiced by email for each unit fee 10 - 14 days prior to commencing their next unit, in
accordance with the studentds training plan. Payment i s
student to First Door, and prior to receiving training and assessment services for the invoiced unit.

Other fees and charges

Incidental fees and charges are listed on Fi r st FBes 8chetlde. tems on this

list include fees pertaining to the  replacement of lost certificates and fees associated with
multiple re -assessments.

Overdue fee collection procedure
One week following due date  : A reminder emalil is sent to student with the outstanding invoice.

Two weeks following due date  : An email fro m First Door administration is sent to the student requesting
payment or contact with First Door to make a repayment arrangement within seven days. This email

includes a reminder of the $45 late fee that is charged for any invoice outstanding three weeks f ollowing
due date.

Three weeks following due date : If no repayment arrangement is made with First Door administration, the
student is invoiced with $45 late fee. This fee is charged in addition to the outstanding unit fee to
contribute towards the costs 0 f the debt recovery.
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Four weeks following due date:  The student is phoned by our Administration Coordinator to make a
repayment arrangement. If our administrator is unable to contact the student by phone then a letter is

mailed to the student requesting a repayment arrangement be made. This contact by phon e or letter
advises the student of the implications to their study progress if payment is not arranged within six weeks of
due date.

Sixweeks following due date: ~ An email is sent to the student advising further training and assessment will
not be provide d until the debt is cleared or suitable repayment arrangements are made. Administration
also advises the student mentor/assessor to contact student to discuss implications to their training plan.

Fee Refunds

The student will receive a full refund of  fess paid , including all administration fees if First Door has to cancel
because either:

1 acourse or unitis cancelled or re  -scheduled by First Door to a time unsuitable to the learner

1 alearner is not given a place by First Door due to maximum number of places being reached

If a student provides one week & gotice to cancel prior to the course starting date, they will receive a
full refund of any unit fees paid in advance. The enrolment fee paid by the student for the enrolment
process and access to resou rces is non -refundable .

Compassionate re funds are considered when a student withdraws for reasons of personal circumstances
beyond their control, for example, the loss of a loved one or an injury resulting in inability to perform job
role.

Cancellations after the course has begun will be dealt with on a case by case basis to ensure that First
Door has done everything within its ability to assist the student in completing the course.

Financial hardship

Students enrolling with First Door may apply for special consideration with regard to their fees if they are
experiencing financial hardship. For students on a funded Traineeship or Apprenticeship the financial
hardship guidelines in the current User Choic e Policy must be applied.

Financial hardship is defined by First Door as follows:  Where a student is unable to meet their financial
obligations because of illness, unemployment or other reasonable cause

Any student who needs to apply for an amendment to their fees or payment schedule due to financial
hardship will be required to complete a Financial Hardship Form. This form is to be completed prior to
enrolment with First Door, or in the event of unforeseen circumstances, dur ing enrolment.

Sudents experiencing financial Hardship are to complete an application including the reason(s) behind
their hardship. This may include , but is not limited to:

9 receipt of pension / government support

9 single carer status and dependent s living with you

1 unexpected medical or other health issues, especially if likely to be prolonged

9 young person (under 25) living independently (with no parental support)

1 long term unemployed

1 recent loss of job, and enrolment at First Door f  or purposes of retraining

9 reduction in income resulting in debt servicing difficulties

Each case is handled individually and all decisions made are at the sole discretion of the Company

Director. Funded Apprenticeship and Traineeship Financial Hardsh ip applications are also determined
within the constraints of the current User Choice Policy. The Company Director may also devise payment
plans for learners experiencing financial hardship. It is expected that learners will agree to and adhere to

the paym ent plans provided to them.
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Financial Hardship Procedure

SARE R o

N o

Student contacts First Door and expresses an interest in a course offered

Learner requests Financial Hardship Form from  First Door Administration

Completed form to be returned to First Door Adm inistration

Application to be considered within 5 working days;

Outcome of Application sent to learner in writing (may also include verbal confirmation over the
phone)

Student to decide whether to proceed with enrolment or not

If decision made to procee d with enrolment, the normal enrolment process is followed. Should a
student be in a situation where they are experiencing financial hardship mid enrolment, the

same procedure will apply from point 2. First Door

when deciding how to progress with the application.
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28. ACCESS AND EQUITY

Access and Equity Policy Established January 2013, reviewed September 2017

First Door iscom mitted to accessand equity in the provision of training and related services and

acc ordingly to improving peop led chanc esof getting into and succeeding in voc ational educatio n,
training and employ ment. As a RTO, First Door acceptsthe challenge of ensuring that training and
related opportunities extend to all me mb ers of our diverse communit y.

First Door personnel are aware and committed to the principles of access and equity. Acc essand
equity isstesare addressed during staff induction and during staff mee tings and professi onal
development act ivities. Access and equ ity isad dressed withinthe Fi r st Cideoof Bractice. The
Code of Practices isopenly comm unicated to alltraining participants and training and asessnent staff.

First Door endeavoursto eliminate, so far asispossble, discrimination against personson the ground
of gender; m arital statusor pregnancy; f amily responsbility or family status; race; r eligious or politic al
conviction; impairment; age; sexual harassment and racial harassment in the workplace and / or in
its training facilities.

First Door prom otes recog nition and acceptance within the comm unity of the equality of men and
women; and all races and of all persons regardless of their religious or political co nvictions or their
impairments or ages.
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29. CONFIDENTIALITY

Information about a student, except asrequired by law or as required underthe Sandards for
Registered Trining Organisations, isnot disclosed without the stude nt &wsgitten permissbn and that of
their pare nt or guardian if the student isunde r 18 years of age. Where a stude nt consents to disclosure
of information, thisconsent iskept on the register.

Students have accessto theirpersonal records when reque sted.

People external to First Door who act on its beha If, e.g. on complai nts commit tees ortechnical experts
in inte mal audits, are made aware of these proc edures before they begin work for First Door.

Privacy Policy Established January 2013, reviewed September 2017

First Door Training and Development Pty Ltd is committed to providing each student with the best possible
customer service experience. First Door Training and Development Pty Ltd is bound by the Privacy Act 1988
(Crh), which sets out a number of principles concerning the privacy of individuals

Collection of your personal information

There are many aspects of the website which can be viewed without providing personal

information, however, for access to future First Door Training and Development Pty Ltd  customer
support features students are required to submit personally identifia ble in formation. This may
include but not limited to a unique username and password, or provide sensitive information in

the recovery of your lost password.

Sharing of student personal information

We may occasionally hire other companies to provide services o n our behalf, including but not
limited to handling customer support enquiries, processing transactions or customer freight

shipping. Those companies will be permitted to obtain only the personal information they need

to deliver the service. First Door Training and Development Pty Ltd  takes reasonable steps to
ensure that these organisations are bound by confidentiality and privacy obligations in relation

to the protection of your personal information.

Use of student personal information

For each visitor to reach the site, we expressively collect the following non -personally identifiable
information, including but not limited to browser type, version and language, operating system,

pages viewed while browsing  the site, page access times and referring webs  ite address. This
collected information is used solely internally for the purpose of gauging visitor traffic, trends and
delivering personalized content to you while you are at this Site.

From time to time, we may use customer information for new, unantic ipated uses not previously
disclosed in our privacy notice. If our information practices change at some time in the future we

will use for these new purposes only, data collected from the time of the policy change forward

will adhere to our updated practic es.

Changes to this privacy policy

First Door Training and Development Pty Ltd  reserves the right to make amendments to this
Privacy Policy at any time. If any persons have objections to the Privacy Policy, they should not
access or use the Site.

Acce ssing personal information

A person has a right to access their personal information, subject to exceptions allowed by law.
People are advised to contact us if they wish to access their information . The request may be
required in writing for security reas ons. First Door Training and Development Pty Ltd  reserves the
right to charge a fee for searching for, and providing access to, personal information on a per
request basis.
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30. NATIONAL UNIQUE STUDENT IDENTIFIER

All new enrolling students complete a USI application form or receive the information to apply for a USI on
their own as part of the enrolment process.



Page |40

31. RECOGNITION OF AQF QUALIFICATIONS AND
STATEMENTS OF ATTAINMENT

Recognition of Qualifications Policy Established January 2013, reviewed ~ September 2017

First Door recognis es the Australian Qualifications Framework Qualifications and Statements of Attainment
issued by other Nationally Recognised Training  Organisations. This ensures the mutual acceptance
throughout Australia of AQF Qualifications and Statements of Attainment.

First Door will seek verifica tion of the certification from the relevant RTOwher e there issome ambi guity.

Upon enrolment, the Trainer shall make studentsaware that any existing AQF qualificatio ns or
statements of attainme nt they possess will be reco gnised by First Door. If a student presentsan AQF
qualification or statement to the Trainer, the Trainer will take a copy and verify the auth enticity of the
qualification or statement. The verified co py of the qualification or state ment isplaced inthe studentd s
file. Once the qualification or statement isverified, the Trainer will give the student exemption for the
units of compet ency or modules iden tified in the qualific ation or ssatement and update the student®
records acco rdingly.
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32. RECOGNITION OF PRIOR LEARNING

Recognition of Prior Learning Policy Established January 2013, reviewed September 2017

All students shall have accessto, and will be offered Reco gnition of Prior Learning (RPL). Evidence of RPL
can be provided through informal education, life and workplace experience and voluntary roles.

Upon enrolment First Door shall make studen tsaware of Fi r st RBLopolicy@ $ainerswill remind
students of this policy and provide opportunitiesto engag e in the RPLproc ess.

When approached by astudent seeking RPL,First Door will:

A provide the student with copiesof an RPLApplic ation Form

A provide the student with information abo ut the types of evidence that can be used to support
an RPLapplic ation and any assessment required

A make a prompt decision and notify stude nts of the outcome of the RPL process

A update the stude nt&s recordsif RPLisgran ted

Indeveloping the assessment for RPL foreach qualificatio n, First Door will ensure:

A compliance with the assessment guidelinesfrom the relevant Training Package or accredited
course

A as®essnent leads to a qualification or statement of attainment underthe Australian
Qualifications Framework (AQF)

A asessnent complies with the princip les of com petency dased asssanent (i.e. assessnent is

valid, reliable, flexible and fair) and informs the stude nt of the context and purpose of the

assesanent

the rulesof evidence (valid, sufficient, current and authentic) guide the collect ion of evidence to

support the principles of validity and reliability.

there isa focu son the recognition of knowledge and skillsto the standard expected in the

wo rkplace, including skillsfor man aging work tasks, contin gencies and the job environme nt

timely and appropriate feedback isgiven to students

assessment com plieswith Fi r st abcess ari sequity policy

> P B
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33. STUDENT ASSESSMEAND PROGRESS

Assessment Policy Version 3, Established January 2013, reviewed June 2018

Training and Assessment Standards

First Door staff have the appropriate qualifications and experience to deliver the training and assess
competence relevant to the training products offered. Assessment will meet the National Assessment
Principles (including Recognition of Prior Learning).

Indeveloping the assesanent (including Recognised Prior Learning ) for each qualificatio n,
First Door will ensure:

A compliance with the current assessment guidelinesfrom the relevant Training Package or
accredited course

A asssanent leads to a qualification or statement of attainment underthe Australian
Qualifications Framework (AQF)

A asessnent complies with the princip les of com petency dased assanent (i.e. assessnent is
valid, reliable, flexible and fair) and informs the stude nt of the context and purpose of the
asesanent

A the rulesof evidence (valid, sufficient, current and authentic) guide the collect ion of evidence to
support the principles of validity and reliability.

A there isa focu son the applic ation of knowled ge and skillsto the standard expected in the
wo rkplace, including skillsfor man aging work tasks, contin gencies and the job environme nt

In providing assessment feedback to students, First Door ensures:
A timely and app ropriate feedback isgiven to students within two weeks of submission

A assessment complies with First Doorés access and equ
A all students have access to two reassessments or to appeal their assessment rating

Student Standards

Students confirm the authenticity of the work submitted as being their own , as part of the terms and
conditions of enrolment.  In each assessment workbook, students are required to declare with their
signature that the assessment work that they are submitting is their own work.

To ensure all students receive equal opportunities and gain the maximum from studying with First Door
these rules apply to all enrolled students.  These standards include but are not restricted to:

A Students are required to maintain standards of etiquette and courtesy w ith all stakeholders in their
learning, and during their online discussions and attendance at workshops.

A Use of appropriate language in all forms of communication

A Assessment work is to be completed to an appropriate
role/qualification. For example,  before submission assessment work should be proof read using
spelling and grammar check and required corrections made

A Students must not copy work or breach plagiarism standards . The student declaration section of
each asses sment is required to be completed by the student with their signature, name and with
the date signed. The student decl ar emtainedinthiii s decl ar
assessment workbook is not copied from any source an
Consequences for breaching these standards may result in t

a statement of attainment issued for any units completed to date.

Any person who has had their enrolment suspended or terminated has the right of appeal throug h our
appeals process.
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Structured training plan  assessment process

The structured plan provides students with a monthly timetable to work through a course unit each month .
excluding December.  The structured training plan assists students to stay focused and motivated, with due
dates to submit their assessment work . Units are usually completed on a monthly cycle . At the beginning of
each month ly cycle , students receive their new unit  resources and attend an interactive workshop.

A workplace mentoring meet ing occurs mid -month and the assessment workbook is due at the end of

each monthly cycle.

The following is a timeframe guide of our general assessment process:

Week 1 : Unit start

1 On the Friday before unit start/workshop date students receive their assessment workbook by email.

T The due date for this assessment is |listed on the stu
before the next workshop/unit start date.

1 Workshop resources are received at the workshop and the unit presentation is avail able the

following day, using Fi r st stiDdemt onéing portal accessed through www.firstdoor.com.au

Week 2 : Preparation
I The student continues completing assessment tasks and preparation for mentoring meeting.

Week 3 : Mentoring meeting

9 Prior to submitting their assessment, students are to arrange and complete the mentoring meeting
with their personal mentor.

1 This meeting enables the mentor/assessor to discuss the oral questions and/or to observe the
practical skills as listed in the assessment workbook , and is required for the student to demonstrate
competence.

9 Students and are able to ask questions and seek feedback about their assessment work at this
meeting.

Week 4 : Due date

9 Students are to submit their co mpleted assessment workbook by email to admin@firstdoor.com.au

by 4pm on due date.

1 If a student requires an extension of due date this should be requested and approved by the mentor
prior to the assessment due date.

Week 5: Overdue
 Ifthe assessment is overdue, administration emails the student to remind them their assessment is
overdue and to contact their mentor to arrange an extension of due date

I Students are also encouraged to ¢ ontact their mentor to dis cuss any issues and concerns resulting in
the overdue assessment. First Door recommends the student attend weekly study group for
additional support to aid completion.

Week 6 : Two weeks overdue
 Ifthe assessment is two weeks overdue, the administration co ordinator emails the student and their

mentor to update them  and request contact.

T The studentds records are updated as overdue in the r

1 The mentor discusses the overdue assessment with the student at the next mentoring meeting to
establish how the student can be  support ed to complete the assessment

1 If necessary, an appropriate extension of due date is arranged based on the studentd


http://www.firstdoor.com.au/
mailto:admin@firstdoor.com.au
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Overdue assessment process

We recognise circumstances may compldteeagséssnentssahduve areablét® abi | it
make arrangements to pause training plans if required. Students are informed that delaying progress will
lengthen the duration of their course and extend the expected course completion date.

1 When a student has two units overdue , an agreement is to be made with the mentor with
achievable, extended due dates for overdue assessment work. If required, an arrangement is made
topause the studentds training pl an t oschddeledayit /s.dmihpanasnadodt
student cannot commence their next unit of study until all overdue assessment workbooks have
been submitted.

1 Ifastudent has three units o utstanding/o verdue assessment workbooks, the student is advised that
they cannot commence the next unit until they h ave submitted the required overdue assessment
workbooks.

Advice of student assessment progress towards qualification

T First Doords student management system is updated and
hours of an assessment being marked as ¢ ompetent.

9 Students are able to access a current list of their completed units through using First Doord
online portal accessed through www.firstdoor.com.au

T The mentor cont aceéenployerhnteo sit ufdemm dtshem of t hand gt udent ds
necessary to recommend to the employer that the student delays starting new units until they have
completed the outstanding units. This communication with the employer occurs when:

o the student is an apprent ice ship or trainee ship student, or
othe st udentdanployérefansed,aand/ or
oif the studentodos progress towards their qualific:

1 Once successful progress has been made, if required the mentor will discuss the next  unit
commencement with the student and review/update the s


http://www.firstdoor.com.au/
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Assessment Overview
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skills and knowledge obtained through training
or prior work experience
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34. STUDENT INFORMATION

Student Information Policy Version 2, Established January 2013, reviewed June 2018

First Door will provide stude nt information and induction to each student before enrolme nt fora course.

Thiswill include:

stud ent selection, enrolment and induc tion/orientation proced ures

course information, including content and vocation al outcom es

feesand charges, includ ing refund policy, issuance of replacement qualification certificates and
exemptions

provision forlangua ge, literacy and numeracy assisance

stud ent support , welfare and guidance services

flexible learning and assessment procedures

appeals and complaints procedu res

staff responsibilities for access and equity

assessment and recog nition of Prior Learning (RPL)arrange ments

recog nition of AQF qualifications and statements of attainment isswed by other RTOs.

o Do Po Do o Do Do o Po D

Thisand further information isfound in the student enrolment resources. Student swill have access to their
progresstowards and achiev ement of competencies. This is provided within our student management
System, Wisenet, or students can request this information by phone or email.
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35. STUDENT ENGAGEMENT

Employer Contribution to Student Learning

First Door wil |l mewdrkplace tdhi rtehcet osrt/undaennatgbesr t o familiari se
training and assessment practices. First Door will establish appropriate training supervisor /sfor each student
as they will form an important part of the assessment and evaluation processes. First Door will

communicate with these supervisors,  Director and or managers on a regular basis to ensure student
progress and development

Regul ar mentoring wild/l be undertaken, in a manner awhi ch
lead to effective monitoring of training and assessment.

Course Extension

First Door wil!/l not be obliged under any circumstances t
student has not completed the course in the allocated time, however every effort will be made to keep
the student engaged and assist them in co mpleting the course.
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36. STUDENT SUPPORT SERVICES

Student Support Services Policy Established January 2013, reviewed September 2017

Supporting Student Individual Needs

A comprehensive enr ol ment process will establish individual stu
identified a First Door Student Needs process will be undertaken.

Attendance at monthly workshops is highly encouraged to ensure student interaction with industry
collea gues and opportunities to put theory into practice. Students are given the opportunity to overview
the assessment workbook during and following the workshop.

Regul ar workplace mentoring wild/l be undertaken, iesy, a mar
which will lead to effective monitoring of training and assessment. First Door will undertake mentoring at
least once every two months

First Door will monitor student progress through our student management system and will mentor students if
disenga gement is occurring.

We will endeavour to provide information and guidance to all learners. Information provid ed during
enrolment will be used as a base to determine student support services. This includes but is not limited to:

1 Learning pathways and possible RPL opportunities
91 Provision for special learning needs including Language, Literacy and Numeracy

Students have access to additional mentoring sessions with their mentor at a pre -arranged cost.

Language, Literacy and Numeracy (LLN)

FirstDoor is committed to ensuring accessibility to all prospective students for the training courses we
provide.

We also recognise that at times language and literacy problems may restrict a person from achieving the
competencies required for particular cours €s or programs.

First Door will assess a perspective client/learners ability to carry out all the learning tasks and required

assessments during enrolment. Where possible, the learning activities/assessments may be modified to
compensate for those with li  teracy or numeracy skill needs.

Flexible Learning and Assessment Procedures

Our training and assessment procedures are flexible and take into account learner needs. We will ensure
that:

1 All required resources for the delivery of any course are in place and to the most current industry
standards

1 Training and assessment will only be conducted by qualified staff

1 Alltraining and assessment will be to the nationally set standard prescribed in the relevant Training

Package or accredited course material

Thismeans that training and assessment  students receive with First Door is done in accordance of the
national quality -training framework.



