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 ABOUT US
 Orion Training and Performance Management is a NVR Registered Training Organisation (RTO) recognised under the Australian Quality Training Framework (AQTF) by the Training Recognition Council. Orion is listed on the National Register and has within its scope of registration a range of Certificate II, III, IV and Diploma level qualifications in Business Services, Financial Services, Competitive Systems and Practices, Retail, Community Services, Hospitality and Training and Assessment.
 Since 2003 Orion has continued to deliver nationally accredited training and assessment services to a wide range of clients from large nationally based organisations through to small locally owned businesses and not-for-profit organisations. Orion also offers short courses in MYOB, Microsoft Office Word and Excel and tailored courses for meeting specific business needs, for example, time management, and managing absenteeism.
 Orion delivers courses and qualifications using highly qualified trainers with formal education and industry expertise. Each participant receives individual attention and quality training that meets not only the needs of the individual, but also those of the organisation in which they are employed.
 TheUltimateLearningExperience
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 ORION’S TRAINING AND ASSESSMENT PROCESS
 TRAINING AND ASSESSMENT DELIVERY MODES
 Orion training offers may different types of training and assessment delivery each can be customised to suit the learner and their needs. Customisation of the training and assessment is usually determined at the commencement of the training through the Client Service Agreement where the employer and trainee are able to record any specify any needs or concerns that they may have. If the training and assessment is not completed through a traineeship then the customisation can be negotiated by the trainer and trainee and final approval is sought from the Operations Manager. Listed below are details of each delivery method.
 On-the-job – This delivery mode will include a combination of one-on-one trainer led theory sessions and self-paced practical activities to reinforce the student’s learning. Students will be allocated a certain amount of time in between trainer visits to complete each of the practical activities. This time will depend on the student’s ability and workplace influences and will be scheduled prior to the commencement of training delivery. Anticipated assessment dates will also be scheduled prior to the commencement of training, but will remain flexible according to the student’s progress.
 Classroom Training – This delivery mode will include a combination of classroom led theory and practical sessions and with self-paced activities to reinforce the student’s learning. Students will be allocated a certain amount of time in between in-house sessions to complete each of the activities. This time will be scheduled at the commencement of training delivery. Anticipated assessment dates will also be scheduled at the commencement of training.
 Distance Learning / Online – This delivery mode involves the use of self-paced training manuals to provide the relevant training and assessment tasks. Trainer support will be available by telephone and/or email throughout the duration of the qualification. Completed activities and assessment tasks will be submitted to the trainer via post or email. Time frames for the completion of activities will be negotiated between the student and trainer, allowing for workplace influences. Anticipated assessment dates will also be scheduled prior to the commencement of training, but will remain flexible according to the student’s progress. Assessment only (or Recognition of Prior Learning - RPL) - Students who consider that they are already competent in one or more of the units of competency in this qualification have the right to have that competence recognised without participating in a learning process. This pathway requires the student to demonstrate current competence or provide evidence of prior learning (including in-house training). Credit Transfer may be granted for units of competency previously completed within the qualification framework. Students are supported throughout the process by Orion staff.
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 SUPPORTING YOU THROUGH YOUR TRAINING
 Orion is committed to providing a high standard of education and assures that all students will be supported during the training and assessment process toward completion of their chosen qualification.
 The welfare and guidance of all Trainees enrolled with Orion is a priority. Therefore, each Trainee will be appointed with a Trainer/Assessor who will be available at all times by phone and by email.
 A Student Support Officer will be allocated to each student, and will be the regular contact person at Orion Training. They’ll offer general support and guidance throughout the course and provide help and support whenever student’s need it.
 All Orion’s Trainers/Assessors have appropriate vocational competence and technical expertise in the Training you are undertaking. You can contact your trainer/assessor at any time on any matter related to your training. In addition, Orion office staff are available to provide information and support to clients and trainees on all administrative aspects of the training and assessment process.
 Dedicated Student
 Support Team
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 ENROLMENT AND INDUCTION
 TRAINEESHIP
 Enrolment will take place with an Orion Representative who will discuss the qualification in full, provide a detailed course outline and determine any special learning needs. The Client Service Agreement is also negotiated at the time of enrolment and any specific needs are recorded. Once the enrolment form and Client Service Agreement have been completed they are returned to Orion’s head office for processing. All documents are checked for specific needs to ensure that the appropriate facilities and equipment are provided to both the trainee and trainer.
 At induction and first training visit, Orion’s qualified trainer and assessor will meet with the trainee and supervisor to negotiate the training plan and ensure that all facilities and equipment are available and that the unit selection is appropriate to the trainees role. The trainee may be eligible for Recognition of Prior Learning (RPL) or Credit Transfer (CT) Orion’s trainer will discuss options for both, and include in the training plan. A part of the training plan is a Language Literacy and Numeracy test which needs to be completed by the student and is then used to determine any specific learning needs. Orion’s trainer will also ask the supervisor to complete an enterprise profile which is used to determine the specific needs of the organisation and identify and further training requirements. All completed documents are kept at Orion’s head office in accordance with the PP021 Privacy Policy details of which is included in this student handbook.
 ENROLMENT AND INDUCTION
 CLASSROOM TRAINING
 Orion training provides classroom training for the Certificate 3 Guarantee program and non-accredited one-day short courses in MYOB, Microsoft Word and Excel. Students interested in completing either program may apply directly to Orion’s head office where an experienced staff member will assist the student in selecting an appropriate course, and explain the requirements of the training. The appropriate enrolment form and instructions will then be emailed to the student.
 Students applying for the Certificate 3 Guarantee program are required to complete a training and employment survey within three months of completing or cancelling their training. This will assist Orion staff to determine that the training program selected is the most relevant for the students needs. If the program selected is not appropriate then the staff member will contact the student and advise of another program that would be better suited.
 The induction for the Certificate 3 Guarantee program is conducted on the first day of the program, each student is required to complete a Language Literacy and Numeracy Assessment to determine any specific learner needs. The pre populated training plan is developed in accordance with industry requirements and relevant stakeholder engagement. All documents are kept in accordance with PP021Privacy Policy details of which are included in this student handbook.
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 ENROLMENT AND INDUCTION
 DISTANCE / ONLINE LEARNING
 Students that choose to enrol through distance or online learning, go through the same enrolment process as outlined for students enrolling through a traineeship.
 At the induction and first training visit Orion’s qualified trainer and assessor will contact the trainee and supervisor via phone to negotiate the training plan and ensure that all facilities and equipment are available and that the unit selection is appropriate to the trainees role. The trainee may be eligible for Recognition of Prior Learning (RPL) or Credit Transfer (CT) Orion’s trainer will discuss options for both and include in the training plan. A part of the training plan is a Language Literacy and Numeracy test which needs to be completed by the student and is used to determine any specific learning needs. Orion’s trainer will also ask the supervisor to complete an enterprise profile which is used to determine the specific needs of the organisation and identify and further training needs. All completed documents are kept at Orion’s head office in accordance with the PP021 Privacy Policy details of which is included in this student handbook.
 Flexible Delivery Options
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 RPL AND CREDIT TRANSFER ASSESSMENTS
 Trainees who have substantial vocational experience and are seeking Recognition of Prior Learning may which to have their skills formalised through a nationally recognised qualification. Orion offers students the opportunity to RPL a complete qualification. Student must be able to provide sufficient evidence that is valid, current and reliable. If a student is unable to provide sufficient evidence then they may gap train a unit of competency where a student is provided with a resources and assessment booklet. There are additional charges for gap training see PP024 Fees and Charges Policy included in this student handbook for more information.
 The enrolment will take place with an Orion representative, and once finalised all documents are returned to the Orion head office for processing.
 The process to RPL a Qualification is as follows:
 • A trainer is allocated to the trainee
 • The trainer will contact the trainee and discuss the RPL process in detail and outlining what can be used as evidence and how to go about collecting the evidence.
 • The trainer will then provide the RPL kit specific to the chosen qualification which includes the following:
 • The Qualification Framework outlining the core and elective units required to attain the chosen qualification.
 • RPL Record Sheets outlining the performance criteria, critical aspect and required skills and knowledge and a suggested list of evidence
 • The trainer will guide and support the trainee to collect evidence relevant to each unit of competency chosen to attain this qualification.
 • Evidence gathered is then assessed against the criteria for each unit.
 • The trainer will then provide feedback to the trainee as to whether sufficient evidence has been supplied for each unit of competency or if further evidence is required to be deemed as competent
 • On completion of the RPL process the trainer will supply all the documents provided from the trainee to the Orion administration staff to issue a Qualification or Statement of Attainment.
 Orion recognises all Australian Qualifications Framework qualifications and statements of attainment issued by any other NVR Registered Training Organisation and will grant credit transfer for competencies previously achieved.
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 COMPETENT / NOT YET COMPETENT Each unit of competency is assessed once as a part of the training and assessment if the student is deemed as Not Yet Competent the first time then the student may re sit the assessment. If the student is deemed as Not Yet Competent on the second assessment attempt then a $45.00 fee applies to re sit the assessment.
 COMPLETION AND ISSUING OF CERTIFICATES
 Trainees that have completed all requirements for a qualification will be issued with a full certificate. Those who have not completed all requirements will be issued with a Statement of Attainment stating the units of competency achieved. The timeframe for the issuance of certificates and statement of attainments is 21 days from completion of the requirements for the qualification.
 Trainees who are completing training under an Apprenticeship or Traineeship contract will be required to sign a Training Completion Agreement prior to their certificate being issued. This form must also be signed by their employer and Orion to confirm that all parties agree that the requirements of the qualification have all been met.
 Trainees who have completed a qualification with Orion and have lost their certificate may contact Orion’s head office and request a replacement. The fee for the replacement certificate is $75.00 - payment must be received before the reissued qualification can be sent out. Please refer to PP024 Fees and Charges in this student handbook for more information.
 Nationally Recognised
 Training
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 UNIQUE STUDENT IDENTIFIER
 (USI) If you are a new or continuing student undertaking nationally recognised training, you need a USI in order to receive your qualification or statement of attainment. If you don't have a USI Orion will not be able to issue your qualification or statement of attainment. Your USI will give you access to an online record of the training you have done since the 1st of January 2015. You will also be able to produce a comprehensive transcript of your training. This can be used when applying for a job, seeking a credit transfer or demonstrating pre-requisites when undertaking further training. An exemption from the USI means that an RTO can issue a VET qualification or statement of attainment to a student without collecting and verifying a USI from them. Exempt Individuals
 • A USI is not required where courses are delivered over a single day or less and a student is unable to provide a USI before completion of the course. If students have a USI, RTOs must collect it and verify it.
 • International students undertaking their entire VET course outside Australia
 (also known as offshore training).
 • Students who have completed their VET training prior to 1 January 2015 but have not yet been issued with a qualification or statement of attainment in respect of that training.
 • Students who have applied for and obtained an individual exemption in writing
 from the Student Identifiers Registrar because they have a genuine personal objection to being assigned a USI.
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 OUR CODE OF PRACTICE
 Orion is committed to providing a high standard of training and Assessment and an environment that is safe, open, friendly and non-discriminatory as illustrated in the code of practice below.
 Principles of Access and Equity are incorporated into all aspects of Orion’s operations
 Including:
 ü Client selection, enrolment and induction:
 All client selection decisions will follow guidelines set out in Human Rights and Equal Opportunity Legislation. Client enrolments and inductions will be carried out on an individual basis allowing for identification of individual needs.
 ü Flexible learning and assessment:
 Orion will offer considerable flexibility in the delivery of learning and assessment services, including customisation of training and assessment materials, flexible modes of delivery, placement of learning within the context of the trainee’s workplace wherever possible and adjustment of assessment tasks to ensure fairness for all trainees regardless of their situation and needs.
 ü Marketing:
 Orion will ensure that all marketing is accurate in its description and contain all the details needed by clients to make an informed decision about Orion’s products and services.
 ü Information and Materials:
 Trainees and clients will be provided with all the information, materials and facilities necessary for achieving the agreed training and assessment outcomes.
 CODE OF PRACTICE
 Orion is committed to
 providing training and
 learning of the highest
 standard in an environment that is safe,
 friendly, open and non-
 discriminatory.
 Suzanne Manwill Chief Executive Officer
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 ü Fees and charges:
 Prior to enrolment, Orion will ensure both the trainee and the client understand and agree to fees and charges as per the Client Service agreement. Refunds will be considered as per Orion’s Refund Policy.
 ü Language, Literacy, Numeracy and Other Special Needs:
 Orion will provide for and support all those with special needs. Where necessary, facilities and extra materials will be supplied to support the learning of these trainees.
 ü Client support:
 Support will be available to clients at all times. Calls will be returned within 24 Hours and appointments will be made to suit the client’s needs wherever possible. Orion will also ensure the client has the facilities and correct supervision in place to support the trainee.
 ü Welfare and Guidance Services:
 Orion will provide welfare and guidance services that offer non-judgemental, confidential support to trainees, including accessing qualified counsellors when required
 ü Complaints, Appeals and Disciplinary procedures:
 Orion will provide fair and equitable processes for dealing with customer complaints and appeals and any disciplinary issues
 ü All staff, contractors and partners of Orion will adhere to this Code of Practice.
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 OUR CLIENT SERVICE STANDARDS
 Service Standard 1 Orion will ensure all staff are adequately equipped to provide accurate and reliable training and assessment services.
 Orion staff will be knowledgeable about:
 • Advertising and promotional material
 • Pricing details
 • Orion’s products and service delivery options
 • Code of practice
 • Grievance procedures
 • Assessment procedures
 • Refund policy
 • Trainee enrolment policy
 • Access and Equity policy
 • Training Packages and the new Apprenticeship system
 Orion staff will establish professional relationships by:
 • Listening to the customer
 • Determining if the customer has any special needs
 • Suggesting solutions to the customer’s needs with Orion’s products
 • Confirming the service/product meets the customer’s needs
 • Copies of service standards and code of practice will be readily available to all clients
 Service Standard 2 Our services will be designed to meet customer requirements, which means:
 • Treating all clients with respect and courtesy
 • Providing all course information in a timely manner
 • Documenting details of service arrangements in the Client Service Agreement
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 • Evaluating our services and making outcomes available if requested
 • Ensuring that all trainers and assessors meet the standards of education and experience necessary for the qualification being delivered
 • Providing a student handbook to all clients
 • Ensuring Orion’s training facilities comply with all government Workplace Health and Safety legislation
 Service Standard 3 Orion will ensure an appropriate training plan is developed for each trainee and will contain the following information:
 • The national code and qualification title
 • A list of the units of competency that satisfies the qualification requirements and when not readily available a list of the relevant modules necessary to complete the qualification
 • A list of units of competency or modules for which recognition of prior learning and/or credit transfer has been granted
 • Details of the qualification delivery options, which may include: on-the-job, off-the-job, on site, flexible delivery, distance education
 • An assessment of training the trainee’s needs for any additional numeracy, literacy and study skills
 • Negotiated reporting arrangements between the trainee, employer and Orion
 • Delivery dates
 • All appropriate signatures provided
 Service Standard 4 Appropriate records will be kept and qualifications issued and made available for reference:
 - All qualifications will be kept on a database, detailing the course enrolled, modules and competencies achieved, date completed, certificate or statement of attainment and numbers; and
 - All Trainees’ records will be archived upon completion of training and only accessible to authorised personnel and the trainee in accordance with Orion’s privacy and trainee records policies
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 ORION’S POLICIES AND PROCEDURES
 This student handbook contains policies and procedures that directly relate to students undertaking one of Orion’s qualifications. (A full and complete version of the Policy and Procedure Manual is available upon request).
 All policies have been developed in accordance with State and Federal legislation each policy lists the appropriate legislation. Orion also complies with the Australian Quality Training Framework Standards for NVR Registered Training Organisations.
 PP006 RECOGNITION OF PRIOR LEARNING (RPL) POLICY
 Overview of Policy The purpose of this policy is to provide guidelines on the procedures used by Orion for recognition of prior learning applications. Recognition of prior learning, also known as RPL, is the formal recognition of a person’s current skills and knowledge, no matter how, when or where the learning occurred. Procedure All trainees are offered the option of RPL prior to the commencement of training - and RPL is available for the full duration of training. The process for a trainee applying for full RPL is as follows:
 ü Trainee is to complete an Orion enrolment form and submit to the administration/accounts department
 ü Once a deposit has been paid a trainer is allocated to work with the trainee ü The trainer meets with the trainee and discusses the RPL process and RPL’s
 one unit of competency. ü The following documentation is also supplied to the trainee:
 o How to apply for RPL kit o Training Plan outlining the qualification rules and unit selection o RPL sheets for each unit of competency chosen
 ü The trainee will go about the process of collecting evidence for each unit of competency using the RPL sheets
 ü The trainer will support the trainee throughout the RPL process and assist where possible
 ü Once all of the evidence is completed it is then submitted to the trainer for marking
 If the evidence is sufficient a qualification or statement of attainment will be awarded to the trainee, if the evidence is not sufficient then the trainee needs to collect more evidence and re submit to the trainer.
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 PP007 ACCESS AND EQUITY POLICY Overview of Policy The aim of this policy is to ensure Orion’s Training and Assessment services are responsive to the individual needs of clients and trainee’s whose age, gender, cultural and ethnic background, disability, sexuality, language, literacy or numeracy level, unemployment, imprisonment or remote location may present a barrier to access, participation and the achievement of suitable outcomes. Access and Equity
 ü Orion will ensure that all information, materials and services relate to student and client needs and follow the principles and practices of access and equity.
 ü Information regarding these needs will be gathered through the Enterprise Profile and the Language, Literacy and Numeracy sections of the Training Plan.
 ü Orion’s services and products will follow the guidelines of equity and will remain fair, reliable and adjustable within reason.
 ü Orion’s services and products will be accessible by all within the community, including those with special learning needs, cross-cultural background and disability, with appropriate support provided when needed.
 ü Orion will encourage input and feedback from its trainee’s and clients to ensure all products and service continue to meet their needs.
 ü The Compliance Manager will oversee Access and Equity issues within the organisation, including opportunities for improvement.
 Procedure Training Induction At Induction the trainer will assist the client to complete the Enterprise Profile form, and ask the trainee to complete the Language Literacy and Numeracy form. Both forms will be used to decide the most suitable and effective training pathway to gain quality outcomes for the client and the trainee. Principles of Access and Equity are incorporated into all aspects of Orion’s operations, including the following:
 • Learner’s selection, enrolment and induction • Course information including content and vocational outcomes • Fees and charges including refund policy • Provision for language, literacy and numeracy assessment • Client support • Flexible learning and assessment • Welfare and guidance services • Appeals and complaints • Disciplinary • Employee responsibilities • Training and Assessment arrangements including RPL • Legislative and Occupational licensing requirements
 Each of these areas of operation is outlined in detail in Orion’s Code of Practice, as well as in the student handbook located on Orion’s website.
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 PP012 STUDENT RECORDS AND INFORMATION SAFEGUARD POLICY
 Overview of Policy The purpose of this policy is to ensure that learner records, which can be written, printed or electronically documented, are kept in a way that learners can access their records and check their progress. Also ensuring the records are kept secure and confidential at all times. The records will be protected against any anticipated threats or hazards such as fire, flood, termites and any other pests. The records will be protected against any unauthorized access to, or use of, that could result in harm or inconvenience to the student, client, employee/contractor or partner of Orion. Compliance to this policy will be adhered to following the Training and Employment Act 2000. Procedure Records to be kept Student Results: This is a record of the final assessment outcome for each unit of competency. It must include the unit code and title of the unit of competency. On each unit assessed there should be noted the result usually Competent/Not Yet Competent/Credit Transfer/RPL and the date of the result of the assessment. Student results may be kept electronically or hard copy. Qualifications/Statements of Attainment issued: This is a record of Qualifications and/or Statements of Attainment issued to students or any licenses gained as a result of training. The documents must meet the requirements of the AQTF Essential Standards for Registration and the endorsed Training Packages and/or accredited courses within the scope of Orion’s registration. Enough information to reproduce the Qualifications/Statements of Attainment, including the date of issue, is required. A list of units of competency achieved must also be retained. Completed Assessment Items: The actual piece of work completed by the student. An assessor’s completed assessment items/RPL evidence/ marking guide/criteria/observation checklist/attendance records for student will be sufficient covering each unit of competency assessed within each qualification. However, it must be sufficiently detailed to allow the auditors to form a valid opinion of the standard required. Orion’s visit sheet includes should a summary of feedback given to the student and the name of the assessor. Assessment Instruments This is a document that clearly demonstrates what has been assessed, how this occurred, and the linkage to the set standards in the training product (Training
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 Package/accredited course). The assessment instrument must be supported by objective criteria on which the assessor will base the assessment decision, such as model answers, listing the key points. Assessment instruments may address a cluster of competencies as applicable for holistic assessment. Enrolment details including information given on learning support needs. Any records of Complaints or Appeals Students are informed in Orion’s ‘Training Handbook’ how to gain access to their records. Storage Requirements All student results and copies of Qualifications/Statements of Attainment issued (in a format that can be reproduced) must be kept secure for an archive period of 30 years and confidential information must be safeguarded at all times. Completed student assessment items will be retained for 12 months after completion of a Qualification/course or until after the appeal period has expired. After this period, only the assessor’s completed marking guide/criteria/observation checklist as detailed in need be retained. A master copy of all assessment instruments/tools/procedures must be retained for 7 years. Student results may be electronic or hard copy. If kept electronically a back-up of all records stored electronically must be kept. If only electronic records are kept, then the mechanism by which the material can be retrieved must be retained. Information about a client and student must not be disclosed to a third party without written consent. Students must have access to their personal records, as per PP 021 – Privacy Policy. Transfer of student results and other records in the event that Orion Ceases to operate If Orion ceases to operate, it must, within 14 days of ceasing, forward all student results, including student records (name, address and any identifier, such as date of birth) to the Department of Employment and Training’s regional office. The documentation is to be a complete, accurate and ordered copy of all student results/details since initial registration. The records must be in the form of a disk copy or hard copy, and include software details. Copies of qualifications/Statements of Attainment granted to students, and a list of the competencies/modules achieved for each student must also be included. Retention and Safeguard of Student Results and Assessment Records Framework All items, the description of each, the period to be retained and the number to be retained are outlined in the “Department of Employment and Training; Retention of Student Results and Assessment Records Policy”
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 Safeguard Procedure Orion must:
 ü Designate an employee or employees to coordinate its information safeguard program;
 ü Assess risks in each area of its operations; ü Require service providers, by contract, to implement appropriate safeguards for
 customer information in form of the confidentiality agreement. ü Document any material changes to the business that may affect this safeguard
 procedure.
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 PP013 COMPLAINTS AND APPEALS POLICY
 Overview of Policy The purpose of this policy is to state Orion’s commitment to providing a learning and working environment in which complaints and appeals are responded to promptly in writing and with maximum protection to all parties and are managed fairly, efficiently and effectively. As part of our commitment to creating a supportive and open organizational culture, Orion is committed to ethical and responsible management, transparency in its decision-making processes and a visible, accessible and fair appeals and complaints process. Orion views client and trainee complaints and appeals as providing an opportunity to review and improve its policies and practices, and also to gain insight into client/trainee levels of satisfaction. Orion will endeavor to keep an objective and fair approach that complies with Anti-Discrimination Act 1991, the Discrimination Disability Act 1992, the Industrial Relations Act 1999, the Racial Discrimination Act 1975, the Sex Discrimination Act 1984, the Age Discrimination Act 2004, the Workplace Relations Act 1996, the Misconduct Tribunals Act 1997 and the Dispute Resolutions Centre Act 1990. Procedure What is a complaint: A Complaint arises when a client/trainee is not satisfied with an aspect of Orion’s services and requests action to be taken to resolve the matter. The person making the complaint (“the complainant”) will have to be identified to the person complained about (“the respondent”), unless the facts of the complaint are not disputed. Procedures for complaint handling at Orion: Orion’s procedures for handling client/ trainee complaints are based on confidentiality, impartiality, procedural fairness, protection from victimization and prompt resolution. The process for clients and trainees who wish to make a complaint is outlined in the document “What should you do if you have a complaint” which is supplied to all clients and trainee’s via the student handbook on Orion’s website. Where appropriate, complaints will be resolved at the lowest level of management, however Orion recognises that some complaints are most appropriately dealt with at a more senior level, e.g. complaints of victimization or unlawful discrimination or harassment, complaints that could lead to finding of misconduct or disciplinary action being taken against a staff member or trainee. Procedural fairness will be observed in all aspects of handling a complaint. In practice, this means that all parties to a complaint will be informed of the complaint, the specific allegations being made, and all parties will be given the opportunity to respond to any allegations made. Procedural fairness usually requires that the complainant must be
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 willing to be identified, unless the facts of the matter are not in dispute, or where the matter involves allegations of corruption, maladministration or serious waste. No complaint will be pre-judged. Employees, Contractors and Partners have a responsibility to respond to complaints within a reasonable timeframe. Complaints will be responded to as quickly as possible in the circumstances and complainants will be advised of the proposed timeframe for resolution. Unless a complaint is unusually complex or involves allegations of misconduct, Orion will achieve resolution of a complaint within 4 weeks of the complaint being lodged with the appropriate person in authority. If it is not possible to achieve resolution within this timeframe, the complainant will be advised of this and will be kept informed of the progress of the matter in writing. Clients and Trainee’s should be aware that if the matter has been lodged initially at an inappropriate level of authority, it may take longer to respond to the complaint. Employees, Contractors and Partners will ensure that they have no conflict of interest or bias in relation to any party to the complaint, and that there is no perception by the parties that they have a conflict of interest or bias. If the person in authority does not believe they can handle the complaint in an impartial way, they will exclude themselves from the process, and refer the matter to their Supervisor. If one of the parties to the complaint believes that the person in authority has a conflict of interest or bias, they should refer the matter to that person’s Supervisor. Confidentiality will be respected wherever possible within the constraints of the need to fully investigate the complaint. Matters pertaining to the complaint will not be discussed beyond the parties to the complaint and employee, contractor or partner involved in resolving the complaint. In some cases resolution of the complaint may also involve appropriate bodies external to Orion, e.g. trade unions or statutory bodies. Resolution of the complaint will usually take into account the preferred process of resolution of the person who made the complaint. However, there may be instances where a complaint is of such a serious nature that formal action is required that is beyond the wishes of the complainant, e.g. when a complaint raises or relates to allegations of unlawful behaviour or corruption or when Orion’s duty of care to employee’s/contractors/partners or students may be compromised if no action is taken. Mediation, if required, will be implemented in accordance with Orion’s Mediation Guidelines. Details of the complaint and its outcome must be recorded in writing. Procedure What is an appeal: An Appeal arises when a client/trainee is not satisfied with a decision that Orion has made. An Appeal can relate to assessment decisions but they can also relate to other decisions such as a decision to exclude a learner from a programme. The person making the appeal (“the appellant”) will have to be identified to the person complained about (“the respondent”), unless the facts of the appeal are not disputed. Procedures for Appeal handling at Orion:
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 The process for clients/trainees who wish to appeal a decision made by Orion is outlined in the document “What should you do to make an appeal” which is supplied to all clients via the training handbook. Orion’s procedures for handling trainee complaints are based on confidentiality, impartiality, procedural fairness, protection form victimization and prompt resolution. Outcomes of the Appeal and Complaint Resolution Process: Clients/Trainee’s will receive written advice of the outcome, recommendations and reasons for decisions of their complaint/appeal. The outcome will be in keeping with the seriousness of the incident which was the basis of the complaint/appeal, and outcomes will be applied consistently across Orion. Some of the possible outcomes of a client/ trainee complaint/appeal include: Through the resolution process the client/trainee gains a better understanding of the situation so that his/her concerns are addressed. The trainee is given the opportunity to be re-assessed in the disputed competency or competencies. A mutually acceptable resolution is reached through conciliation or mediation. The client/trainee receives an apology, and/or the issue or behaviour that was the basis of the complaint/appeal is modified. In some cases, the complaint/appeal cannot be substantiated and no further action will result. In more serious cases, Orion’s formal disciplinary processes will be invoked. Any disciplinary action will be undertaken in accordance with the processes prescribed in the policy. The most serious breaches may result in expulsion (for trainees) or dismissal (for employee’s/contractors/partners). All outcomes and recommendations from the date of the initial complaint through to the final outcomes of the appeals process will be documented in writing and a copy will be given to the complainant and a copy will be filed in the trainee’s records. Reporting Documentation: All documentation relating to complaints and appeals will be kept strictly confidential and will not be accessible to anyone who is not directly involved in handling the situation. Any material about the outcome of the complaint and appeal will be placed on the appropriate client/trainee and/or personnel file and will only be accessible to the authorised staff of Orion and the individual concerned. All outcomes and recommendations will be provided to the client/trainee in writing within 5 days of being made.
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 PP015 RECORDS MANAGEMENT POLICY Overview of Policy The purpose of this policy is to document the procedures of Orion’s data capture and how it is managed, retained and archived for retrieval purposes in compliance with the Training and Employment Act 2000 and to ensure accuracy and integrity. Orion maintains its records to support continuous improvement of its operations and provide evidence of compliance with the standards for NVR Registered Training Organisations 2012. Procedure Records Management: Orion will record student data electronically on VETTRAK as well as keeping hard copies of documents in the student’s file. Student files will be stored as per PP 011 Student records and information safeguard policy and PP021 Privacy policy. Information entered on VETTRAK will be backed up daily.
 The system for records management is as follows:
 • Enrolment form and Client service agreement to be completed and signed off at the sign-up stage and to be stored in trainee/client file after data entered into vettrak.
 • Induction documents of the Training Plan, the Language, Literacy and
 Numeracy assessment and enterprise profile are to be completed, signed off and stored in trainee file.
 • Reference to the appropriate Learning and Assessment Strategy is made first to
 check the trainee documents are relevant, accurate and current.
 • Assessment tools to be completed and signed off and to be stored in trainee file after data entered into vettrak.
 • Visit sheet and Marking Record sheets with all evidence and activities attached,
 to be completed and signed off and to be stored in trainee file after data entered into vettrak. [No trainer invoices to be paid without this information being received]
 • Data to be extracted from all documents above and entered on VETTRAK
 (Refer PP 031 for AVETMISS reporting requirements)
 • All documents are to be stored in trainee/client files. Computer Backup and Archiving
 • All VETTRAK data to be backed up daily.
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 Audit Review
 • A review of the procedures in this policy forms part of the internal audit process.
 Records of the following operations will be kept in compliance with the Standards for NVR Registered Training Organisations 2012:
 ü Internal Audit ü Training and Assessment Strategies and their reviews ü HR files ü Validation processes ü Complaints and Appeals ü Partnering agreements ü Issuing of qualifications and statement of attainments ü Legislative requirement ü Client and trainee Feedback
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 PP017 OCCUPATION HEALTH AND SAFETY POLICY
 Overview of Policy The purpose of this policy is to formally document the commitment of Orion to the effective management of workplace health and safety risks and to detail the processes to be adopted to ensure the effective management of those risks in compliance with the Workplace Health and Safety Act 2011, the Workplace Relations Act 1996 and the Workplace Health and Safety Regulation 1997. Procedure Everyone who works with, or visits Orion is entitled to a safe and healthy work place. Because health and safety are our highest priority, we will:
 • Make the protection and safeguarding of health and safety an integral part of the duties of everyone in Orion including staff, visitors, partners and contractors;
 • Develop our work procedures and training co-operatively, so that risks can
 be recognised early by everyone who might be affected, and managed effectively;
 • Expect everyone in Orion, including visitors, partners, employees and
 contractors, to know and comply with our agreed Occupational Health and Safety program; Change any work procedure or task requirement that threatens health or safety, and learn from any mistakes;
 • Regularly review our work procedures and training programs to ensure they
 are consistent with best practice for safety and health;
 • Continually look for, encourage, and recognise better work practices in the interests of health and safety.
 Workplace Health and Safety Representative A nominated employee will be elected as the workplace health and safety representative and complete the ‘Who is your workplace health and safety representative’ form to be kept on file. The workplace health and safety representative’s role is to:-
 ü Complete the Computer keyboard workplace inspection checklist with all employees.
 ü Complete the office and general work environment safety checklist annually ü Complete and submit to the department an incident report for a notifiable
 incident e.g. work injury causing serious bodily injury, work caused illness or dangerous event.
 ü Complete and keep on file for 12 months an incident report after a non- notifiable incident.
 ü Complete the Hazard report when an employee reports a hazard.
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 All staff and contractors are to remain aware of any potential hazards (ie. anything that may cause injury or harm to a person) that may occur in the workplace. Any hazards that are noticed should be either dealt with immediately if within the capability of the staff member, partner or contractor, or reported to the Health & Safety representative.
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 PP019 HARASSMENT AND DISCRIMINATION POLICY
 Overview of Policy The purpose of this policy is to demonstrate Orion’s commitment to providing a work environment for all employees, contractors and partners, which respects their views and opinions and is free from harassing and intimidating behaviour. This policy has been developed in compliance with the Queensland Anti-Discrimination Act 1991, the Disability Discrimination Act 1992, the Racial Discrimination Act 1975, the Sex Discrimination Act 1984, and the Age Discrimination Act 2004. Procedure Harassment, discrimination or intimidation on the basis of gender, sexuality, disability, race, religion or age will not be tolerated and may result in immediate termination. Harassing behaviour includes any behaviour or action that could humiliate, offend or embarrass, or make another person feel uncomfortable. Such behaviours include: practical jokes, victimisation, bullying, inappropriate language, touching or any other behaviour/action that another person finds offensive. Any person who believes that they have been subject to harassment/discrimination should immediately:
 • Advise the perpetrator that they find their behaviour offensive/intimidating and request it cease immediately;
 • Advise management that they have been subject to behaviour that they have found offensive/intimidating.
 Management / Human Resources will investigate the allegations and take appropriate disciplinary action, which may include termination of the perpetrator’s employment.
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 PP021 PRIVACY POLICY Overview of Policy The purpose of this policy is to ensure the privacy of all clients/trainees and employees/ trainers /partners of Orion, to comply with the National Privacy Policy Principles and to comply with the Privacy Act 1988, Public Records Act 2002 and the Freedom of Information Act 1991. Procedure Collection
 - Orion must not collect personal information unless the information is necessary for one or more of its functions or activities.
 - Orion must collect personal information only by lawful and fair means and not in an unreasonably intrusive way.
 At or before the time (or, if that is not practicable, as soon as practicable after) Orion collects personal information about an individual from the individual, the organisation must take reasonable steps to ensure that the individual is aware of:
 - the identity of Orion and how to contact Orion; - the fact that the individual is able to gain access to the information; - the purposes for which the information is collected; - the organisations to which Orion usually discloses information of that kind; - any law that requires the particular information to be collected; - the main consequences (if any) for the individual if all or part of the information
 is not provided. Where reasonable and practicable to do so, Orion must collect personal information about an individual only from that individual. If Orion collects personal information about an individual from someone else, Orion must take reasonable steps to ensure that the individual is or has been made aware, except to the extent that making the individual aware of the matters would pose a serious threat to the life or health of any individual. Use and Disclosure Orion must not use or disclose personal information collected for any purpose other than the primary purpose for which it was collected. Orion must take reasonable steps to protect personal information from misuse and loss and from unauthorised access, modification or disclosure and will destroy or permanently de-identify personal information no longer needed. Orion must not disclose personal information to external parties unless it has been consented to by the individual, is required by law or is necessary to prevent or lessen a serious and imminent threat to the life or health of an individual etc. Access Students may access their records upon request (NB 24 hour notice is required)
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 PP023 REFUND POLICY Overview of Policy The purpose of this policy is to outline Orion’s policy on refunds, prior to commencement and throughout the various stages of the Training. Orion’s refund policy is fair and reasonable to protect both Orion and the clients. Procedure Cancellation by the Client / Student: In the case of a cancellation, the client/student should contact Orion to discuss refund options. A letter will be sent to the client/student confirming the agreed arrangements. Any refund agreement detailed in this letter will supersede this policy. Cancellation of Training under a Qualification: If a refund is requested prior to the allocation of an assessor and ordering of resources, a partial refund will be given minus a $300 administration fee to cover costs already incurred by Orion. After this time, all cancellations will be subject to a $300 administration fee, plus costs for expenses incurred to the point of cancellation, including all assessor/trainer and resource costs. Cancellation of Training under User Choice: If a refund is requested prior to the commencement of training and a student has paid contribution fees a full refund will be paid. If the training has commenced then a proportionate refund will be given to the student. Where the employer has made additional payments then the following applies: If a refund is requested prior to the commencement of training and ordering of resources, a partial refund will be given minus a $300 administration fee to cover costs already incurred by Orion. After this time, all cancellations will be subject to a $300 administration fee, plus costs for expenses incurred to the point of cancellation, including all assessor/trainer and resource costs. Cancellation of Training under Certificate 3 Guarantee: If a refund is requested prior to the commencement of training and a student has paid student contribution fees a full refund will be paid. If the training has commenced then a proportionate refund will be given to the student based on the number of units of competency completed. The amount payable per unit of competency is published on Orion’s website.
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 Cancellation of Training under Higher Level Skills: If a refund is requested prior to the commencement of training and a student has paid student contribution fees a full refund will be paid. If the training has commenced then a proportionate refund will be given to the student based on the number of units of competency completed. The amount payable per unit of competency is published on Orion’s website. Cancellation of Recognition of Prior Learning: If a refund is requested prior to the allocation of an assessor and ordering of resources, a partial refund will be given minus a $300 administration fee to cover costs already incurred by Orion. After this time, all cancellations will be subject to a $300 administration fee, plus costs for expenses incurred to the point of cancellation, including all assessor/trainer and resource costs. Cancellation of Short Course: If a student cancels their enrolment in a short course due to timing, illness or work commitments then the enrolment including fees can be swapped to another day. The student must email or call Orion’s head office 24 hours prior to the commencement of the course. If the student fails to attend the course and does not notify Orion’s head office no refund will be given. Cancellation of Specials: If a refund is requested prior to the allocation of an assessor and ordering of resources, a partial refund will be given minus a $300 administration fee to cover costs already incurred by Orion. After this time, all cancellations will be subject to a $300 administration fee, plus costs for expenses incurred to the point of cancellation, including all assessor/trainer and resource costs. Note
 • Where a student is paying in instalments throughout the course, any fees due up until the date of cancellation will be charged.
 • If a student wishes to change enrolment to another course, any available refund
 is transferable to the new course. A second administration fee will be incurred. Cancellation by Orion: Should Orion cancel a course, students are entitled to a full refund or pro-rata adjusted refund or transfer of funds to another or future course depending on the student progression through the course. A statement of attainment will be issued to the student based on completion of units. Protection of fees paid in advance: All monies received are placed in a holding account and are not accessed until the course commences. A relevant proportion of fees paid for the course will remain in that account until the course is completed, to ensure pro-rata refunds for eligible students
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 PP024 FEES AND CHARGES POLICY Overview of Policy The purpose of this policy is to outline Orion’s fees and charges to ensure a consistent approach to trainees and clients by providing clear information before the trainee and client enter a contract with Orion. Procedure Payment Options: Payment can be made by cash, credit card, bank cheque or business cheque. Option 1: Full Payment of fees at the commencement of the course, if the full payment of the student fee is more than $1000 the student must choose either option 2 or option 3 in compliance with the standards for NVR Registered Training Organisation 2012 Option 2: Instalments – three even instalment are to be paid at the following milestones, no more than $1500 is to be paid in advance per student through the duration of the course. 1 – Upfront 2 – at the three month mark 3 – at the six month mark Option 3: Stratapay - $500 deposit is paid and then an agreed amount is direct debited from the clients account on a monthly basis. User choice payments Student contribution fees are charged in full at the rate specified on the User Choice Policy. Students are provided payments options based on their budget i.e. weekly or monthly instalments. Students holding a concession card are only charged 40% of the full fee – a copy of the card must be received before the discount is applied. Priority group students are not charged this fee in line with the User Choice Policy. There are no fee reductions available to any student. Each client will sign a Client Service Agreement outlining the particular payment option that has been agreed upon. Any variations to the above payment options will be detailed in the Client Service Agreement which supersedes this policy. Certificate 3 Guarantee Student contribution fees are charged in full at the rate specified on Orion’s website. Students are provided payments options based on their budget i.e. weekly or monthly instalments. Students holding a concession card are entitled to the concessional amount as published on Orion’s website – a copy of the current card must be received before the invoice is generated. There are no fee reductions available to any student. Higher Level Skills Student contribution fees are charged in full at the rate specified on Orion’s website. Students are provided payments options based on their budget i.e. weekly or monthly instalments. Students holding a concession card are entitled to the concession amount
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 as published on Orion’s website – a copy of the current card must be received before the invoice is generated. There are no fee reductions available to any student. Debt Collection Options: Friendly Reminder – At the end of each month a statement of amounts owing will be sent to all clients with any outstanding amounts in the form of a Friendly Reminder. Urgent Reminder – If payment of an invoice is not received within 30 days of issuing the accounts department will send an Urgent Reminder. Follow Up Phone Call - If payment of an invoice is not received within 45 days of issuing the accounts department will ring the client to see what the payment issue is. The Compliance Manager will be asked to call the client to see if the payment issue is a result of any problems with the training. The Compliance Manager will then collect relevant information to pass on to the CEO:- Contact person and phone number, training progression (how many units deemed competent), resources supplied and total amount of payments made. Suspension of Training – At 60 days the accounts department will refer the client to the CEO to decide whether to suspend all training. Assessment and Statement of Attainment: Two (2) attempts at an assessment are included in the tuition and assessment fees. Please consult the Student Handbook for fees payable if more than two (2) attempts are required. A qualification or statement of attainment, will be issued on completion of the qualification/ course. Reissue of a Qualification Fee If a student requests that their qualification be reissued there is a $75 reissue fee that must be paid before the qualification can be sent or collected. Statement of Assurance Fee Where a student requires a statement of assurance in order to gain BAS agent registration a fee of $75 must be paid in advance Orion’s Commitment to Delivery of Course: Orion Training and Performance Management Pty Ltd agrees that, once enrolment for a particular course is accepted, Orion will complete delivery of the course, or arrange for the student to complete the training with another nearby RTO with minimal disruption to the student.
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 PP025 ISSUING QUALIFICATION POLICY Overview of Policy This policy ensures Orion Training will issue a Qualification or Statement of Attainment to trainee’s it has assessed as competent in accordance with the requirements of the Training Package or Accredited Course. Procedure Issuing Qualifications and Statements of Attainment All students who are assessed as competent against nationally endorsed unit(s) of competency will be issued with a Statement of Attainment or Qualification. A Statement of Attainment will be issued where one or more competencies are achieved but the requirements for a full qualification have not been completed. A Qualification will be issued upon completion of all of the requirements for that qualification. Protocol Defining the Form of the Qualifications: All vocational education and training qualifications issued under the Australian Qualifications Framework will include the following elements:
 ü Orion name, logo and national provider number; ü Name of person receiving the qualification; ü Nomenclature as in the Framework e.g. Certificate I, Diploma; ü Industry descriptor, e.g. Engineering; ü Occupational or functional stream, in brackets, e.g. (Fabrication); ü National code of the qualification ü Date issued; ü Authorised signatory; ü The Nationally Recognised Training logo ü The words, ‘the qualification certified herein is recognized within the Australian
 qualifications Framework’; and ü Where appropriate, include the words, ‘achieved through Apprenticeship/
 Traineeship arrangements’. The qualification will also identify the units of competency from Training packages that have been achieved including the national code for each unit of competence. The level of consistency in the format required nationally is restricted to the name of the qualification being indicated first, followed by the word ‘in’ (for Certificates I’IV and Graduate Certificate) or the word ‘of’ (for Diploma, Advanced Diploma and Graduate Diploma) followed by the title. In the case of a general category and a more specific category the title should be written as the example below: Certificate III in General Category (specific if required)
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 Protocol Defining the Form of Statements of Attainment: All Statements of Attainment issued in the vocational education and training sector and issued by Orion will include the following elements:
 ü Orion name, logo and national provider number; ü name of person who achieved the competencies or modules; ü date issued; ü a list (and/or attached list) of competencies that have been achieved (or
 modules where no competencies exist) including the national code for each unit of competence;
 ü Name of Training package or Accredited course; ü AQF qualification partly completed (if more than one, the most relevant may be
 chosen); ü authorised signatory; ü the Statement of Attainment may also include the Nationally Recognised
 Training logo and the State/Territory Training Authority logo; ü the words ‘This Statement of Attainment is recognized within the Australian
 Qualifications Framework’. Delivery in a language other than English: Where delivery and assessment for a qualification or statement of attainment has been entirely in a language other than English, Orion must note the language of delivery on the qualification or statement of attainment. (Further guidance can be found in the NTQC policy on languages for delivering and assessing vocational education and training.)
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 PP027 RECOGNITION OF QUALIFICATIONS ISSUED BY OTHER RTOS
 POLICY Overview of Policy This policy acknowledges that Orion will recognise AQF qualifications and statements of attainment issued by any other RTO. Procedure Orion must recognise any AQF qualification or statement of attainment issued by another RTO and grant credit transfer or RPL as appropriate for competencies already achieved. Orion in accordance with privacy and confidentiality will only supply a copy of the AQF qualification or statement of attainment to any other RTO, no other assessment materials will be supplied to any other RTO’s. All clients and staff will be informed of this obligation via the student handbook or staff/contract trainer orientation.
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 PP034 CUSTOMISATION POLICY
 Overview of Policy The purpose of this policy is to set the methods to be used by employees and trainers to tailor training to meet the specific needs of trainees and clients by customising Training and Assessment Strategies and Training & Assessment Materials. This will include adding or substituting units of competency in accordance with the Training Package rules. This policy stands to comply with the Anti-Discrimination Act 1991, the Discrimination Disability Act 1992, Equal Opportunity Act 1986, the Industrial Relations Act 1999, the Racial Discrimination Act 1975, the Sex Discrimination Act 1984, the Workplace Relations Act 1996, the Training and Employment Act 2000, the Workplace Health and Safety Act 2011, the Commission for Children and Young People Act 2000 and the Invasion of Privacy Act 1971. Procedure Identify Organisation & Learner needs Prior to delivery of training within any organisation, the needs of that organisation and the individual student are to be determined. Methods: Each training package includes contextualisation guidelines which must be adhered to in customising training and assessment. Guidelines for customising accredited courses can be found in the AQTF “Guidelines for Course Developers”. Organisation needs: to be determined by using the Enterprise Profile form. Learner needs: to be determined using the Language, Literacy and Numeracy form and in consultation with the employer, student and an Orion representative Documented evidence is to be obtained at the time of consultation If required customisation of Training and Assessment Strategies and Training and Assessment Materials must occur prior to delivery
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 WHAT SHOULD YOU DO IF YOU HAVE A COMPLAINT?
 It should be remember that it’s always easier to resolve a conflict by dealing with it early.
 1. The first step is to speak calmly with the person perpetrating the offence,
 asking them to desist (or in the case of unfair assessment, to reconsider or give explanation for grade)
 2. If unresolved, contact Orion who will send you a complaint form to complete. Alternately, you may document your complaint in a letter. When recording, keep to the facts of your complaint, not just the emotion.
 3. Send your form or letter to Orion, keeping a copy for your records. Orion will investigate the incident and make a recommendation.
 4. If resolved, documentation will be filed in course records (you will be given a copy).
 5. If unresolved, a conference will be arranged and may include:
 • Orion representative;
 • Complainant;
 • Respondent;
 • Complainant’s Workplace Supervisor;
 • Or other parties as appropriate;
 6. If resolved, documentation will be filed in course record.
 7. If not resolved, (or at any time the complainant chooses) matters may be referred to a counsellor of Human Rights and Equal Opportunities Commission for help.
 8. Details of any outcomes and recommendations will be supplied to you in writing.
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 WHAT SHOULD YOU DO TO MAKE AN APPEAL?
 An appeal is making an earnest request for the revision of an outcome or recommendation (of a previous complaint) given by
 a staff member of Orion, which requires action or response.
 1. The first step is to speak calmly with your Orion contact person, asking them to explain Orion’s assessment of your original complaint. Take the time to discuss this written assessment as to be sure what the outcome precisely means.
 2. If unresolved, Orion will send you an appeal form for you to complete. Send this form back to Orion and keep a copy of the appeal for your records. When recording the appeal, keep to the facts of your case, not just the emotion.
 3. Given a copy.)
 4. If unresolved, the matter will be referred to the appropriate external regulatory body for investigation and a decision will be made.
 5. At any time, matters may be referred to a counsellor of Human Rights and Equal Opportunities Commission for help.
 6. Details of any outcomes and recommendations will be supplied to you in writing.

Page 40
						

Orion Training RTO 30915
 Version 4.0 March 2017 Page 40 of 41
 The Ultimate Learning Experience
 Thank you for undertaking your training with Orion Training.
 We advocate the process of lifelong learning and trust you will enjoy the training process and outcomes achieved.
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 CONTACT DETAILS
 ORION TRAINING Accounts Department [email protected]
 Operations Manager [email protected]
 General Enquiries [email protected]
 CEO [email protected]
 Postal Address PO Box 6123, Fairfield Gardens Qld, 4103
 Street Address Unit 11B/44 Station Rd, Yeerongpilly Qld, 4105
 Phone 07 3392 7055
 Fax 07 3392 7955
 Website www.oriontraining.edu.au
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