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Welcome 

Welcome to S.E.T.S Enterprises Pty Ltd. 

Safety and Emergency Training Services (SETS) is a unique multi-faceted company that 

provides a range of value added quality products, people and services to individuals and 

companies through the state of Western Australia and throughout the country. 

One of SETS core products is to provide specialist training for emergency service personnel, 

especially those wishing to seek work, or currently working on mine or industrial sites. 

The trainers who will carry out your training program possess a wide scope of knowledge and 

Industry experience which ensures that the training you receive will not only be of a high 

quality and is be relevant to the areas in which you wish to work in the future. 

SETS prides itself on providing professional customer service and meeting the needs of our 

clients. 

This handbook has been developed to provide you the relevant information relating to your 

training with SETS and the services and support we provide throughout your learning journey. 

If there is anything in this handbook you do not understand or anything you wish to have 

clarified, please feel free to speak to any member of our friendly staff.  

Registered Training Organisation 

A Registered Training Organisation (RTO) in Australia is a vocational education organisation 

providing training and assessment that results in qualifications and statements of attainment 

within the Australian Qualifications Framework (AQF).  These qualifications and statements 

of attainment are recognised and accepted by industry and other educational institutions 

throughout Australia.  

National Registration Information 

SETS Enterprises Pty Ltd (SETS) is a registered business name for S.E.T.S Enterprises Pty Ltd. 

All RTOs are given a national provider number, SETS’s provider number is 52334. 

SETS is a Registered Training Organisation (RTO 52334) and registered with the Australian 

Skills Quality Authority (ASQA) which is the Australian Federal Government training regulatory 

body. 

RTOs registered with ASQA need to renew their registration every five or seven years and 

must pass an audit to do so, they can also be audited at any time during their registration 

period. SETS is due to renew its registration on 30 November 2022. 
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When audited the RTO must prove that they have complied fully with the Standards for 

Registered Training Organisations (RTOs) 2015 (the Standards). 

Our Staff 

The principal Kevin Broadbent of SETS has been involved in vocational training and staff 

development for over ten years, and thirty plus years’ experience in the mining and 

construction industries. 

All trainers and assessors who deliver programs for SETS are qualified Trainers and Assessors 

and are specialist in their training area and experience. 

Code of Practice 

SETS has developed a Code of Practice to address and establish its commitment to the 

maintenance of high standards in the provision of vocational education and training. The Code 

of Practice forms the foundation of all of our policies and procedures. 

Client Feedback 

SETS seek feedback from all clients on their satisfaction with services they have received.  

You will be asked to complete feedback forms regarding both the quality of our training 

products and the services delivered. Please take the time to complete these forms. Feedback 

and / or suggestions can be provided to your trainer at any time throughout your training. 

Services 

SETS provide training and / or assessment services in three areas: 

• Nationally Recognised Training 

• Certificates of Competency, and  

• Verifications of Competency 

Table 1 lists the explicit nationally recognised qualifications (6) and units of competency (23) 

on our scope of registration and that we currently deliver. 

In addition to the explicit units of competency listed below, SETS may also deliver individual 

units of competency implicitly identified as elements of the qualification’s packaging rules. 

Currency Information 

The Standards require that SETS transition from superseded to current versions of our 

registered training products within twelve months, unless the packaging rules of a specific 

qualification require the superseded unit be retained. 
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See Table 1 for further information about the currency of our training products. 

Third Party Provider Arrangements 

RTOs may; from time-to-time, develop agreements with other organisations to deliver 

nationally recognised training and assessment or provide other services on behalf of the RTO, 

in these partnerships the other organisations are called third party providers (TPP).  

SETS currently has agreements with the following third parties: 

• Mount Magnet Pty Ltd 

• Doray Minerals 

• PWR 

• Agnew Gold Ashanti  

• Global Drone Solutions  

• Master Builders Association WA  

• IFAP 

Although these third parties provide training and assessment or other student services, like 

fee collection, SETS is fully responsible for the quality and standard of those services so the 

information provided in this Student Handbook is still applicable. 

See Table 1 for further information about the training products our partners deliver through 

third party agreements. 

Course Information 

Full details and course information is available on the SETS website. www.setservices.com.au  

Individuals and companies that book on courses will be provided information regarding their 

specific course when sent confirmation of their booking. 

Unique Student Identifier (USI) 

If you're studying nationally recognised training in Australia from 1 January 2015, you will be 

required to have a Unique Student Identifier (USI). Your USI links to an online account that 

contains all your training records and results (transcript) that you have completed from 1 

January 2015 onwards. You will be provided with further information on how to obtain USI.  

A USI is free and your application can be processed here online.  

All clients undertaking nationally recognised training will need a USI. 

Booking a Course 

• To book a course, participants need to complete a Booking Form. 

http://www.setservices.com.au/
http://www.usi.gov.au/create-your-USI/Pages/default.aspx


 

Version 4.0 Doc #: N/A Revision Date: 27 Aug 2018 Next Review: 26 Aug 2019 Approved by: Michael Burdett Page 7 of 25 

Title SETS Student Handbook 2018 

Printed copy is UNCONTROLLED COPY. Please check with SETS for the latest version of this document. 
 

• No booking is confirmed until, the completed Booking Form has been returned to SETS 

and SETS has returned a Course Booking Confirmation to the participant. 

• Booking enquiries may be made verbally by phone, or by email. 

• All prospective learners will then be emailed or faxed a Booking Form, or the Booking 

Form can be downloaded from the SETS website for completion. 

Payment of Course Fees 

Payment is to be made prior to undertaking a course.  Payment may be made by cash, cheque, 

debit/credit card or direct debit.  If paying by direct debit, SETS’s bank account details are 

provided on our Booking Form or by phoning/emailing SETS.  These bank details are also on 

our invoice.   

A deposit of 50% of the full course fee, per person, is required at the time of booking. 

In some circumstances SETS will invoice companies after training has been undertaken.  This 

will be agreed upon between SETS and the company.  SETS do prefer purchase orders in this 

instance prior to training commencing. 

Cancellations, Refunds or Transfer of Courses 

When a prospective learner accepts a placement on a course offered by SETS and pays fees, 

it creates a contract between the learner and SETS.  

In the case of cancellation or withdrawal by the learner, the following cancellation policy 
applies to fees paid: 

Notification Period Fee Amount Refunded 

More than 10 business days prior to course 
commencement 

Full refund of fees 

From 9 and 3 business days prior to course 
commencement 

50% of fees 

2 Business days (48 hours) or less prior to course 
commencement 

25% of fees 

Non-attendance on the day the course 
commences 

No refund of fees 

• The amount retained (50% or 25%) by SETS reflects the cost of staff and resources; at 

the point of cancellation or withdrawal, which will have already been committed 

based on the learner’s initial intention, and contract, to undertake the training.  

• Enrolments into short courses (one day) can also be transferred to an alternative date 

in cases where there is one available. 

• Students who cancel their enrolment after a training program has commenced will not 

be entitled to a refund of fees.  
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There is no charge for a learner to transfer to another course with SETS. If SETS cancel a 

course, then a full refund will be made available to whoever paid that course fee. 

Please note that fees may still apply for the processing of refunds.  

Where refunds are approved, the refund payment will be paid to the learner, or whoever paid 

the fees, within 14 days from the time SETS received written notice to cancel the enrolment.  

Refunds will be paid via electronic funds transfer using an authorised nominated bank 

account. 

Exceptional Circumstances 

Discretion may be exercised by the General Manager in all situations, if the learner can 

demonstrate that extenuating or significant personal circumstance led to their withdrawal. In 

these cases, the learner may be offered a full credit toward the tuition fee in another 

scheduled course in-lieu of a refund. If the General Manager deems it appropriate they may 

also authorise a refund of fees. 

Note. If for any reason SETS is unable to fulfil its service agreement with a student, SETS will 

refund the learner’s proportion of fees paid for services not delivered. 

Terms used: 

• “course” or “training” also includes the recognition of prior learning (RPL) process. 

• “fees” means any fees paid including full payment, part-payment or deposit. 

How to Request a Refund 

Individuals 

SETS understand that the circumstances under which an individual may need to cancel a 

course and request a refund vary so whilst written advice (email or txt) is preferred we will 

accept telephone notification. 

Companies 

Companies that cancel a course and require refunds must make the request in writing (email). 

Your Consumer Rights 

Prospective learners have rights as consumers, and Australian Consumer Law provides 

protection for consumers who purchase services. A full explanation of your rights as a 

consumer can be found at this location: 

Personal Services a Guide to the Australian Consumer Law  

https://www.commerce.wa.gov.au/atom/810
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Cooling Off Period 

By law, you have 10 business days to reconsider an unsolicited consumer agreement 

(contract). During this time, you can cancel the contract without penalty. This is called the 

‘cooling off’ period. 

An agreement is considered to be unsolicited when: 

• A supplier/salesperson approaches or telephones a consumer without that consumer 

having invited this contact; 

• negotiations take place over the phone, or in person at a location other than the 

supplier’s premises; and 

• the total value of the agreement is more than $100, or the value was not ascertainable 

at the time the agreement was made. 

Further information regarding cooling off periods can be obtained from the Department of 

Commerce, Consumer Protection. 

RTO or Third Party Closing or Ceasing to Deliver Training 

In addition to the rights provided by Australian Consumer Law (as above) it is requirement of 

our regulating body (ASQA) that should SETS; or any organisation delivering training on our 

behalf, close or cease to deliver training in which a learner is enrolled and who will NOT 

complete their training before we cease operating, SETS must arrange to transfer the learner 

to another suitable RTO (or other RTOs).  

Should this situation occur SETS will formally notify each existing learner of the arrangements 

made and obtain their agreement to those arrangements, including any refund of fees 

available. 

Further information is available here at the ASQA website. 

Modes of Delivery 

A delivery mode describes the way training will be delivered to support and enable learning.  

Broadly speaking, there are three delivery modes: 

• face-to-face 

• self-paced (pre-course workbooks or in-course assignments), and 

• blended learning (a combination of face-to-face and self-paced). 

SETS provide training to its learners predominately through face-to-face delivery. 

However, some courses we deliver through blended learning i.e., Provide First Aid requires 

learners to complete a pre-course workbook prior to attending. 

http://www.commerce.wa.gov.au/consumer-protection
https://www.asqa.gov.au/news-publications/publications/fact-sheets/when-your-training-provider-closes-students
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Assessment 

“Assessment means the process of collecting evidence and making judgements on whether 

competency has been achieved, to confirm that an individual can perform to the standard 

required in the workplace, as specified in a training package or VET accredited course.”  

(Standards for Registered Training Organisations (RTOs) 2015 – Glossary) 

Individuals are required to undertake assessments to demonstrate competency in units of 

competency. Encouragement and support will be provided throughout the assessment 

process. Any concerns or issues with undertaking assessments, should be discussed with the 

trainer so that additional support can be provided if required.  

• Assessments are conducted according to the guidelines and standards outlined in the 

Training Package, adhering to the principles of assessment and rules of evidence.  

• Competence is to be demonstrated over the full range of performance criteria to 

industry standards.  

• Consistency of outcomes over a period of time will form the basis of assessment.  

• Assessments will be carried out by qualified assessors.  

• Clients will be provided with a number of opportunities to demonstrate competency 

for each unit, including the opportunity to re-assessed if required.  

• SETS support reasonable adjustment of assessments and will work with clients to 

maximise opportunities for successful completion of assessment requirements.  

There are several outcomes an assessor can arrive at following their judgement: 

Competent [C]: Competent shows that sufficient evidence has been gathered to 

demonstrate achievement of the standard or objective. 

Individuals judged as competent are issued the relevant AQF certification 

documentation. (See Certification Documents) 

Not Yet Competent [NYC]: Not yet competent shows that insufficient evidence has 

been gathered to demonstrate achievement of the standard or objective. 

At the completion of a course or following assessment, if a learner is deemed not yet 

competent, after every effort has been made to achieve the required competency, 

SETS offers further training at a later date.  This is discussed at the completion of the 

course and dates and costs, if necessary, are discussed. 

Recognition of Prior Learning [RPL]: Competency is achieved through the Recognition 

of Prior Learning process. (See Recognition of Prior Learning) 

National Recognition/Credit Transfer [CT]: Recognition of a competent assessment 

judgement by another Registered Training Organisation. (See National Recognition) 
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Complaints and Appeals 

Please see our Complaints and Appeals Policy at the end of this handbook or visit our 

website www.setservices.com.au. 

Should you consider that you need to make a complaint or lodge an appeal please use our 

policy as a guide on how to do so. 

Working with Others 

At all times, the course you are attending should be considered a work situation rather than 

a classroom and is subject to normal employment expectations.  SETS expect the following 

from its employees and therefore of its learners, your cooperation while with us will be 

appreciated. 

✓ Eating and Drinking – We are flexible enough to allow drinks to be consumed in 

training areas but all care must be taken to keep work environment clean and safe. 

Food should only be consumed during designated breaks and in appropriate areas.  

✓ Kitchen Area - Please keep this area clean. Tidy up after yourself and do not leave a 

mess for others to clean up.  

✓ Toilets – Toilet facilities are provided for males and females these facilities need to be 

kept clean and hygienic at all times. 

✓ Smoking – Smoking is not permitted in part of our premises for safety and health 

reasons. If you wish to smoke please do so outside and well away from any doors.  

✓ Other Classes - Please respect their privacy and need to learn. Try not to interrupt or 

disturb others. Be mindful of noise levels.  

✓ Panadol and other medical drugs cannot be issued to clients according to OSH&W 

regulations.  

✓ Parking - Parking is available at our sites and detailed information will be provided 

when your booking is confirmed. 

✓ Dress Code - Be prepared to follow our course dress code, including the removal of 

facial piercings for work placement activities if required. (See Occupational Safety and 

Health) 

✓ Mobile Phones – We ask that mobiles phones not be used for any reason during class 

times and are to be turned off or put on silent.  

✓ Respect – Please respect fellow classmates and SETS staff at all times.  

✓ Drugs and alcohol – SETS do not tolerate people in our workplace that are under the 

influence of drugs and / or alcohol or have in their possession, for use in the workplace 

any drugs and / or alcohol.  If you are you will be asked to leave our workplace 

immediately. 

http://www.setservices.com.au/
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Information for Enrolment 

SETS will give an induction to all participants at the start of each training course.  This will 

cover: 

• Training venue, including safety and emergency details 

• Course content and outline 

• Procedures for assessments to be undertaken 

• Use and care of equipment  

• General housekeeping 

• Complaints and appeals processes 

• Care and acknowledgement of fellow course participants and staff 

• SETS’s responsibility under the Access and Equity, Privacy and Duty of Care 

requirements 

• Statements of Attainment/Licences etc. to be issued/offered 

Access and Equity 

SETS will ensure all students have equal opportunity to pursue their training and 

development.  This means participants will have access to a fair and equitable environment 

without regards to political affiliation, race, colour, religion, national origin, sex, marital status 

or physical disability.  All training and enrolments will be conducted in an ethical and 

responsible manner, ensuring fairness and compliance to Equal Opportunity Legislation.  All 

trainers and assessors will be responsible to observe and be advocates for this policy.  

SETS provide an opportunity for persons regardless of cultural background and gender to 

attend and undertake training.  SETS also allows participants with disabilities to attend as long 

as they do not put themselves or fellow participants at risk of injury, and they are of the 

understanding that they have the ability to obtain and undertake the skills required.   

Reasonable Adjustment  

Where a learner identifies as a person with special and/or specific needs requiring reasonable 

adjustment, then strategies contained in the Government of Western Australia, Department 

of Training and Workforce Development guide Assessment in the VET Sector 2nd Edition 2016, 

at Page 62, identifies kinds of reasonable adjustment that can be made: 

“The kinds of reasonable adjustment that can be made 

Reasonable adjustment as it applies to participation in learning and assessment 

activities may include: 

• customising resources or activities within a training package or accredited 

course; 
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• modifying a presentation medium; 

• providing additional support; 

• providing assistive or adaptive technologies; 

• making additional information accessible both before enrolment and during 

the course; and 

• monitoring these adjustments to ensure that the learner’s needs continue to 

be met.” 
Participants must have a good command of the English language.  They must be able to read 

and write English to be able to undertake the written assessments. 

Student Support Services 

SETS is committed to providing support services or referral for students within its scope of 

operations. The nature of the support depends on an assessment of the individual’s needs. 

If you require support or assistance at any point throughout your course, you are invited to 

contact us to discuss and design a support strategy. If you are aware of something that might 

impact your progression through training and assessment prior to course commencement, 

please notify us as early as possible to allow us to best cater for your needs. If you do not tell 

us prior to course commencement about an existing condition that may affect completion of 

training and assessment, SETS may not be able to provide the support or assistance required. 

Support services may include the following areas. 

• Mentoring: This encompasses study skills support and assistance when applying for 

RPL. 

• One-to-One Training: Where students require individual coaching our trainers and 

assessors will provide a reasonable amount of one-to-one training. 

• Counselling: Referral to other services can be provided. 

• Language, Literacy and Numeracy (LLN): Students can be referred to external agencies 

for support. 

• Disability Support: SETS can refer students to an appropriate external agency 

depending on their individual requirements. 

Where access to a support service incurs additional costs, those costs must be met by the 

student, unless other arrangements are made with SETS. 

Recognition of Prior Learning (RPL) 

Every participant is given the opportunity to demonstrate their prior learning.  Recognition 

may negate the need for training, but full assessments must be completed.   

Participants can contact SETS for details relating to the requirements for Recognition of Prior 

Learning.  Participants will be required to produce documentary evidence of their knowledge 
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and experience, being in the form of CV’s, letters, references from managers, prior training, 

and work experience etc. These must be supported by the contact details of reputable, 

contactable referees who can confirm the prior learning.  The assessor will make judgement, 

if the participant has the necessary experience and skills required. 

The full cost for completing an RPL assessment will vary depending on the time required by 

an assessor to review the evidence provided by the applicant. We recommend that if you are 

considering the RPL process you contact our team to discuss the cost and the process. 

See Appendix 2 for RPL Process Flow Chart 

National Recognition (Credit Transfer) 

SETS accept and provide credit to learners for units of competency (unless licensing or 

regulatory requirements prevent this) where these are evidenced by:  

a) AQF certification documentation issued by any other RTO or AQF authorised 

issuing organisation; or 

b) Authenticated VET transcripts issued by the Registrar. 

See Appendix 3 for Credit Transfer Flow Chart 

Privacy and Storage of Records 

SETS ensure that all records are kept confidential.  All records are kept in accordance with the 

statutory regulatory requirements.  SETS only collects information that is necessary to comply 

with their obligations within the Standards. 

All assessment information is securely stored; electronic records in password protected 

databases, and physical records in a restricted/secure location.   

Should a participant wish to view his/her assessment at a later date, this may be done so by 

contacting SETS directly in writing or in person. Some form of identification will be required 

to verify the participant.  

Should a third party wish to view any assessment, permission needs to be granted by the 

participant who undertook the assessment, excluding ASQA and Worksafe, for auditing or 

other official purposes.  48 hours may be required for SETS to retrieve these assessments 

from our archives. 

Certification Documents 

SETS will issue AQF certification documentation i.e., a Nationally Recognised Testamur 

(Certificate) and Record of Results or Statement of Attainment indicating the competencies 
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that an individual has achieved on successful completion of all training and assessment 

components. 

Your AQF certification documentation will only be issued when all agreed fees the learner 

owes to SETS have been paid. 

Loss of Certificate or Statement of Attainment  

In the event of loss of your Certificate or Statement of Attainment please contact SETS.  

Your Certificate or Statement of Attainment can be reissued.  Please refer below regarding 

details of costs.  

To have either your Certificate or Statement of Attainment reissued you will need to provide 

ID, preferably photographic in the form of a driver’s licence, passport or proof of age.   

Re-issuing Certificates 

If your AQF certification documentations; Certificate, Record of Results or Statement of 

Attainment, is lost or stolen and you wish SETS to issue another there will be a cost involved. 

At present the cost is $25.00 per document.  

Legislation 

VET Quality Framework 

The vocational education and training (VET) Quality Framework is aimed at achieving greater 

national consistency in the way RTOs are registered and monitored and in how standards in 

the vocational education and training (VET) sector are enforced. 

The VET Quality Framework comprises: 

• the Standards for Registered Training Organisations (RTOs) 2015 

• the Fit and Proper Person Requirements 

• the Financial Viability Risk Assessment Requirements 

• the Data Provision Requirements 

• the Australian Qualifications Framework. 

SETS is also subject to a variety of other legislation related to training and assessment 

as well as general business practices. This legislation, including any subsidiary legislation, 

includes: 

a) National Vocational Education and Training Regulator Act 2011 (Cth) 

b) Equal Opportunity Act 1984 (WA) 

c) Health Act 1911 (WA) 
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d) Workers’ Compensation and Injury Management Act 1981 (WA) 

e) Occupational Safety and Health Act 1984 (WA) 

f) Australian Human Rights Commission Act 1986 (Cth) 

g) Racial Discrimination Act 1975 (Cth) 

h) Student Identifiers Act 2014 (Cth) 

i) Privacy Act 1988 (Cth) 

j) Copyright Act 1968 (Cth) 

k) Fair Work Act 2009 (Cth) 

l) Work Health and Safety Act 2011 (Cth) 

m) Disability Standards for Education 2005 (Cth) 

All legislation can be accessed via www.comlaw.gov.au and www.slp.wa.gov.au. 

SETS will monitor changes to this legislation and where those changes directly affect SETS 

operations will notify everyone concerned. 

Occupational Safety and Health 

SETS is committed to providing a safe and healthy work and training environment for all 

participants and trainers.  SETS make every reasonable effort to prevent accidents and injuries 

to both participants and trainers.  SETS promote the health, safety and welfare of all 

participants, in accordance with the current WA State and Federal Legislation and Industry 

Statutory Regulatory requirements. 

All participants must be fit and capable of undertaking their practical assessment to the extent 

that they do not endanger themselves or fellow participants attending the course.  Any 

physical disabilities need to be advised prior to the course.  This will assist SETS to make a 

judgment to ensure that they are capable to undertake the course. 

All participants must wear sturdy, fully enclosed footwear.  Normal work boots that are clean, 

and free of oil and grease, are preferred.  Appropriate clothing suitable to the course they are 

undertaking must be worn.      

P.P.E (Personal Protective Equipment) e.g. hard hats, hi-vis, etc., can provided by SETS on the 

day(s) of training.  Participants may provide their own P.P.E if preferred. 

       

http://www.comlaw.gov.au/
http://www.slp.wa.gov.au/
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Training Site Information 

SETS provide training at two venues in the metropolitan area and on clients’ sites across 
Australia. The following information is applicable to our training venues at Balcatta and 
North Lakes. 

BALCATTA 

• Minimum dress standard at this venue is long sleeved shirt, long pants and steel capped 
boots. 

• Please arrive by 8.15 a.m. as courses start at 8.30 a.m. sharp, unless otherwise advised  

• Please make sure you are present at our venue, before 8.30 a.m. as late arrivals may be 
refused entry to the course. 

• Courses generally finish at approximately 5.00 p.m.   

• All protective gear, i.e. hard hats, Hi-Vis vest etc. will be supplied. 

• Photo ID is required for verification of identity. 

• Tea, coffee and biscuits are available, as well as kitchen facilities.  There are local lunch 
bars nearby where lunch can be purchased.  

• Cold drinks and snacks are available for purchase. 
 
NORTH LAKE 

• Please arrive by 7.15 a.m. as courses start at 7.30 a.m. sharp, unless otherwise advised  

• Please make sure you are present at our venue, before 7.30 a.m. as late arrivals may be 
refused entry to the course. 

• Courses generally finish at approximately 3.30 p.m.   

• You must wear suitable work clothing and work boots.  All other protective gear, i.e. 
hard hats, Hi-Vis vest etc. will be supplied. 

• Photo ID is required for verification of identity. 

• Tea, coffee and biscuits are available, as well as kitchen facilities.  There are local lunch 
bars nearby where lunch can be purchased.  

• Cold drinks and snacks are available for purchase. 

• Lunch will be provided. 

Further Inquiries 

If you have any further questions pertaining to your enrolment, course or learning, please do 

not hesitate to contact any one of the dedicated, friendly SETS team. 

T: (08) 9240 5191 

E: training@setservices.com.au 

  

mailto:training@setservices.com.au
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Appendix 1 

COMPLAINTS AND APPEALS POLICY 
SETS view all complaints and appeals as an opportunity to improve the services we provide. Where a learner 
feels they have cause to raise an issue we encourage them to do so. 

Complaints 

This policy covers managing and responding to allegations involving the conduct of: 

1. Our organisation including, our trainers, assessors and other staff 

2. Any third parties providing services on our behalf including its trainers, assessors or other staff, and 

3. Our learners. 

Appeals 

This policy also covers to requests for review of decisions, including assessment decisions, made by: 

1. Our organisation, and 

2. Any third parties providing services on our behalf. 

Our approach to resolving issues: 

In all cases we ask that if you feel comfortable doing so you first try to resolve the issue by speaking to someone 
about it.  

Ideally the person you speak should be the person concerned, if not that person then someone you believe to 
be their supervisor or another person in authority. 

If you are uncomfortable raising the issue in person then we ask that you answer six simple questions for us, but 
we will need enough information to take action on your behalf: 

Question What information we would like to know 

Who 
Who is the person you have the issue with? Their name is best if you have it or how you came 

into contact with them i.e., receptionist, person you spoke over the phone, etc. 

What 
What was it that raised your concerns? I.e. inappropriate behaviour, a decision you believe 

wasn’t fair, an instruction you believe was unsafe, etc. 

When What was the date and/or course you were attending when the issue arose? 

Where 
Where did the issue occur? Tell us as much about the place where the issue occurred as you 

can. 

Why 
Tell us why you believe the issue occurred, i.e. misunderstanding during training, insufficient 

instructions provided, lack of sensitivity to diversity, etc. 

How How you would like the issue resolved? What would be your preferred outcome? 

How to lodge your complaint or appeal. 

You can answer these questions by any means you prefer, telephone, email, text, letter or note or ask us for a 
form. 

Acknowledgement: 

We have a regulatory obligation to acknowledge your complaint or appeal in writing so we will need enough 
personal information about you to do so, we will need your name and either a postal address or email address. 
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Natural Justice and Procedural Fairness: 

Put simply, this means there are two views to every situation; yours and the other persons. So, we will afford all 
parties concerned an opportunity to give their view of the issue before any decisions are made. 

Timeframes: 

We are required to finalise complaints and appeals as soon as practicable (as quickly as reasonably possible). 

Where we can resolve the issue at the time we will. If we can’t resolve the issue at the time we will finalise it 
within five working days of you advising us. 

If we think that the issue might take longer than 60 calendar days to process and finalise we will write and tell 
you so and the reason why, we will also give you regular updates on the progress of the matter. 

What if we are unable to resolve the issue? 

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. 

Your privacy is ensured: 

We will take appropriate measures to ensure your personal details and the details of your complaint or appeal 
are kept secure. 

Who else can you lodged a complaint with? 

If you are not satisfied with the outcome of your complaint or appeal, or feel that you want take the issue to an 
external authority, you can contact the following: 

Australian Skills Quality Authority (ASQA)  

By phone: To speak to an ASQA representative please contact the ASQA info line on 1300 701 801 between 
9.00 am and 7.00 pm Eastern Standard Time (EST), Monday to Friday (dial +61 3 8613 3910 from outside 
Australia). 

Interpreter services are available through the Australian Government's Translating and Interpreting Service 
by calling 131 450. 

Online: You can contact ASQA online by completing the ask ASQA a question online form or email 
enquiries@asqa.gov.au 

To provide feedback about ASQA email feedback@asqa.gov.au 

Post: ASQA's postal address is GPO Box 9928, Melbourne, VIC 3001. 

OR 

The National Training Complaints Hotline 

Phone: 13 38 73 - Please select option 4, Monday–Friday, 8am to 6pm nationally. 

Email: Please see the process for submitting an email complaint. 

The National Training Complaints Hotline uses the services of the Translating and Interpreting Service and 
National Relay Service.                   

https://www.asqa.gov.au/faqs/ask-asqa-a-question
mailto:enquiries@asqa.gov.au
mailto:feedback@asqa.gov.au
https://www.education.gov.au/email-complaints
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Appendix 2 

 

                           

  

RPL initial enquiry 

Meet with Assessor to identify evidence 
requirements 

Evidence is not: 

Sufficient/Valid/Authentic 
and Current 

 

Evidence is: 

Sufficient/Valid/Authentic 
and Current 

Applicant awarded 
competent outcome in 

PowerPro 

Assessor Judgement 

Applicant develops evidence portfolio  
(Self-assessment/Relevant Documents/Prior 

Learning Evidence/Third Party Reports) 

Applicant undertakes gap 
training or collects 

additional evidence to fill 
gaps 

Assessor identifies where 
gaps exist 

Applicant appeals 
assessor decision 

Appeal 
upheld 

Appeal 
rejected 

Applicant decides to 
withdraw RPL 

Applicant is 
eligible for RPL 

Applicant is not 
eligible for RPL 

Applicant undertakes full 
training pathway 

 

 
RPL Process Flow Chart 

Applicant submits 
portfolio for review 

Assessor reviews portfolio 
and interviews applicant 

Assessor Judgement 
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Learner enrolled in course 

Information is not confirmed 
by issuing RTO as Valid and 

Authentic 

Credit Transfer Not Granted 

 

Information is confirmed by 
issuing RTO as Valid and 

Authentic 

Credit Transfer Granted 

Learner awarded 
competent outcome in 

PowerPro 

Learner provides copy or copies of AQF 
certification documentation or 

authenticated VET transcript from 
Registrar 

Learner appeals decision 

Appeal 
upheld 

Appeal 
rejected 

Learner decides to 
withdraw credit 
transfer request 

Learner identifies having previously 
completed nationally recognised 

training resulting in the issuance of AQF 
certification documentation  

 
Credit Transfer Process Flow 
Chart 

Training Administrator contacts RTO 
that issued AQF certification 

documentation to confirm information 
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Table 1 

Third Party Provider and Currency Information 

Currency Information: Where the corresponding letter appears in the Status column it indicates the currency status of the training 
product in the Training Package. 

C = Current  S = Superseded  R = Removed 

National Unit 
Code 

Name of Qualification or Unit of 
Competency 

(Training/Assessment and other services by) 

Status 
 

Mount 
Magnet Pty 

Ltd 

Doray 
Minerals 

PWR 
Agnew 
Gold 

Ashanti 

Global 
Drone 

Solutions 

Master 
Builders 

Assoc. WA 
IFAP 

AVI30316 Certificate III in Aviation (Remote Pilot - 
Visual Line of Sight)            C 

HLT21015 Certificate II in Medical Service First 
Response         C 

PUA20613 Certificate II in Public Safety (Firefighting and 
Emergency Operations)         C 

PUA30613 Certificate III in Public Safety (Firefighting and 
Emergency Operations)         C 

PUA40313 Certificate IV in Public Safety (Firefighting 
Supervision)         C 

RII30715 Certificate III in Mine Emergency Response 
and Rescue         C 

CPPFES2010A Inspect and test fire hose reels         C 

CPPFES2020A Conduct routine inspection and testing of fire 
extinguishers and fire blankets         C 

HLTAID001 Provide cardiopulmonary resuscitation         C 
HLTAID002 Provide basic emergency life support         C 
HLTAID003 Provide first aid         C 
HLTIAD006 Provide advanced first aid         C 
HLTAID007 Provide advanced resuscitation         C 
HLTAID008 Manage first aid services and resources         C 
HLTPAT005 Collect specimens for drugs of abuse testing         C 

MSMPER200 Work in accordance with an issued permit         C 
MSMPER205 Enter confined space         C 
MSMWHS212 Undertake first response to fire incidents         C 
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National Unit 
Code 

Name of Qualification or Unit of 
Competency 

(Training/Assessment and other services by) 

Status 
 

Mount 
Magnet Pty 

Ltd 

Doray 
Minerals 

PWR 
Agnew 
Gold 

Ashanti 

Global 
Drone 

Solutions 

Master 
Builders 

Assoc. WA 
IFAP 

MSMWHS216 Operate breathing apparatus         C 
MSMWHS217 Gas test atmospheres         C 
PMAWHS213 Undertake fire control and emergency rescue         C 
PMAWHS311 Lead emergency teams         C 
PUAFIR207B 
PUAFIR215 

Operate breathing apparatus open circuit 
Prevent Injury 

        C 

PUAFIR502B Develop incident control strategies         C 

PUAFIR308B 
Employ personal protective equipment at 

hazmat incident 
        C 

PUAFIR316 
Identify, detect and monitor hazardous 

materials at a incident 
        C 

PUAFIR320 Render hazardous material incidents safe         C 
PUASAR022A Participate in a rescue operation         C 
PUASAR024A Undertake road crash rescue         C 
PUASAR025A Undertake confined space rescue         C 
PUASAR032A Undertake vertical rescue         C 

PUAWER005B Operate as part of an emergency control 
organisation         C 

PUAWER006B Lead an emergency control organisation         C 
PUAWER008B Confine small workplace emergencies         C 
PUAVEH001B Drive vehicles under operational conditions         C 
RIICOM201D Communicate in the workplace         C 
RIIQUA201D Maintain and monitor site quality standards         C 
RIIERR201D Conduct fire team operations         C 
RIIERR205D Apply initial response first aid         C 
RIIERR301D Respond to mine incident         C 
RIIERR302D Respond to local emergencies an incident         C 

RIIERR303D 
Operate in self-contained regenerative 

oxygen breathing apparatus 
        C 

RIIERR305D Control underground fires         C 
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National Unit 
Code 

Name of Qualification or Unit of 
Competency 

(Training/Assessment and other services by) 

Status 
 

Mount 
Magnet Pty 

Ltd 

Doray 
Minerals 

PWR 
Agnew 
Gold 

Ashanti 

Global 
Drone 

Solutions 

Master 
Builders 

Assoc. WA 
IFAP 

RIIERR306D Conduct underground search         C 

RIIERR307D 
Extricate casualties from underground 

incident 
        C 

RIIERR309D Establish and operate from a fresh air base         C 
RIIRIS201D Conduct local risk control          C 

RIIWHS201D 
Work safely and follow WHS policies and 

procedures 
        C 

RIIVEH305E Operate and maintain a four wheel drive 
vehicle 

        C 

RIIWHS202D Enter and work in confined spaces         C 
RIIWHS204D Work safely at heights         C 

TLIF2018 Operate firefighting equipment         C 
UETTDRRF06B Perform rescue from a live LV panel         C 
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