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Welcome

Welcome & Overview

Welcome to Workforce Training Group — a proudly Perth-based Registered Training
Organisation (RTO 46093) offering both accredited and non-accredited training to help
individuals build confidence, gain practical skills, and take the next step in their
employment journey.

Whether you're new to the workforce, looking to upskill, or seeking to meet job-specific
requirements, we’re here to support your success. Our accredited courses include
White Card, Traffic Control, RSA, and First Aid — all designed to meet current industry
and regulatory standards. We also offer non-accredited, hands-on training such as our
Barista Essentials, focused on giving you practical, transferable skills employers value.

Training is delivered face-to-face, online, or through blended learning — and our
experienced trainers are committed to creating an engaging, inclusive, and supportive
learning environment for everyone.

This handbook outlines key information about your training, including your rights and
responsibilities, important policies, and the support services available to help you
achieve your goals. Please take a few minutes to review it before commencing your
course.

We’re excited to welcome you and look forward to being part of your learning journey.

Our Mission

At Workforce Training Group, our mission is to provide high-quality accredited and non-
accredited training that builds confidence, enhances employability, and equips learners
with the practical skills needed to thrive in today’s workforce.

Acknowledgement of Country

Workforce Training Group acknowledges the Traditional Custodians of the land on
which we live, learn, and work. We pay our respects to Elders past and present, and
extend that respect to all Aboriginal and Torres Strait Islander peoples today.

Contact Information

Phone: 1800 848 882

Email: info@workforcetraining.com.au

Website: www.workforcetraining.com.au

Address: Unit 15, 139 Newcastle St, Perth, WA 6000
Postal address: PO Box 8096, PERTH BC, WA, 6849
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How to find us

ow to find our Northbridge office:

Address: 139 Newcastle St, Northbridge, 6000, WA

We're located on Level 2 inside Building 139
(Please note: There is no external signage for our office due to building restrictions)

- Once inside the building: Head to the Level 2 via the lift or stairs.

Please click here for Google Maps Directions
https://maps.app.goo.gl/qtEHWT3unogWD9R47

Your Learning Experience

At Workforce Training Group, we specialise in delivering short, focused training courses
that give you the skills and knowledge you need. Whether you're completing an
accredited unit or participating in a hands-on workshop, your learning experience is

designhed to be clear, practical, and supportive from start to finish.

What You Can Expect:

A welcoming and inclusive training environment

Our courses are designed to support learners from all backgrounds and
experience levels.

Experienced, industry-relevant trainers

Our trainers are qualified professionals with real-world experience who focus on
making your learning engaging and job-relevant.

Practical and interactive sessions

We focus on real-world application, not just theory. You’ll participate in
demonstrations, group discussions, and hands-on tasks wherever possible.
Flexible formats

Many of our courses are offered face-to-face, online, orin blended formats to
suit your schedule and learning style.
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What We Expect from You:

To help you get the most from your course, we ask that you:

e Arrive on time and be ready to participate

e Respectothersinthe learning environment

e Notify us of any challenges or special support needs

e Complete required activities honestly and to the best of your ability
e Follow all health and safety instructions provided by your trainer

We’re Here to Support You

Short courses move quickly, but we understand that everyone learns at a different pace.
If you need help with understanding course content, language or literacy, assessments,
or anything else — please talk to your trainer or contact our admin team. We’re here to
help.

Your Rights and Responsibilities

At Workforce Training Group, we are committed to providing a safe, respectful, and
inclusive environment for every learner. Understanding your rights and responsibilities
helps ensure a positive learning experience for you and others.

Your Rights as a Learner
As a learner, you have the right to:
¢ Be treated with respect, fairness, and dignity
¢ Learnin a safe, inclusive, and supportive environment

e« Receive accurate and timely information about your course, including
assessment requirements and outcomes

e Be assessed fairly, with opportunities for feedback and reasonable adjustment if
required

e Access learning support services, including help with language, literacy,
numeracy, or digital skills

¢ Have your personal information protected in accordance with our Privacy Policy

¢ Make a complaint or appeal a decision without fear of discrimination or
disadvantage
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Your Responsibilities as a Learner

By enrolling in training with Workforce Training Group, you agree to actively contribute to
a safe, inclusive, and respectful learning environment. As a learner, you are expected to:

o Treatall trainers, staff, and fellow learners with respect, courtesy, and fairness

e Refrain from any form of discrimination, harassment, bullying, or disruptive
behaviour

e Participate actively in all training and assessment activities, and attend sessions
punctually

¢ Follow instructions from staff and trainers, especially those related to health,
safety, and wellbeing

o Take responsibility for completing and submitting your own work with honesty
and integrity

¢ Inform us as early as possible if you are unable to attend, need extra support, or
wish to withdraw

e Comply with all policies and procedures outlined in this handbook, including
behavioural and academic expectations

e Use mobile phones or personal devices only when permitted, so as not to
disrupt the learning environment

e Dress appropriately and maintain hygiene standards when attending face-to-
face training

¢ Respectthe training venue, equipment, and shared learning spaces

Engage constructively in group activities and contribute to a positive classroom
culture

Workforce Training Group is committed to providing an environment free from
discrimination, harassment, and victimisation. Serious misconduct, including unsafe,
disrespectful, dishonest, or unlawful behaviour, may result in disciplinary action or
cancellation of enrolment.

If you experience or witness any behaviour that affects your safety or learning
experience, please speak to your trainer or contact our support team. All concerns will
be treated seriously and handled with confidentiality.
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Trainer and RTO Responsibilities

Workforce Training Group is committed to delivering quality training and assessment
services in a safe, inclusive, and supportive environment. As a Registered Training
Organisation (RTO 46093), we have a responsibility to:

e Deliver training and assessment in accordance with the principles of fairness,
flexibility, validity, and reliability

e Ensure trainers and assessors are qualified, experienced, and current in the
industry and the units they deliver

¢ Provide clear and accurate information about the course, including content,
assessment requirements, and outcomes

¢ Maintain a learning environment that is free from discrimination, harassment,
and bullying

e Support learners’ individual needs through reasonable adjustment and learner
support services where applicable

¢ Ensure access to appropriate facilities, resources, and equipment for both
accredited and non-accredited training

¢ Handle enrolments, withdrawals, complaints, and appeals in a timely and
transparent manner

e Issue certificates or Statements of Attainment in line with national requirements
and within a reasonable timeframe following completion

¢ Protect learners’ personalinformation in accordance with relevant privacy
legislation

We are committed to continuous improvement and welcome feedback from learners to
ensure our training remains relevant, engaging, and responsive to industry and
community needs.

Access and Equity

Workforce Training Group is committed to providing inclusive training and assessment
services that meet the diverse needs of all learners. We ensure every individual is
treated fairly and respectfully, regardless of age, gender, cultural background, ability,
religion, language, sexuality, or personal circumstances.

We believe everyone deserves equal opportunity to participate in training and to
succeed. If you have specific needs that may affect your ability to access or participate
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fully in a course, we encourage you to speak with us before or during your training so we
can make reasonable adjustments where possible.

Examples of how we support access and equity include:
¢ Providing clear course information in plain English
o Offering flexible learning formats where possible

¢ Making reasonable adjustments to training or assessment for learners with
disabilities, learning difficulties, or other support needs

e Maintaining a respectful learning environment that is free from discrimination,
bullying, and harassment

e Ensuring staff are trained to support diverse learner needs and respond to issues
with sensitivity and professionalism

We aim to create a space where every learner feels safe, valued, and supported to
achieve their goals. If you have any questions or would like to request support, please
contact your trainer or our administrative team.

Working with Children

Workforce Training Group is committed to creating safe, respectful, and inclusive
learning environments for all participants. While our training programs are designed for
adult learners and we do not routinely deliver courses to individuals under the age of 18,
we uphold strong standards around learner safety and professional conduct.

In the event that a minor does enrol in one of our courses, Workforce Training Group will
ensure appropriate supervision, duty of care, and child-safe practices are followed in
line with the National Principles for Child Safe Organisations.

We are committed to:

¢ Providing a learning environment that is free from harm, discrimination, or
inappropriate behaviour

e Maintaining clear professional boundaries between staff and learners
¢ Responding to any concerns raised about learner safety or wellbeing

e Escalating issues appropriately, including to external support or reporting
agencies where required

If a learner under 18 is enrolled, appropriate parental consent and supervision
arrangements will be put in place. Please contact our office if you have any questions
about enrolment for a minor or our safety provisions.
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Learner Handbook V1.3



(

V WORKFORCE TRAINING GROUP
Child Safety Statement

Workforce Training Group supports the rights of all children and young people and is
committed to their safety, wellbeing, and protection. We will act without hesitation to
ensure a child-safe environment whenever minors are present in our training programs.

Reasonable Adjustment

Workforce Training Group recognises that each learner has different needs,
backgrounds, and circumstances. We are committed to ensuring that all learners have
fair and equitable access to training and assessment by making reasonable
adjustments where required and appropriate.

Reasonable adjustment refers to modifications or support provided to learners with
additional needs — such as disability, medical conditions, learning difficulties,
language barriers, or temporary injury — to help them participate in training on the
same basis as others.

Adjustments may include, but are not limited to:

Extra time to complete assessments

o Use of assistive technology or modified learning materials

e Alternative assessment formats (e.g. verbal responses instead of written)
e Adjustments to physical access or seating arrangements

e One-on-one support or coaching where appropriate

All reasonable adjustments must maintain the integrity of the competency standards
being assessed and must not compromise the learning outcomes of the course.

If you believe you require adjustments to support your learning or assessment, please
notify your trainer or contact our support team as early as possible. We will work with
you to discuss suitable options while ensuring compliance with training requirements
and safety standards.

Requests for adjustment are handled respectfully, confidentially, and in accordance
with relevant legislation including the Disability Discrimination Act 1992 and Standards
for RTOs 2025.
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Learner Support and Welfare

At Workforce Training Group, we are committed to supporting all learners to succeed —
both during their training and in preparation for employment. We recognise that learners
come from diverse backgrounds and may face personal, educational, or language-
related challenges that affect their ability to participate.

We provide a supportive environment where learners are encouraged to seek help early.
Our staff and trainers will take the time to listen and offer reasonable support, or refer
you to external services where appropriate.

Support may include:

e Clarifying training or assessment requirements

Language, literacy, numeracy, or digital literacy assistance
¢ Additional explanation or flexible delivery options

o Referrals to community, mental health, or welfare services
e Assistance with time management or study planning

e Help accessing results or certificates

Our short courses often move quickly, so it's important that you communicate any
challenges early. We will always treat your concerns with respect and confidentiality.

If you feel unsure, overwhelmed, or are experiencing a personal issue that’s impacting
your learning, please speak to your trainer or contact our admin team.
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International Student Visa Holders

Courses Exempt for Overseas Students with an Australian Student Visa

Under the Education Services for Overseas Students (Exempt Courses) Instrument
2021, certain short courses may be undertaken by Student Visa holders, provided they
are considered supplementary to the student’s main CRICOS-registered program of
study.

Workforce Training Group is not a CRICOS-registered provider and therefore cannot
enrol Student Visa holders in full qualifications or long-term training. However, the
following short courses are exempt and may be delivered to Student Visa holders:

e CPCWHS1001 - Prepare to Work Safely in the Construction Industry (White
Card)

e SITHFABO21 - Provide Responsible Service of Alcohol (RSA)
e HLTAIDO11 - Provide First Aid
e HLTAIDOO9 - Provide Cardiopulmonary Resuscitation (CPR)

These courses are typically short in duration and intended for employment purposes
while living in Australia. A full list of currently exempt courses is available on the
Australian Government Department of Education website:
https://www.education.gov.au/international-education/resources/supplementary-
courses-instrument

If you currently hold a Student Visa, you must advise us before or during the enrolment
process. If itis determined that you are enrolling in a course that is not exempt, we will
be unable to accept your enrolment.

If you are unsure of your eligibility, please check your visa conditions with the
Department of Home Affairs or contact our team for guidance before enrolling.
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Training and Assessment

At Workforce Training Group, we are committed to delivering quality training that is
practical, engaging, and alignhed to industry expectations. Whether you're completing an
accredited unit such as White Card, RSA, or First Aid, or participating in a non-
accredited workshop like Barista Essentials, your course has been designed to support
real-world learning outcomes.

Our Approach

Training is delivered in a variety of formats including face-to-face, online, or blended
delivery. Our trainers use demonstrations, guided practice, group discussion, and visual
resources to help you build confidence and apply what you learn.

For accredited training, assessment is conducted against the national competency
standards using a range of methods that may include:

e Practical tasks and observations
e Shortwritten questions or quizzes
¢ Verbal questioning

e Simulated work scenarios

You will be given clear instructions, access to all required materials, and multiple
opportunities to ask questions before and during assessment.

Assessment Principles

All assessments at Workforce Training Group are conducted in accordance with the
principles of:

e Fairness -you’ll be informed about what to expect and can request support or
reasonable adjustment.

o Flexibility — we offer assessment options that suit different learning needs,
delivery modes, and learner backgrounds.

o Validity — assessments align directly with the skills and knowledge outlined in
the unit of competency.

+ Reliability — our trainers and assessors use consistent, industry-aligned
standards to assess all learners fairly.

Competency-Based Outcomes

Workforce Training Group RTO 46093 Page 13 of 35
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For nationally recognised training, your performance will be assessed against the
requirements of each unit of competency. The result of each assessment will be
recorded as one of the following:

e Competent (C): You have successfully demonstrated all required skills and
knowledge.

e NotYet Competent (NYC): You have not yet demonstrated the required elements
of the unit.

If you receive a Not Yet Competent result, your trainer will:
 Provide feedback on the areas needing improvement, and

o Offeryou the opportunity to re-attempt the assessment task within the course
time frame.

You are allowed up to three (3) reassessment attempts per unit at no additional cost. If
further reassessment is required beyond this, additional training or fees may apply.
These will be discussed with you in advance.

We encourage you to seek clarification and support from your trainer if you need help
preparing for reassessment.

Online Courses

Workforce Training Group offers flexible online learning options for some of our
accredited and non-accredited courses. Online training allows you to complete
coursework at your own pace, from the comfort of your home or workplace, while still
receiving quality support from our trainers and admin team.

This section outlines key information and expectations for learners completing an
online or blended course.

Accessing the Online Course
Once your enrolment is confirmed, you will receive an email with:
e Instructions for accessing your Learner Portal
e Login credentials (if applicable)
e Alinkto beginyour course
e Contact details for support

Please log in as soon as possible after receiving your confirmation to ensure you can
access all required content.

Workforce Training Group RTO 46093 Page 14 of 35
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What You’ll Need

To complete an online course, you’ll need:
o Areliable internet connection
e Adevice such as a desktop computer, laptop, tablet, or smartphone
¢ A modernweb browser (e.g., Chrome, Firefox, Safari)
e Speakers or headphones (for video or audio content)
e Aquiet space to complete assessments if required
Learner Responsibilities
Online learners are expected to:
e Loginregularly to progress through the course
e Complete all required learning and assessment activities
e Submit work independently, honestly, and on time
o Seek help early if facing difficulties

If your course has a due date or completion window (e.g., 8 weeks), this will be
communicated clearly during enrolment.

Assessment and Feedback
Assessment tasks are completed online through your Learner Portal. This may include:
e Quizzes
e Short answer questions
e« Video demonstrations (where required)
¢ Uploading evidence (e.g., scanned documents or photos)

Feedback is usually provided within 3-5 business days of submission. If you are marked
Not Yet Competent, you will be given feedback and a chance to reattempt.

Academic Integrity

All assessments must reflect your own understanding and work. Using Al tools or third
parties to complete assessments may be considered a breach of academic integrity
and may lead to reassessment or disciplinary action.

If unsure how to complete a task, contact your trainer or our admin team for guidance.
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Support for Online Learners
Support is available throughout your training journey. If you need help with technical
issues, course queries, or learning support, you can contact us via:

e Email: info@workforcetraining.com.au
e Phone: 1800 848 882

Our team is available Monday to Friday, from 8:30am to 4:30pm (AWST) to ensure you
have the guidance and support you need to succeed.

Enrolment Process

At Workforce Training Group, we aim to make the enrolment process straightforward
and accessible for all learners. Our courses are open to individuals who meet the entry
requirements for the specific training they wish to undertake.

How to Enrol
You can enrolin a course via:
e Ourwebsite: www.workforcetraining.com.au
o Phone: 1800 848 882
¢ Inperson at our Northbridge office
To complete your enrolment, you may be asked to provide:
e Your full name and date of birth
e Contact details (email and phone number)
e Anyrelevantidentification (e.g., driver's licence or passport)
e Unique Student Identifier (USI) for accredited training
e Payment or confirmation of funding (e.g., CTF, employer payment)
Once your enrolment is confirmed, you will receive a confirmation email with:
e Course name, date, start and finish times
e Your booking ID and key instructions
e Alinkto create and log into your learner portal
e Alink to complete your enrolment form and LLND check

e Directions to our training venue (including a Google Maps link)
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Please ensure you bring valid photo ID (e.g., passport or driver’s licence) on the day of
training. Without ID, you will not be permitted to attend.

Entry Requirements

Some courses have specific prerequisites or eligibility requirements. These are clearly
listed on the course information page or will be explained during enrolment. It is your
responsibility to ensure you meet the entry conditions before attending.

If you're unsure whether a course is right for you, please contact us for advice before
enrolling.

Student Visa Holders

If you are an international student on a Student Visa, please refer to the section titled
“Student Visa Holders” in this handbook. Only specific exempt short courses can be
offered to Student Visa holders under Australian law.

Unique Student Idenifier (USI)

A Unique Student Identifier (USI) is a reference number that gives you access to a
secure online record of your nationally recognised training in Australia. If you are
enrolling in a nationally accredited course with Workforce Training Group, such as White
Card, RSA, or First Aid, you are required to provide a valid USI.

Why you need a USI
The USI enables you to:
e Accessyour training records and certificates in one place

e Share your training history with employers or other registered training
organisations

e Ensure that you receive your certificate following successful completion of your
course

How to create a USI

If you do not already have a USI, you can create one by visiting www.usi.gov.au and
following the instructions. You will need to provide a valid form of identification, such as
a passport, Medicare card, driver’s licence, or birth certificate.

Creating a USl is free and only takes a few minutes.
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When to provide your USI
You will be asked to provide your USI during the online enrolment process or at the time

of your course check-in. Please ensure you have your US| ready before the course
starts.

If you have forgotten your USI, you can look it up at www.usi.gov.au/students/find-your-
usi

Please note: learners who do not provide a valid USI cannot be issued with a certificate
for accredited training.

LLN (Language, Literacy, Numeracy & Digital Skills)

Workforce Training Group is committed to supporting the diverse needs of our learners,
including those who may require assistance with language, literacy, numeracy, or digital
(LLND) skills.

To ensure that you are able to fully participate in training and assessment, you may be
asked to complete a short LLND self-assessment prior to your course. A link to this
LLND check will be provided in your booking confirmation email.

The purpose of the LLND check is to help identify whether additional learning support
may be helpful. It is not a test and will not affect your eligibility to enrol. Based on your
responses, a member of our team may contact you to discuss support options tailored
to your individual learning needs.

Your trainer will be informed of any identified support needs before the course begins,
allowing them to prepare accordingly. Support may include:

e Additional time to complete written tasks

e The use of a support person or reader during assessment
e Accessto a qualified LLN specialist

o« Referralto an external support program, if appropriate

Please note that while we aim to provide inclusive and flexible support, some additional
assistance may incur extra fees depending on the level required. Any additional charges
will be discussed with you prior to implementation.

As part of our enrolment process, it is important to understand the language
requirements for successful participation.
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To participate in your chosen course, you must be able to speak and understand English
well enough to engage in training and complete assessments. If you are confident in
your English skills, you may proceed with the enrolment process.

If you believe you may need additional assistance, you can request a short verbal LLN
assessment with one of our trainers prior to your course. This verbal assessment is free
of charge and designed to help us determine the best way to support your success.

Click here to request a verbal LLN assessment.

If you have concerns about your ability to complete the course or would like to discuss
learning support, please contact our team as early as possible.

Recognition of Prior Learning (RPL)

Recognition of Prior Learning (RPL) is a process that allows you to have your existing
skills, knowledge, and experience assessed against the requirements of a unit of
competency or course, without needing to complete additional training.

If you have relevant experience—whether through work, volunteering, previous training,
or life experience—you may be eligible to apply for RPL. The process involves gathering
evidence to demonstrate that you meet the outcomes of the unit(s), such as resumes,
reference letters, previous certificates, work samples, or job descriptions.

Workforce Training Group will provide guidance on the types of evidence required and
assess your application fairly and in accordance with the national standards.

How to apply:

If you believe you may be eligible for RPL, please contact us before you enrol. A trainer
or assessor will discuss your experience and provide an RPL kit or further instructions
for submitting your evidence.

Note: Fees may apply for RPL assessments depending on the unit and complexity of
evidence review. This will be clearly outlined before you proceed.

Credit Transfer

Credit Transfer is available to learners who have previously completed the same unit(s)
of competency through another Registered Training Organisation (RTO). It allows you to
receive credit toward your current training without needing to repeat the same learning
or assessment.

To apply for Credit Transfer, you will need to provide:
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e Acopy of your Statement of Attainment or Record of Results, showing the exact
unit code and title

e The name and RTO number of the training provider where you completed the
course

All documents must be verified as authentic before credit can be granted. There is no
fee for Credit Transfer.

How to apply:

If you have completed a unit that you believe may be eligible for Credit Transfer, please
advise us during enrolment or before your course commences. Our team will guide you
through the process.

Plagiarism and Academic Integrity

At Workforce Training Group, we are committed to upholding the principles of honesty,
integrity, and fairness in all assessment processes. As a learner, you are expected to
complete your own work and demonstrate your knowledge and skills honestly.

What is Plagiarism?

Plagiarism is the act of presenting someone else’s work, ideas, or words as your own
without proper acknowledgment. This may include:

e Copying text from websites, books, or other learners

e Submitting work written by someone else

e Using Al-generated content without approval or citation

e Reproducing assessments or practical work that was not completed by you
Plagiarism is a form of academic misconduct and is taken seriously.
What is Academic Integrity?

Academic integrity means producing your own work, being honest about the sources
you use, and demonstrating the skills and knowledge you have personally acquired. This
includes:

¢ Following instructions during assessments
e Citing sources or support tools where required
e Asking for help when unsure, rather than copying or guessing

You are welcome to use notes, templates, or support tools where permitted by your
trainer, but you must not present someone else’s work as your own.
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Consequences of Academic Misconduct
If plagiarism or dishonest conduct is identified:
¢ You may be asked to reattempt the assessment task
e You may be issued with a Not Yet Competent (NYC) result

e Repeated or serious breaches may result in disciplinary action or withdrawal
from the course

We understand that some learners may unintentionally breach academic integrity. If
you're ever unsure about how to complete an assessment correctly, please speak with
your trainer or ask for clarification.

Maintaining academic integrity helps ensure that your qualification is credible and
reflects your real ability — which benefits you and future employers.

Use of Artificial Intelligence (Al)

Workforce Training Group recognises that artificial intelligence (Al) tools, such as
ChatGPT, Grammarly, or translation applications, are increasingly used to support
learning. While these tools can assist with grammar, spelling, and drafting ideas, itis
essential that learners maintain academic integrity and complete assessments based
on their own knowledge and understanding.

Permitted Use of Al

Learners may use Al tools for:
¢ Improving spelling, grammar, or formatting in written tasks
e Clarifying instructions or definitions in plain English

e Practising verbal questions or checking understanding (e.g., using flashcards or
examples)

Not Permitted

Al tools must not be used to:
¢ Generate assessment answers or complete practical tasks on your behalf
e Paraphrase or rewrite large sections of content without your input
e Submitwork that does not reflect your personal knowledge or ability

Assessments must be your own work. Using Al to generate answers may be considered
plagiarism or academic misconduct.

Workforce Training Group RTO 46093 Page 21 of 35
Learner Handbook V1.3



(

V WORKFORCE TRAINING GROUP

Trainer Guidance

If you wish to use Al tools for learning support, speak with your trainer first. They can let
you know what is appropriate for your course and whether it aligns with assessment
conditions.

Our goalis to ensure that assessments accurately reflect your capabilities, so
employers and industry can trust the outcome of your training.

Transition of Superseded Courses

Some of our nationally recognised short courses are based on training units that may
occasionally be updated by national training authorities.

If a unit of competency is superseded (replaced), Workforce Training Group will:
¢ Notify affected learners as soon as possible
¢ Allow completion within the teach-out period (usually 12 months) if appropriate
o Offer a transition to the new unit at no extra cost if required

Due to the short duration of our courses, most learners complete training before a
transition is needed. However, this clause ensures that any delays, resubmissions, or
reissue scenarios remain compliant with the current training standards.

Please contact us if you have any concerns about training package changes.

Course Completion & Certification

Workforce Training Group is committed to issuing certification that is timely, accurate,
and fully compliant with national standards.

Nationally Recognised Training

For accredited training (such as White Card, Traffic Control, RSA, and First Aid), learners
who successfully complete the required training and assessment will receive a:

o Statement of Attainment for each nationally recognised unit of competency
completed.

To receive your Statement of Attainment:
¢ You must be assessed as competentin all required components of the course
¢ You must provide a valid Unique Student Identifier (USI)

e Allcourse fees must be paid in full
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Statements of Attainment are usually issued via email within 3 business days of course
completion, and no later than 30 calendar days, in accordance with the Standards for
RTOs 2025.

Main Roads WA Accreditation

If your course includes Main Roads WA Basic Worksite Traffic Management and/or
Traffic Controller accreditation, you will receive a Main Roads WA Certificate of
Accreditation in addition to your Statement of Attainment. This confirms you are eligible
to work on roadworks in WA in accordance with Main Roads requirements.

Non-Accredited Courses

For non-accredited training (such as our Barista Essentials course), you will receive a
Certificate of Participation. While this is not nationally recognised under the AQF, it
serves as evidence of your attendance and practical skill development.

Certificates of Participation are also issued electronically following course completion.

Printed copies of all accreditations are available by request.

Replacement Certificate Requests

If you have lost or misplaced your certificate — whether a Statement of Attainment for
an accredited course or a Certificate of Participation for a non-accredited course — you
may request a replacement by contacting Workforce Training Group.

To request a replacement certificate:

* Submit your request in writing via email to info@workforcetraining.com.au

¢ Include your full name, date of birth, course name, and the date or approximate month
of course completion

¢ Allow up to 5 business days for processing

Replacement Fees:
e A digital replacement certificate (PDF) is provided at no charge
e A printed and posted certificate may incur a $15 administration and postage fee

Please note: We may require identity verification before reissuing a certificate.
Replacement certificates will only be issued if your original enrolment and completion
records can be located in our system. If we are unable to verify your course completion,
we will contact you to discuss options.
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Access to Training Records

Workforce Training Group maintains secure records of your enrolment, training,
assessment, and certification outcomes in accordance with national regulatory and
privacy requirements.

Requesting Access

You have the right to access your personal training records, including:
e Enrolment details
e Assessment outcomes
o Statements of Attainment or Certificates issued

To request access:
e Submit a written request via email to info@workforcetraining.com.au
¢ Include your full name, date of birth, and the course(s) you completed
e Allow up to 5 business days for your request to be processed

Privacy and Security

Your records are protected in accordance with our Privacy Policy. Access will only be
granted to you or an authorised representative (with your written consent). We do not
release records to third parties without permission, unless required by law.

Records of nationally recognised training and certification are retained for a minimum of
30 years from the date of completion, in accordance with the Standards for RTOs 2025.
Non-accredited course records are also stored securely for 12 months, to support
learner enquiries.

We recommend keeping your issued certificates and Statements of Attainment in a safe
location, as these documents are valuable evidence of your training and qualifications.
Should you misplace a certificate or require official confirmation of your training, our
records enable us to assist you promptly and accurately.

If you have any concerns about the privacy or accuracy of your records, please contact
our team for further assistance.
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Policies and Administration

Fees, Refunds and Transfers

WORKFORCE TRAINING GROUP

At Workforce Training Group, we understand that plans can change. Our refund and
transfer policy is designed to be fair and transparent while balancing the administrative
costs and scheduling involved in course delivery.

Refund Policy

Partial Refund
Course Type Full Refund No Refund
(50%)
Written notice provided at least 2 .
Half or Full Day . . Less than 2 working
working days before the course ||Not applicable , .
Courses days' notice
start date
Written notice provided at least 5 . .
Longer Courses . 3-4 working Less than 3 working
working days before the course . .
(2 days or more) days' notice days' notice
start date
. . Once the course
Online Courses ||Course not commenced Not applicable
has commenced

Refunds requested through Stripe will be processed minus the non-refundable Stripe
payment processing fee.

Transfer Policy

You may request to transfer to another available course under the following conditions:

Course Type

Transfer Allowed

Transfer Not
Allowed

Half or Full Day
Courses

Written notice provided at least 2 working
days prior to the course start date

Less than 2 working
days' notice

days or more)

Longer Courses (2

Written notice provided at least 5 working
days prior to the course start date

Less than 3 working
days' notice

Online Courses

Written notice provided at least 2 working
days prior to the course start date

Less than 2 working
days' notice
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Other Refund/Transfer Conditions

o Non-Attendance: No refunds or transfers will be issued for failure to attend
without notice.

¢ Illness or Exceptional Circumstances: Transfers may be approved if you are
unwell and provide a medical certificate. Other exceptional situations may be
considered on a case-by-case basis — please contact us as early as possible.

If you are unsure whether you are eligible for a refund or transfer, please contact our
administration team at info@workforcetraining.com.au or 1800 848 882.

Complaints and Feedback

Workforce Training Group is committed to providing high-quality training and services.
However, we understand that from time to time, issues may arise regarding our services,
training delivery, assessment decisions, or staff conduct. All complaints and appeals
are taken seriously and handled fairly, confidentially, and in a timely manner.

This process applies to:

o Complaints related to training, assessment, facilities, customer service, or staff
conduct

e Complaints about third parties delivering services on our behalf
e Appeals against assessment outcomes or administrative decisions
Complaints and Appeals Process:

1. Informal Resolution

Where appropriate, learners are encouraged to resolve concerns informally by
discussing the issue directly with the person(s) involved. This may include speaking with
your trainer or contacting our office staff to clarify or resolve the matter.

2. Lodge a Formal Complaint or Appeal

If informal resolution is not possible or satisfactory, you may submit a formal complaint
or appeal in writing. To do so, email us at info@workforcetraining.com.au or request a
Complaints and Appeals Form from our team.

Your written request should include:
e Your name and contact details
e Acleardescription of the issue
e Any steps you have taken to resolve it

e The outcome you are seeking
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3. Acknowledgement
You will receive written acknowledgement of your complaint or appeal within 5
business days of it being received.

4. Investigation

Your concern will be reviewed by a senior staff member who was not directly involved in
the matter. For assessment appeals, a suitably qualified assessor who was not part of
the original decision will review the evidence and make an independent judgement. You
may be accompanied by a support person during any meetings or discussions related to
your complaint or appeal.

5. Outcome

You will receive a written outcome within 10 business days. If the matter is complex or
requires additional time, you will be informed in writing with regular progress updates. If
the resolution takes longer than 60 calendar days, we will explain why and keep you
informed of ongoing progress.

6. Further Action

If you are not satisfied with the outcome, you may request a review by an independent
external mediator. If required, Workforce Training Group will provide information about
external dispute resolution services. The cost of an independent review will be
discussed and agreed upon in advance.

If allinternal and external avenues have been exhausted and you still feel the issue has

not been resolved fairly, you may contact the National Training Complaints Hotline on
1800 000 674 or lodge a complaint with the Australian Skills Quality Authority (ASQA)
via their website.

Feedback

Workforce Training Group values your feedback as an essential part of our continuous
improvement process. Whether it's a compliment, suggestion, or constructive
comment, your input helps us refine our courses, enhance support services, and
improve the overall learner experience.

You are encouraged to provide feedback at any stage of your training. This can be done:
e Verbally with your trainer or administrative team
e Byemail to info@workforcetraining.com.au
e Through post-course evaluation surveys
¢ Viathe nationally endorsed Learner Satisfaction Survey (where applicable)

We also welcome public feedback through platforms like Google Reviews. If you’ve had
a positive experience and would like to share it publicly, you're invited to leave a review.
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While optional, these reviews help others learn about our services and support our
reputation in the community.

Please note: Public reviews are not monitored for complaints. If you have concerns
requiring a resolution or response, please use the formal Complaints and Appeals
process outlined above.

Assessment Appeals

Workforce Training Group is committed to ensuring that all assessments are conducted
fairly, consistently, and in line with the principles of competency-based training and
assessment. If you are not satisfied with an assessment outcome, you have the right to
appeal the decision.

Informal Resolution

If you disagree with an assessment result, you are encouraged to first speak with your
trainer. They will explain the assessment outcome and may offer feedback or a
reassessment opportunity if appropriate.

Formal Appeal Process

If the issue cannot be resolved informally, you may submit a formal appeal. This must
be done in writing and should include:

e Your name and course details

e The unit ortask being appealed

e Thereasonyou believe the assessment outcome is incorrect or unfair
e Anysupporting evidence

To submit an appeal, email info@workforcetraining.com.au or request a copy of the
Complaints and Appeals Form from our team.

You will receive an acknowledgement within 5 business days. Your appeal will be
reviewed by a qualified assessor who was not involved in the original assessment
decision. This ensures impartiality and fairness.

Appeal Outcomes

The outcome of your appeal will be provided in writing within 10 business days, unless
further investigation is needed. If additional time is required, we will notify you and
provide regular updates.
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If you remain dissatisfied with the outcome, you may request an independent review by
a suitably qualified third-party. We will provide guidance on this process, including any
applicable costs, which will be discussed in advance.

Privacy and Data Collection

Workforce Training Group collects and manages learner information in accordance with
the Privacy Act 1988 (Cth), the Australian Privacy Principles (APPs), and the Standards
for RTOs 2025. We are committed to protecting your personal information and ensuring
that it is used appropriately and securely.

We collect personal data during the enrolment process and throughout your course to
support training delivery, certification, and regulatory reporting. This may include your
name, contact details, date of birth, Unique Student Identifier (USI), training outcomes,
payment status, and emergency contact information.

Copies of identification (such as a driver's licence or passport) will only be retained
where itis a course requirement, such as Main Roads WA accreditation or for verifying
eligibility for government funding. If retained, ID copies are securely stored in
accordance with our data protection protocols.

We use secure systems such as aXcelerate, our learning management system, and
other regulated platforms to store and manage your information. Only authorised staff
have access to these systems.

We are required to share certain training information with relevant third parties,
including:

o the National Centre for Vocational Education Research (NCVER) for reporting on
accredited training

¢ government funding bodies (where applicable)
e licensing or regulatory agencies (e.g. Main Roads WA)

e ourauditors or compliance consultants (where necessary for regulatory
assurance)

Your information will never be sold or used for marketing by third parties without your
consent. You have the right to access or correct your personal information by contacting
our team.

For more information, please refer to our full Privacy Policy available.
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WHS (Work Health and Safety)

Workforce Training Group is committed to maintaining a safe, healthy, and inclusive
learning environment for all learners, staff, and visitors. Our practices are aligned with

current workplace health and safety legislation and aim to minimise risks during
training, whether delivered in person or online.

We ask all learners to support a safe environment by:
¢ Following trainer instructions at all times
¢ Reporting hazards, unsafe behaviour, or incidents promptly
e Using equipment and materials safely and appropriately
¢ Wearing suitable clothing and PPE when required
e Acting responsibly to ensure their own safety and that of others

Trainers will conduct a safety briefing at the beginning of your course and are available
to answer questions or address concerns throughout the day. Emergency procedures
will also be explained at the start of each face-to-face session.

If you are feeling unwell or believe a health condition may impact your ability to
participate safely, please inform your trainer or contact our admin team before
attending.

Extreme Weather Policy

Workforce Training Group is committed to learner safety during all practical training
activities, including those delivered outdoors. Additional precautions will be
implemented in response to elevated temperatures, wet weather, thunderstorms, and
high winds to ensure the wellbeing of all participants.

Heat Management

¢ When the forecast exceeds 30°C, we provide SPF 50+ sunscreen and electrolyte-
replacement refreshments to support hydration and comfort.

e Ifthe temperature is expected to exceed 36°C, we will reschedule the practical
training component to a cooler day or time, ensuring a safe and productive
learning environment for all participants.
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Wet Weather & Thunderstorms

e Training will continue in light rain provided it is safe to do so; participants should
bring suitable wet-weather clothing.

e Incases of heavy rainfall, flooding, or lightning, practical training will be
suspended or rescheduled.

e Trainers will conduct a site risk assessment prior to starting training and monitor
conditions throughout the session.

e Ifthunderstorms or lightning are detected within 10 km, all outdoor activities will
pause immediately, and learners will move to a safe sheltered area until
conditions improve.

High Winds

¢ Ifwind speeds exceed 40 km/h, trainers will assess the safety of setting up traffic
control devices, signage, and barriers.

¢ Practical training may be modified or postponed if winds pose a risk of signage or
equipment becoming unstable or dangerous.

e Learners will be briefed on safe handling and placement of traffic control
equipment in windy conditions.

e Incases of severe weather warnings for damaging winds, training will be
rescheduled to protect all participants.

General Safety Measures

e Trainers will brief participants on emergency procedures relevant to extreme
weather.

¢ Decisionsto postpone, cancel, or reschedule training will always prioritize
learner and trainer safety.

e All schedule changes will be communicated promptly to learners and
employers.
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Learner Protection Measures

Workforce Training Group is committed to providing a safe, fair, and inclusive training
experience for all learners. We have systems in place to ensure your rights are protected
and that you receive support throughout your enrolment.

Key learner protection measures include:

e Accurate Course Information
You’ll receive clear details before enrolling, including course content,
assessment, fees, and available support.

e Fair and Ethical Conduct
All learners are treated equally. Discrimination, harassment, or misleading
behaviour is not tolerated.

e Support Services
We offer or refer learners to support for language, literacy, numeracy, digital
skills, or personal issues.

e Complaints and Appeals
You can raise concerns or appeal decisions without fear of disadvantage. We
handle all matters promptly and confidentially.

e Privacy and Data Protection
Your personal information is collected only where necessary and managed
securely in line with privacy legislation.

e Fee Transparency
Our refund and fee policies are clear and upfront. We comply with guidelines to
protect your financial interests.

¢« Recognition of Prior Learning
You may apply for RPL or Credit Transfer if you have relevant prior learning or
qualifications.

o Safe Learning Environment
We ensure all learning—online or face-to-face—is respectful, inclusive, and free
from harm.

If you feel unsafe or need support at any time, please speak with your trainer or contact
our admin team.
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Glossary of Terms

Accredited Training

Training that is formally recognised under the Australian Qualifications Framework
(AQF) and results in a Statement of Attainment or qualification. Accredited training
meets national competency standards and is reported to government regulators such
as the NCVER.

Assessment

The process used to determine whether a learner has achieved the required
competencies in a unit or course. Assessment may include written questions, practical
demonstrations, verbal questioning, or simulated tasks.

Assessment Appeal

A formal request to review an assessment outcome that you believe was unfair,
incorrect, or inconsistent with the assessment conditions. All learners have the right to
appeal assessment decisions.

AQF (Australian Qualifications Framework)
The national framework that regulates qualifications in the Australian education and
training system, from Certificate | through to postgraduate qualifications.

ASQA (Australian Skills Quality Authority)

The national regulator for Australia’s vocational education and training (VET) sector.
ASQA ensures that Registered Training Organisations (RTOs) comply with national
standards.

Competency-Based Training (CBT)
An approach to training that focuses on the ability to demonstrate specific skills and
knowledge to meet workplace performance standards, rather than time-based learning.

Competent (C)
A result given when you have successfully demonstrated all elements and performance
criteria required by a unit of competency.

Credit Transfer (CT)

A formal recognition process that allows a learner to receive credit for previously
completed, equivalent units of competency completed at another RTO. Evidence such
as a Statement of Attainment is required.

CTF (Construction Training Fund)

A Western Australian government initiative that provides subsidies for eligible students
working in construction-related industries. CTF funding may reduce course fees for
certain courses, such as White Card or Traffic Management.

Workforce Training Group RTO 46093 Page 33 of 35
Learner Handbook V1.3



(

V WORKFORCE TRAINING GROUP

Digital Literacy

The ability to use digital technology, communication tools, and networks to access,
manage, and share information effectively. This is one of the components assessed in
LLND support.

Enrolment Confirmation

An official email or written notification provided by Workforce Training Group confirming
that your place in a course has been secured. This includes key details such as date,
time, venue, and pre-course instructions.

Learner Support

Assistance provided by Workforce Training Group to help learners successfully
complete training. This may include help with language, literacy, numeracy, digital skills,
or access to external support services.

LLND (Language, Literacy, Numeracy & Digital Skills)

A self-assessment or verbal screening used to identify whether learners may benefit
from support in these foundational skill areas. Support may be provided internally or via
external referral.

Main Roads WA Accreditation

Certification issued upon completion of specific training (e.g., Basic Worksite Traffic
Management, Traffic Control) that meets Main Roads WA requirements for working on
roads in Western Australia.

NCVER (National Centre for Vocational Education Research)

The organisation responsible for collecting, managing, and publishing data on
Australia's vocational education system. All accredited training outcomes are reported
to NCVER.

Non-Accredited Training

Courses or workshops that do not lead to a formal AQF qualification but provide
valuable practical skills and knowledge (e.g., Barista Essentials, Hospitality Skills
Starter). A Certificate of Participation is issued.

Not Yet Competent (NYC)
A result given when the learner has not yet met all assessment requirements for a unit.
Feedback is provided, and reassessment opportunities may be offered.

Privacy Policy

A document that outlines how Workforce Training Group collects, stores, and protects
personalinformation in accordance with the Privacy Act 1988 and relevant RTO
standards.
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Recognition of Prior Learning (RPL)

A formal assessment process that evaluates an individual’s existing skills and
experience (gained through work, life, or previous training) against the outcomes of a
unit or course. If successful, training may not be required.

Registered Training Organisation (RTO)

An organisation registered with a national or state regulator to deliver nationally
recognised training. Workforce Training Group is an RTO (provider number 46093)
authorised to deliver accredited training under the Standards for RTOs 2025.

Standards for RTOs 2025

The national framework outlining the mandatory requirements that all RTOs must meet
to ensure quality training and assessment services. These standards guide everything
from enrolment, assessment, certification, trainer qualifications, and student support.

Statement of Attainment (SOA)
An official certificate issued when a learner successfully completes one or more
nationally recognised units of competency.

Student Portal
A secure online system where learners can access course materials, complete pre-
course learning, upload assessments, and track progress.

Superseded Course

When a nationally endorsed training unit is replaced by a newer version. RTOs must
transition learners within a set period (typically 12 months) to the new version if
applicable.

Unique Student Identifier (USI)

A government-issued reference number that tracks your nationally recognised training
records in Australia. All learners undertaking accredited training must have a USI to
receive their certificate.
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