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PROVIDER DETAILS

When choosing a training or education provider, it is important to consider whether the provider and the
course will meet your needs and expectations before undertaking the course. The National VET
Regulator Australian Skills Quality Authority (ASQA) have developed a Fact Sheet to use when making
this decision. Link: Choosing a Training or Education Provider.

NAME OF RTO JARRAH BULLA PTY LTD as Trustee for The Charles Trading Trust
Trading as First Aid Action

RTO NUMBER 31668

PHONE NUMBER 07 3901 0599

WEBSITE www.firstaidaction.gld.edu.au

ABN 57622 698 953

REGISTRATION DETAILS

Our scope of training is listed on the National Register. The link to our registration is National Register -
JARRAH BULLA PTY LTD as Trustee for The Charles Trading Trust 31668

As a National VET Regulator (NVR) Registered Training Organisation, we are required to comply with the
Standards for Registered Training Organisations (RTOs) 2025 which guide nationally consistent, high-
quality training and assessment services in the vocational education and training system.

PURPOSE OF THE STUDENT HANDBOOK

The following information is provided and applies to all students undertaking a course with First Aid
Action. It is expected that you read and understand the following information prior to your face-to-face
training as you will be required to acknowledge that you received and agreed to the following
information. Students who have not read and agreed to this student handbook will not be permitted
access to face to face training. If you have any questions or queries on the information in the Student
Handbook, please do not hesitate to contact us via phone or email.

NATIONALLY RECOGNISED TRAINING

First Aid Action is a registered training organisation (RTO 31668) that provides nationally recognised first
aid training courses via blended online assessment and face to face training & assessment. First Aid
Action has implemented effective management practices to continually maintain and improve our
training and customer service standards in accordance with the VET Quality Framework. We employ
suitably qualified and experienced Trainer & Assessors and regularly consult industry experts on our
training and assessment to ensure that we meet the needs of the client and industry. This ensures that
students consistently receive professional training and services.

What is a Registered Training Organisation (RTO)?

Registered training organisations (RTOs) are government-approved providers and assessors of nationally
recognised training. This means simply that RTOs, such as First Aid Action, are recognised as providers
of quality training, and are the only organisations that can issue nationally recognised qualifications or
statements of attainment.

Student Protection

For your protection as a student, First Aid Action maintains governance arrangements across all its
operations, within its scope of operation. The Director ensures that First Aid Action complies with the
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VET Quality Framework and any national guidelines approved by the Australia Skills Quality Authority
(ASQA) and the Australian Qualifications Framework (AQF).

This means that you are receiving training that complies with the regulated standards and that First Aid
Action will continue to improve our training products and systems to maintain our registration as a
reputable RTO.

In addition, First Aid Action ensures that the decision making of senior management is informed by the
experiences of its trainers and feedback from students and other stakeholders.

GOVERNANCE AND LEGISLATION

As a Registered Training Organisation, we comply with relevant Commonwealth, State and regulatory
requirements including the NVR Standards for Registered Training Organisations 2015. If there are
changes in legislation or regulations that may affect your participation in your studies, we will make sure
you are informed of them through emails and by updating this Handbook and our website. The following
legislation is relevant to our operations:

Commonwealth Legislation Queensland

National Vocational Education and Training Regulator Act 2011
Work Health and Safety Act. 2011

Australian Human Rights Commission Act 1986

Equal Opportunities ACT 1987 i

e \ocational Education,
Training and Employment
Act 2000

Vocational Education,

o New South Wales Anti-Discrimination Act 1977 Training and Employment
o Queensland Anti-Discrimination Act 1991 Regulation 2000

o South Australia Equal Opportunity Act 1984 e Work Health and Safety
o Victoria Equal Opportunity Act 2010 Act 2011

o Western Australia Equal Opportunity Act 1984 o Workers' Compensation

e Age Discrimination Act 2004 (Cwth) and Rehabilitation Act

e Racial Discrimination Act 1975 2003
e Disability Discrimination Act 1992 e Child Employment Act
2006

e Disability Standards for Education 2005

Sex Discrimination Act 1984

Privacy Act 1988 and Australian Privacy Principles (2014)
Trade Practices Amendment (Australian Consumer Law) Act
(No.1and 2) 2010

Competition and Consumer Act 2010

Fair Work Act 2009

Child Protection Act 1999
Fair Trading Act 1989
Child Protection (Offender
Reporting and
Registration) Act 2013
Consumer Affairs and Fair

e Copyright Act 1968 Trading Act 2013

e Learnerldentiers Act2014
e Competition and Consumer Act 2010

Disclaimer

All reasonable efforts have been made to ensure the quality and accuracy of this publication. First Aid
Action assumes no responsibility for any errors or omissions and no warranties are made regarding this
publication. First Aid Action shall not be held responsible for any direct, incidental or consequential
damages resulting from the use of this publication.

STUDENT CODE OF CONDUCT

Students attending the course will be required to comply with the following; failure to do so may resultin
the student being requested to leave the training room:
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e Switching your mobile to silent, off or flight mode - avoid answering calls, text messages during
training.

e Behave in arespectful manner towards other students and the trainer. Do not behave in a way that
would offend, embarrass or threaten others; this also applies to the use of social media outlets.

e Plagiarism and cheating will not be tolerated. Offending students will be removed from the class and
immediately deemed ‘Not Yet Competent’

e Ensure that you are dressed appropriately — closed shoes & suitable modest clothing for practical
demonstrations

e Avoid using offensive language at all times

e Complete training and assessment activities within agreed timeframes; unless otherwise advised by
your trainer.

o Communicate any difficulties with completion of activities or assessment with your Trainer.

e Inform your Trainer if you have a medical condition that may affect your participation or affect those
with whom you may be training with.

e Harassing, bullying or discrimination will not be tolerated from students.

e Participate in class discussions and activities to the best of your ability

o Write in your assessment booklet in a legible manner

e Do not use correction tape or correct fluid on the Assessment Booklet. If you need to make a
correction, please draw a neat line through the error and initial beside it.

e Do not damage any tables, chairs and training equipment

e Ensure that you place all rubbish in bins provided

e Avoid disrupting or interfering with any teaching, learning, or other academic activity

e Alcoholis NOT permitted in the training environment. A student who appears to be affected by
alcohol cannot attend the training.

e Smokingis not permitted in and around the training environment.

e Drugs are not permitted in the training environment. Anybody found having any sort of dealing with
drugs will be expelled from the course and will be reported to the police. A student who appears to be
affected by drugs cannot attend the training.

e Firearms, knives or any kind of weapons cannot be brought to the training course. Anybody found
with any sort of weapons will be expelled from the course and will be reported to the Police.

o Theft - As the premises of many training facilities are open to the public, students are advised not to
leave their valuables unsupervised. First Aid Action or its approved trainers cannot be held
responsible for anything which may be stolen from training premises.

Students are expected to behave in a manner which is courteous, safe and not disruptive within training
and assessment activities conducted by First Aid Action. The following are examples of unacceptable
behaviour or actions:

e Any misuse, legal or illegal, of any vehicles or property of First Aid Action;
e Anyunsafe orillegal practice;

e The possession of alcohol or prohibited drugs;

e The conduct of business for private gain;

e Dishonesty in training and assessment activities;

e Damage of equipment;

Obstructive behaviour;

Disorderly, disruptive or harassing behaviour;

Non-payment of fee requirements

Discrimination towards any other person

Non-declaration of a pre-existing medical, mental or physical condition which may be
accelerated or increased due to training or assessment
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Gross misconduct may result in suspensions or expulsion from First Aid Action training and assessment
programs.

Student Punctuality/Attendance

Itis the responsibility of the student to ensure that they arrive at least fifteen (15) minutes prior to
course start time and no later than fifteen (15) minutes after course start time (Please refer to booking
confirmation emails for course start times).

First Aid Action courses require students to be in attendance for 100% of the classroom face to face
training, students who depart prior to course completion will not:

o Be entitled to receive a Statement of Attainment

o Be permitted a refund, however, may reschedule their booking which must be completed within sixty
(60) days of the original course date. Students who are not able to complete their course within the
sixty (60) days will forfeit the original fees paid.

e Students arriving late to their course will not be permitted to attend face to face training and may
incur a rebooking fee to reschedule their booking which must be completed within 60 days of the
original course date. Students who are not able to complete their course within the sixty (60) days
will forfeit the original fees paid.

e You mustimmediately notify First Aid Action if you are unable to attend due to illness or other
reasons beyond your control by calling the office or trainer directly or emailing
info@firstaidaction.gld.edu.au . Failure to do so may result in a rebooking fee or the possibility of
forfeiting all fees paid. First Aid Action reserves the right to request a medical certificate where
necessary.

**Students who do not attend the course on the prescribe day and have not attempted to notify First Aid
Action via email or phone within Twenty-four (24 hours) of their course date will forfeit all fees paid.
Medical Problems

Students who have medical issues that could affect their performance in the training course should
identify this to the enrolment officer or to their trainer. First Aid Action reserves the right to call the
ambulance for assistance if you collapse and require attention.

Telephones

Please do not make or receive calls or text whilst the trainer is conducting training. If it is expected that
you might get an urgent call, please communicate this possibility to the trainer before the course begins.

RIGHTS AND RESPONSIBILITIES

Rights:
First Aid Action recognises that students have the right to:

e Expect the provision of high-quality training that recognises their individual learning styles and
needs;

e Have access to all services regardless of educational background, gender, marital status, sexual
preference, race, colour, pregnancy, national origin, ethnic or socio-economic background, physical
orintellectual impairment, and religious or political affiliation;

e Have their prior learning, acquired competencies, and experience appropriately recognised in
determining their requirements for training and assessment;

e Be advised of the learning outcomes and prescribed assessment tasks for the training program of
their choice prior to its commencement;

e Appealforareview of the results of an assessment;
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Expect to achieve the published learning outcomes from their training program, if they, in turn,
devote the necessary time and diligence to it;

Learn from fully qualified and competent trainers who observe their responsibility to address
students' learning needs, assist them to achieve the course outcomes, and assess their students'
work fairly;

Learn in an appropriately appointed, safe and clean learning environment, free of all forms of
harassment and discrimination;

Be treated with dignity and fairness;

Expect that First Aid Action will be ethical and open in their dealings, their communications and their
advertising;

Expect that First Aid Action will observe their duty of care to them;

Efficient handling of administrative matters and in the processing of fees, concessions, refunds etc;
Privacy and confidentiality, and secure storage of student records in accordance with the
organisation’s policies, to the extent permitted by law.

Responsibilities:

Students are responsible for:

Understanding and accepting the enrolment conditions for the courses they undertake.
Providing accurate information about themselves at time of enrolment, and to advise First Aid Action
of any changes to their address or phone numbers within 7 days.

Providing all required enrolment information, including proof of identity where required.
Complete online assessments as scheduled.

Paying of all fees and charges associated with their course and providing their own course
requirements where notified.

Recognising the rights of staff and other students to be treated with dignity and fairness and behaving
in an appropriate and acceptable manner towards them.

Ensuring they attend classes sober and drug free, and smoke only in open areas away from other
people.

Contribute to learning in a harmonious and positive manner irrespective of gender, race, sexual
preference, political affiliation, marital status, disability or religious beliefs.

Actively participating and monitoring your own progress by ensuring assessment deadlines are
observed.

The security of their personal possessions while attending a course.

Promptly reporting all incidents of harassment or injury to their trainer or First Aid Action
administration office.

Respecting First Aid Action and their partner’s property and observing policy guidelines and
instructions for the use of equipment.

Seeking clarification of their rights and responsibilities when in doubt.

Provide a USI when requested

REMEMBER: You are expected to behave appropriately always whilst you are enrolled in a course with
First Aid Action. Your trainer reserves the right to speak with you and act if your behaviour is disruptive to
the training and/or assessment process.

ENTRY REQUIREMENTS

First Aid Action provides a range of training programs with varying entry requirements. To be permitted
entry to the course students will need to ensure that they have:

Complete an application for enrolment and undertake pre-training review
Provide their USI either via online enrolment or by contacting First Aid Action Administration

Student Information Booklet V8.2 20255



First Aid t
RTO ID: 31668 C I O n
FIRST AID TRAINING &
CONSULTING

e Read, agreed and understood the Terms and Conditions outlined within the Student Handbook

o Arrive approximately 15 minutes prior to course commencement time and no later than 15 minutes
after the course start time

e Valid photo ID to present to the Trainer upon arrival

e Returned a signed parent/guardian consent form to FAA (applies to all students under 18 years of
age).

o Worn closed shoes and suitable modest clothing for practical demonstrations

e Pen and notepad for notetaking and completing written assessments

o Either mobile phones are to be switched off, switched onto flight mode or on silent mode.

In addition to the above entry requirements, students registered to attend training must complete pre-
course reading and E-learning assessment (100% satisfactory outcome required) by 11:59pm AEST the
day before course. Students who are unable to complete the E-Learning Assessment and achieve 100%
satisfactory outcome prior to their course date may not be permitted to attend face to face training.

OUR TRAINING PROGRAMS

Course Information

HLTAID009 Provide Cardiopulmonary Resuscitation

HLTAID010 Provide Basic Emergency Life Support

HLTAIDO11 Provide First Aid

HLTAID012 Provide an Emergency First Aid Response in an Education and Care Setting
HLTAID015 Provide Advanced Resuscitation

UETDRMP007 Perform Rescue from a Live LV Panel (and CPR if not current)

Course Location

First Aid Action offers competency-based training at three (3) public course locations around Australia.
In addition, First Aid Action also deliver group onsite courses for employers and organisations. For
further information please contact us. First Aid Action Training Venues include:

e Tingalpa e Ipswich e Redcliffe
*Please refer to your booking confirmation email for training venue address details

Unique Student Identifier (USI)

Unique Student Identifier (USI) is a reference number created with a combination of numbers and letters
which is directly linked to the student. Under Commonwealth Government Regulations effective of
January 2015, any person/s undertaking training course with accredited training provider must provide a
valid USI to obtain their Statement of Attainment. To learn more about USI please visit
https://www.usi.gov.au/about or if your experiencing difficulties creating or retrieving your USI please
call 1300 857 536.

As of 1st November 2017, all students attending training course with FAA must provide a valid USI before
course commencement date. It is the student’s responsibility to ensure that a valid USI is provided at the
time of enrolment. Students that are not able to supply their USI at the time of booking, will receive
email reminders before the course. Student have until 9pm AEST the day before the course to provide
their USI. Students who are unable to supply the USI by the deadline may not be permitted entry into the
course and will be required to reschedule their course.

Student can supply their USI also by contacting First Aid to update their details.
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Students are required to complete an enrolment form and provide their Unique Student Identifier
(Please refer to USI section below). Students will be required to provide their personal details and
respond to questions to identify the student’s suitability to the course. Itis the responsibility of the
student to ensure that details provided are true and correct. Please be advised that providing false
information will delay the processing of your Statement of Attainment and may affect your eligibility.

On enrolment, the student will be emailed a booking confirmation, tax invoice (if being paid for by the

student), and 2 links.

e Link1-online enrolment, which will ensure students have the opportunity to update their personal
details and provide their USI. Students must provide all requested information to be permitted entry
into the course. Please note that the student must be at least 14 years of age to attend a first aid

course.

e Link 2 - Students will receive an additional email which will include information and access to E-
Learning Assessment. Please contact info@firstaidaction.gld.edu.au if you have not received your E-

Learning Assessment email.

Course Delivery

UNIT OF COURSE NAME/ PRE- ASSESSMENT COURSE
COMPETENCY | INFORMATION REQUISITES METHOD DURATION
HLTAID009 Provide Nil o Online E- 4 hours

Cardiopulmonary Learning e 2 hours pre-

Resuscitation Knowledge reading &

e This unit of assessment online multiple
competency o Practical choice
describes the skills scenarios/ e 2 hours face to
and knowledge demonstration face training
required to perform = All
Cardiopulmonary participants
Resuscitation (CPR) are required to
in line with the demonstrate 2
Australian mins of
Resuscitation uninterrupted
Council (ARC) CPRonan
Guidelines. adult manikin

e ARC recommends placed on the
HLTAIDO09 be floor
renewed every o Written
twelve (12) months. assessment

booklet
HLTAIDO10 Provide Basic Nil o Online E- 12 hours

Emergency Life Learning e 7 hours pre-

Support Knowledge reading &

e This unit of assessment online multiple
competency o Practical choice
describes the skills scenarios/ e 5 hours face to
and knowledge demonstration face training
required to = All
recognise and participants
respond to life are required to
threatening demonstrate 2
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emergencies using
basic life support
measures only.

e ARC recommends
HLTAID010 be

mins of
uninterrupted
CPRonan
adult manikin
placed on the

renewed every three floor
(3) years. o Written
e Alsoincorporates: assessment
o HTLAID009 booklet
Provide
Cardiopulmonary
Resuscitation
HLTAIDO11 Provide First Aid Nil o Online E- 18 hours total

e This unit of Learning One day course
competency Knowledge e Complete
describes the skills assessment self-paced
and knowledge o Practical online
required to provide scenarios/ assessment
first aid response, demonstration prior to the
life support, = All course date
management of participants (approximatel
casualty(s), the are required to y 10 hours)
incident and other demonstrate 2 | e One day face
first aiders, until the mins of to face
arrival of medical or uninterrupted instruction (8
other assistance. CPRonan hours)

e ARC recommends adult manikin | Two day course
HLTAIDO11 be placedonthe | o Assessment
renewed every three floor completed in
(3) years. o Written person

e Alsoincorporates: assessment e Two day face
o HTLAID009 booklet to face

Provide instruction (2x
Cardiopulmonary 9 hour days)
Resuscitation
o HTLAIDO10
Provide Basic
Emergency Life
Support
HLTAIDO12 Provide an Emergency | Nil o Online E- 22 hours total

First Aid Response in Learning One day course

an Education and Care Knowledge e Complete

Setting assessment self-paced

o This unit of o Practical online
competency covers scenarios/ assessment
the skills and demonstration prior to the

knowledge required
to provide a first aid
response in any
educational and
child care setting.

= All
participants
are required to
demonstrate 2
mins of

course date
(approximatel
y 14 hours)

e Onedayface
to face
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This unitincludes
the management of
a casualty who has
asthmaand/ or

uninterrupted
CPRonan

adult manikin
placed on the

instruction (8
hours)
Two day course
e Assessment

anaphylaxis. floor completedin

e ARC recommends = All person
HLTAIDO12 be participants e Two day face
renewed every three are required to toface
(3) years. demonstrate 2 instruction (2x

e Also incorporates: mins of 10 hour days)
o HTLAID009 uninterrupted

Provide CPR on a child
Cardiopulmonary manikin
Resuscitation placed on the
floor
o Written
assessment
booklet
HTLAIDO15 Provide Advanced Current o Online E- 16 hours total

Resuscitation HLTAIDO11 Learning e Complete

e This unit of Provide First Aid Knowledge self-paced
competency covers | Statement of assessment online
the skills and Attainment o Practical assessment
knowledge required scenarios/ prior to the
to provide a first aid demonstration course date
response in any = All participants (approximatel
educational and are required to y 10 hours)
child care setting. demonstrate 2 e 6hoursface
This unitincludes mins of to face
the management of uninterrupted training
a casualty who has CPRon an adult
asthma and/ or manikin placed
anaphylaxis. on the floor

e ARC recommends o Written
HLTAIDO15 be assessment
renewed every booklet
twelve (12) months.

e Alsoincorporates:

o HTLAID009
Provide
Cardiopulmonary
Resuscitation
UETDRMP007 Perform Rescue from HTLAIDO09 o Online E- 4 hours

aLive LV Panel Provide Learning e 2 hours pre-

e This unit covers the cardiopulmonary Knowledge reading &
skills and knowledge | resuscitation assessment online multiple
required to rescuea | AND o Practical choice
person in contact o acurrent, scenarios/ e 2 hours face to

with low voltage live
electrical
conductors and

unrestricted
electrical
licence

demonstration

face training
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Regulation 2013, Work safely in
contained within the the vicinity of
Queensland live electrical

Electrical Safety Act
2013 that “An

apparatus as a
non-electrical

employer must worker

ensure workerswho | OR

are required to o existing ESl or
perform, or help in Electrotechnol
performing, ogy

electrical work are qualification

competent in rescue
and resuscitation in

(or equivalent),
obtained prior

accordance with to commencing
recognised this training

practices in the
electricity industry.”

v'ARC recommends

UETDRMPOO7 be
renewed every
twelve (12) months.

equipment. This unit | OR o Written
partially covers the o UEECD0007 assessment
skills of Apply work booklet
UEENEEEOO1A health and
Apply OHS practices safety
in the workplace regulations,
from the UEEQ7 codes and
Electro technology practices in
Training Package. the workplace
v'Itis arequirement of | OR
the Electrical Safety | o UETDREL006

*On successful completion, participants will receive a Nationally Recognised Statement of Attainment

You are not required to bring anything with you other than writing paper and a pen, however it is
recommended that you wear clothing which is comfortable and suitable for sitting and moving about on

the floor.

Course Fees

e Depending on the course you wish to attend the course costs will vary for individual units of
competence

e For detailed course fees and a quotation, please contact First Aid Action

e Allcourse fees are payable in full prior to the commencement of the course and is non-refundable
after the commencement of the course or for corporate group bookings, contact First Aid Action

e Bookings are not confirmed until payments or authorised purchase orders are received

e Allbookings received are firm bookings (tentative bookings are not accepted)

e Cancellations within 2 days of a course will incur a no show fee (see below).

e Your enrolment will be acknowledged, and all enrolments confirmed in writing

Please be advised that your Statement of Attainment will not be released until course fees and charges
have been paid.
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STATEMENTS OF ATTAINMENT

Upon successful completion of your course, First Aid Action will email an electronic PDF version of your
Statement of Attainment. Students will receive their Statement of Attainments once payment of course
has been completed and remittance issued.

BOOKING AMENDMENTS & RESCHEUDLING

Students may reschedule their existing booking to an alternate date or transfer offered by First Aid
Action. Students who are rescheduling for the first time, must notify First Aid Action at least one (1) day
prior to the course commencement day, notifications outside or on the day of the course may incur a
rebooking fee.

Students who have rescheduled more than once, may be charged a Rebooking Fee for each time the
student requests to reschedule, regardless of notification period. Students must complete their course
within sixty days (60) of the original course date. Students who are not able to complete their course
within the sixty (60) days will forfeit the original fees paid.

Students may amend their currently enrolled course to a different course type and/or training location
offered by First Aid Action. Student must notify First Aid Action at least one (1) day prior to original
course commencement date to be eligible to transfer course type/training location.

o Alltransfer fees are payable prior to the course commencement date.

o Alltransferred courses must be completed within 60 days of the original course commencement
date.

e Students are required to pay the difference in course fares where applicable and no credit is
available where the value of the rebooked course is less than that of the original booking fare.

REFUND POLICY AND CANCELLATION

Refunds of program fees are available and only to be initiated in line with First Aid Action Policy 1.0 and
Procedure 1.7.

Refund Policy:

First Aid Action will make a full refund of all fees paid should a course be discontinued. Should the
student desire to take an alternative course with First Aid Action, fees will be fully transferable to that
course. In the event of a course for which the student was enrolled being unavailable or no acceptable
alternative course is available, fees are fully refundable.

Should a student cancel an enrolment with First Aid Action, the following conditions will apply regarding
arefund of fees:

Public/Individual Course Booking

CIRCUMSTANCE REFUND POLICY

Cancellation up to 2 days prior to the Afull refund/no invoice will be issued.
commencement of the course.
Cancellation less than 2 days prior to the | No refund will be given. Rescheduling of course date will

course date. be at the discretion of First Aid Action. Invoices will be
issued to cover the cost of the course.

In case of lateness or no-show No refund will be given. Invoices will be issued to cover
the cost of the course.

Rescheduling your course booking 24 Reschedule your booking one time without penalty.

hours or more before the booked course
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If First Aid Action cancel a course due to
unforeseen circumstances

You will be entitled to a full refund of fees paid, or
booking can be rescheduled at no cost.

Private Corporate Group Booking

CIRCUMSTANCE

REFUND POLICY

Cancellation up to 2 days prior to the
commencement of the course

A full refund/no invoice will be issued.

Cancelling your private group course
booking with less than 2 days notice

Any private courses cancelled within 2 days, the full
amount for the course will be charged, based on
participant numbers supplied at booking + Travel Fee if
included.

Any private courses cancelled on the day
of the course;

No refund will be issued. . Invoices will be issued to cover
the cost of the course.

*Except where extenuating circumstances prevail at the
discretion of First Aid Action

Rescheduling your private group course
booking with more than 2 days notice

Reschedule your booking one time without penalty

If First Aid Action cancel a course due to
unforeseen circumstances

You will be entitled to a full refund of fees paid, or
booking can be rescheduled at no cost.

1. Allrequests for cancellation or refunds must be made in writing, and be accompanied with
supporting documentation where necessary

2. Normal processing time for a refund request is up to four weeks

3. Confidentiality of Student information will be ensured

4. Refunds will be paid within one (1) week of the claim being agreed

* Extenuating circumstances: Should a student have to discontinue a course for legitimate reasons,
such as sickness, exceptional family circumstances, a pro-rata refund may be given.

Corporate Clients

If you are an employee of an organisation that is paying for your training this section will not apply to you
as we will have informed your employer of the fees and refunds applicable to corporate clients.

Replacement of Certificates or Statements of Attainment

We don’t charge to replace an electronic Certificate or Statement of Attainment. Please contact First

Aid Action via email (info@firstaidaction.gld.edu.au) with your request and this will be sent
electronically to your nominated email address on your account.

Guarantee of Training

First Aid Action reserves the right to cancel, postpone or re-schedule courses due to low enrolments or
unforeseen circumstances. Should this occur a full refund and/or an opportunity to reschedule (without

penalty) will be offered.

First Aid Action reserves the right to change course fees, dates, content, trainers, or method of

presentation at its discretion.

First Aid Action undertakes that in the event they are unable for any reason to deliver training that has
been paid for in full, they will refund the course fees or make alternative arrangements.
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WORKPLACE HEALTH AND SAFETY (WHS)

The Work Health and Safety Act 2011 applies to all staff and students of First Aid Action. All employees,
including students, have a primary responsibility to ensure that they work safely, without risk of injury to
themselves, fellow workers/students and others in the workplace or public. Students are required to
follow the instructions of the Trainer/Assessor whilst in training.

Training EQuipment

During training, students will be given access to equipment, other required material and resources. The
equipment, material and resources are to be used in accordance with the instructions given by the
trainer/assessor. If a piece of equipment is purposely damaged or treated in a manner not in accordance
with the instructions given by the trainer, a fee will be charged. The copyright and ownership of all
training material provided during the training belongs to First Aid Action and cannot be copied or claimed
without written consent. All training materials are quality assured and are continuously updated and
maintained.

Incidents/Accidents/First Aid

Should an accident occur, it is to be reported immediately to your Trainer/Assessor and the details will
be recorded on an Accident Report Form and signed by both the Trainer/Assessor and the student.

Manual Handling

While some courses will require a certain level of physical ability in order to undertake an assessment
task, students and assessors are encouraged not to lift anything related to the training and assessment
provided unless they do so voluntarily and taking all responsibility for any injury caused. Never attempt
to lift anything that is beyond your capacity, always bend the knees and keep the back straight when
picking up items. If you have experiences back problems in the past do not attempt to lift heavy objects
at all, ask for assistance from someone else.

ACCESS AND EQUITY

First Aid Action does not discriminate against any individual on the basis of race, colour, sex or religion;
all students are treated equally. Our Trainers and employees will assist and support students where
appropriate, especially students with language, literacy, or physical disabilities. As long as, the nature of
the disability does not restrict the student from completing their training course and meeting the
standards required by the Australian Resuscitation Council (ARC).

In addition, First Aid Action will not, and do not tolerate discriminatory behaviour from students during
their interaction with any of our employees; whether in a class or in any other process or
communication. Any issues or questions raised regarding access and equity are to be directed to our
director.

PRIVACY POLICY

First Aid Action takes the privacy of students very seriously and complies with all legislative
requirements. These include the Privacy Act 1988. The Privacy Amendment (Enhancing Privacy
Protection) Act 2012 (Privacy Amendment Act) made many significant changes to the Privacy Act 1988
(Privacy Act). The main change is that all businesses that collect or handle personal information will be
required to comply with a new set of Principles, the Australian Privacy Principles (APPs) as of 12 March
2014.

In our operation as a Registered Training Organisation (RTO) we are required to collect certain
information by external agencies such as the National VET Regulator and other licensing bodies in order
to meet our compliance requirements as an RTO. All information shared is kept in the strictest
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confidence by both parties and is available on request. The Privacy Notice at Schedule 1 of the National
VET Data Policy explains these requirements, which can be accessed through:
https://www.dewr.gov.au/national-vet-data/national-vet-data-policy.

Why We Collect Your Personal Information

As a registered training organisation (RTO), we collect your personal information so we can process and
manage your enrolment in a vocational education and training (VET) course with us. First Aid Action is
required to confirm identification in services delivery to individuals for nationally recognised course
programs. We are authorised by Australian law to deal only with individuals who have appropriately
identified themselves. Failure to provide First Aid Action with the required personal information will
resultin First Aid Action not being able to enrolyou in the training activity and no Statement of
Attainment will be issued.

In making this application for enrolment, | am aware of the consequences that may arise from providing
false, misleading or incomplete information, including the cancellation of my enrolment or the
withdrawal of any offer made by First Aid Action.

How We Use Your Personal Information

We use your personal information to enable us to deliver VET courses to you, and otherwise, as needed,
to comply with our obligations as an RTO.

How We Disclose Your Personal Information

We are required by law (under the National Vocational Education and Training Regulator Act 2011 (Cth)
(NCVER Act)) to disclose the personal information we collect about you to the National VET Data
Collection kept by the National Centre for Vocational Education Research Ltd (NCVER). The NCVER is
responsible for collecting, managing, analysing and communicating research and statistics about the
Australian VET sector. We are also authorised by law (under the NVETR Act) to disclose your personal
information to the relevant state or territory training authority.

How The NCVER and Other Bodies Handle Your Personal Information

The NCVER will collect, hold, use and disclose your personal information in accordance with the law,
including the Privacy Act 1988 (Cth) (Privacy Act) and the NVETR Act. Your personal information may be
used and disclosed by NCVER for purposes that include populating authenticated VET transcripts;
administration of VET; facilitation of statistics and research relating to education, including surveys and
data linkage; and understanding the VET market.

The NCVER is authorised to disclose information to the Australian Government Department of
Education, Skills and Employment (DESE), Commonwealth authorities, State and Territory authorities
(other than registered training organisations) that deal with matters relating to VET and VET regulators for
the purposes of those bodies, including to enable:

e administration of VET, including program administration, regulation, monitoring and evaluation

o facilitation of statistics and research relating to education, including surveys and data linkage

e understanding how the VET market operates, for policy, workforce planning and consumer
information.

The NCVER may also disclose personal information to persons engaged by NCVER to conduct research
on NCVER'’s behalf. The NCVER does not intend to disclose your personal information to any overseas
recipients. For more information about how the NCVER will handle your personal information please
refer to the NCVER’s Privacy Policy at www.ncver.edu.au/privacy.

If you would like to seek access to or correct your information, in the first instance, please contact your
RTO using the contact details listed below.
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DESE is authorised by law, including the Privacy Act and the NVETR Act, to collect, use and disclose your
personal information to fulfil specified functions and activities. For more information about how the
DESE will handle your personal information, please refer to the DESE VET Privacy Notice at
https.//www.dese.gov.au/national-vet-data/vet-privacy-notice.

Surveys

You may receive a student survey which may be run by a government department or an NCVER
employee, agent, third-party contractor or another authorised agency. Please note you may opt out of
the survey at the time of being contacted.

Contact Information TV
First Aid Action

At any time, you may contact First Aid Action to: Office Contact Number: 07 3901 1599
. ) Email: info@firstaidaction.gld.edu.au
e request access to your personal information Website: www.firstaidaction.qgld.edu.au

correctyour personal information

make a complaint about how your personal information has been handled
e ask a question about this Privacy Notice

VET Data Use Statement

Under the Data Provision Requirements 2012 and National VET Data Policy (which includes the National
VET Provider Collection Data Requirements Policy at Part B), Registered Training Organisations are
required to collect and submit data compliant with AVETMISS for the National VET Provider Collection
for all Nationally Recognised Training. This data is held by the National Centre for Vocational Education
Research Ltd (NCVER), and may be used and disclosed for purposes thatinclude:

e populating authenticated VET transcripts

e administering VET, including program administration, regulation, monitoring and evaluation

o facilitating statistics and research relating to education, including surveys and data linkage

e understanding how the VET market operates, for policy, workforce planning and consumer
information.

NCVER is authorised by the National Vocational Education and Training Regulator Act 2011 (NVETR Act)
to disclose to the following bodies, personal information collected in accordance with the Data
Provision Requirements or any equivalent requirements in a non-referring State (Victoria or Western
Australia), for the purposes of that body:

e aVET regulator (the Australian Skills, Quality Authority, the Victorian Registration and Qualifications
Authority or the Training Accreditation Council Western Australia)

o the Australian Government Department of Education, Skills and Employment

e another Commonwealth authority

e astate or territory authority (other than a registered training organisation) that deals with or has
responsibility for matters relating to VET.

NCVER may also disclose personal information to persons engaged by NCVER to conduct research on
NCVER’s behalf.

Privacy policies and complaints

You can find further information on how the Registrar collects, uses and discloses the personal
information about you in the Registrar’s Privacy Policy or by contacting the Registrar on
usi@education.gov.au or telephone 1300 857 536, international enquiries +61 2 6240 8740. The
Registrar’s Privacy Policy contains information about how you may access and seek correction of the
personal information held about you and how you may make a complaint about a breach of privacy by
the Registrar in connection with the USI and how such complaints will be dealt with.
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You may also make a complaint to the Information Commissioner about an interference with privacy
pursuant to the Privacy Act 1988, including in relation to the misuse or interference of or unauthorised
collection, use, access, modification or disclosure of USIs.

Student Data

Under the Standards for RTOs 2015, we are required to capture student data at the time of enrolment. It
is the student’s responsibility to ensure they provide accurate information in regard to themselves and
their enrolment. It is the student’s responsibility to ensure they inform us of any change of personal
details in writing within seven days of the change occurring.

This data is known as AVETMISS data - Australian Vocational Education and Training Management
Information Statistical Standard. We must gather information in regard to the following data: who the
student is, where they study and what they study.

We are also required to confirm the identity of the student enrolling into the course. This may involve
requesting copy of photo ID or other documents that will verify the student ID. For more information on
specific ID requirements for your course, refer to the ‘Student Information’ for your course available on
the First Aid Action website.

Records Management

All course paperwork is scanned and entered into our Training Desk database. Files are stored for the
legislated period of time and electronic files are backed up regularly and are stored on a protected
server.

Information concerning contact details, financial status, academic status, attendance status,
registration details, identification details, evaluations, feedback, and surveys are all confidential.

Accessing your Records

First Aid Action is committed to ensure that student records are protected from unauthorised access to
student records. Students who have previously trained with First Aid Action provides may request to
retained assessments and certification records when requested. The request can be either be via phone
or email, students may request an electronic copy of their certification over the phone after answering
security questions. Student requesting to access their academic transcript or past assessments must
provide the request in writing to info@firstaidaction.gld.edu.au and can expect a response from First Aid
Action within 2 business days.

Whereby an employer has requested the student’s records, the employer must provide written consent
from the student to release personal information to the employer. A customer service representative will
contact the student to confirm the employer’s details before releasing the information. This waiver is
also on the enrolment form.

COMPLAINTS AND APPEALS

Complaints are the expression of the dissatisfaction with the quality or any aspect of the business
operations and service, including nuisances, discrimination or similar against another person, inclusive
of Participants, Staff and Contractors.

The following are examples of issues for which you may lodge a complaint:

e Course Enrolment

e Course Delivery and/or assessment

¢ Assessment Results

e Other activities associated with the delivery of training and assessment
e Discrimination

¢ Your felt the trainer/assessor was bias
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e Faulty orinappropriate equipment or facilities
e Harassment

First Aid Action treats all complaints, appeals and grievances are treated seriously, investigated
thoroughly and managed according to the nature and merit of the complaint. Student who have
experienced being treated unjustly or have a serious complaint about the training and assessment are
advised to follow the below process to ensure the that the matter is successfully resolved.

Complaints/Grievances:

1. Students are encouraged to speak directly with the person concerned to resolve the matter
informally.

2. [Ifastudentis dissatisfied of the outcome following an informal discussion the student may request
the complaint/grievance to be referred to the Director for resolution.

3. Acomplaint can be lodged in writing and emailed through to info@firstaidaction.qld.edu.au your
complaint will then be forwarded directly to the director. A written record of the complaint will be
kept on file. Please ensure that you include the following information when you lodge your
complaint:

A. Nature of the complaint
B. Person/persons involved
C. The situation that occurred

4. First Aid Action will investigate and respond to complaints within 10 working days of receiving the
complaint. The student will receive a written response.

5. Whereby the student is dissatisfied with the outcome of the above process, the student may request
to appeal the decision. First Aid Action will then organise the appeal process as per the appeals
section below:

Appeals:
Students have the right of appeal of assessment judgement decisions.

1. discussthe complaint or appeal with the Trainer or Assessor

2. Ifthe complaint or appealis not addressed to the satisfaction of the student, the student is advised
to complete a Complaints and Appeals Statement (below)

3. the Course Coordinator or Management is to evaluate the Complaints and Appeals Statement,
conduct enquiry where necessary, provide an opportunity to the student to present their case (with
the provision of a support person in attendance) and address the complaint or appeal

4. Whereby the student is dissatisfied with the outcome, they can proceed with an external appeal
which must be initiated by the student within 10 working days of receiving the written outcome. To
lodge an external appeal the student must appeal to the ombudsman either via:

a. Email: ombudsman@ombudsman.gov.au or
b. Mail: GPO Box 442, Canberra ACT 2601
c. Phone: 1300362072

5. Ombudsman will then review & provide an outcome to both First Aid Action and the student.

6. Ifacomplaintis delayed the student will be notified in writing of the delay and expected time frame
of completion.

TRAINING AND ASSESSMENT INFORMATION

Student Learning Needs

First Aid Action aims to identify and respond to the learning needs of all students as soon as practicable
to maximise the chances of our students successfully completing their training. Students are
encouraged to express their views about their learning needs at all stages of their learning experience.
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We want to help students to identify their learning needs through the enrolment and induction
procedure, Student Feedback Forms, email surveys, trainer discussion and an open invitation to
approach staff with suggestions at any stage.

Itis our intention that all trainers are to identify, prior to or at the start of training (whichever is the
earliest), the learning and assessment needs of their students and provide access to the required
support through their training.

This may include providing support through:

e LLN support;

e Assistive technology or equipment;

e Additional tutorials including online tutorial support;

e Email and telephone support where required;

e Other mechanisms, such as assistance in using technology.

Support may be provided directly by First Aid Action staff or through arrangements with a third party.
Support strategies will be developed in consultation with the student and where any support offered
attracts an additional cost to the student, First Aid Action will inform the student and seek approval prior
to referral.

Again, these strategies provide staff with the required student-based information for use in designing
quality training.

Reasonable Adjustment

Reasonable adjustment refers to flexibility in assessment approaches to account for individual learning
needs, while still adhering to the assessment requirements of the relevant training package or VET
accredited course. Whilst reasonable adjustments can be made in terms of the way in which evidence
of performance is gathered, the evidence criteria for making competent/not yet competent decisions
should not be altered in any way.

Flexible Delivery

Flexible delivery means that a range of learning strategies is available in a variety of learning
environments and/or scheduling. Training is adjusted to suitindividual learning styles, interests and
training needs, with an aim of enhancing accessibility to education/training.

Reasonable adjustment explained

Reasonable adjustment refers to flexibility in assessment approaches to account for individual learning
needs, while still adhering to the assessment requirements of the relevant training package or VET
accredited course. Whilst reasonable adjustments can be made in terms of the way in which evidence
of performance is gathered, the evidence criteria for making competent/not yet competent decisions
should not be altered in any way. If a student meets essential entry requirements, the RTO must
endeavour to make ‘reasonable adjustments’ necessary for them to complete their course work or
demonstrate competency. This may include adjusting the physical environment, student learning
materials or the manner that a theory testis completed. In most situations, a student with a disability
will be able to tell the RTO what he or she needs to be able to study. If necessary, the RTO should also
seek advice from disability areas within government departments or organisations that represent or
provide services to people with a disability.

Adjustments may include:
e Modifying educational premises. For example, making ramps, modifying toilets and ensuring
that classes are in rooms accessible to the person with a disability.
e Modifying or providing equipment. For example, lowering lab benches, enlarging computer
screens, providing specific computer software or an audio loop system.
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e Changing assessment procedures. For example, allowing for alternative examination methods
such as oral exams, or allowing additional time for someone else to write an exam for a person
with a disability.

e Changing course delivery. For example, providing study notes or research materials in different
formats or providing a sign language interpreter for a person who is hearing impaired.

Please note thatin some Training Packages, first aid and CPR training for example, there are mandatory
skills that cannot be modified as a reasonable adjustment. The student is required to complete 2
minutes of adult CPR on a manikin on the floor. There is no room for reasonable adjustment (eg. using
the manikin on a table for those with knee or back problems) if the unit of competency specifies itis
done on the floor.

Recognition of Prior Learning (RPL)

Definition:

e Recognition of Prior Learning is an evidentiary process that matches the outcomes students have
achieved through unrecognised learning and/or life/work experience against the outcomes of the
specific competencies

e Assessment is the process of collecting evidence and making judgements on a student’s
achievement of the performance requirements set out in a competency standard

e Recognised learning includes achievement of nationally endorsed competency standards or
accredited course evidenced by a qualification or Statement of Attainment

e Unrecognised learning includes programs that do not lead to achieving nationally endorsed
competency standards or accredited course outcomes (eg. Statement of Attendance, workplace
mentor program etc)

Benefits of RPL:

o RPL creates flexibility in a system that previously discounted or ignored some forms of qualifications
and informally gained skills. Benefits stemming from the use of RPL for employees and employers:

e Reduces unnecessary time spent in re-learning competencies already held. Thus, prevents costly
retraining

e Enables credit towards qualifications

e Creates opportunity to access education, training and employment opportunities for the individual

e Provides an indication of any gaps in skills and knowledge of employees

The Assessment Process:

e The Trainer/Assessor is responsible for determining the extent of RPL and applying the process
e Students should apply directly to a First Aid Action Trainer/Assessor for RPL, and discuss with the
Trainer/Assessor the best or most appropriate means of demonstrating competence

RPL Enrolment

e For RPL/RCC a normal enrolment is required when you will receive the First Aid Action Student
Information Booklet and detailed information relating to the process of RPL including the RPL
Application Form.

Credit Transfer

New students undertaking training with First Aid Action are provided with the opportunity apply for a
credit transfer for any competency or competencies achieved with another RTO or any other authorised
issuing organisation such as a University. To apply for a credit transfer the student will need to request a
credit transfer and must provide certification or a transcript of their previous study as supporting
evidence for the credit transfer.
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First Aid Action will review the application along with the supporting evidence and will provide credit
transfer where applicable. If you would like to apply for a credit transfer, please First Aid Action to
request the “Credit Transfer Application Form”. Please note: fees may apply.

Competency Based Training

All training is based on the principles of Competency Based Training. Delivery and assessment will
involve students accomplishing tasks required to demonstrate competency in any given unit. Students
will be provided with every opportunity to demonstrate that they can carry out required tasks.

If a studentis deemed as “Satisfactory” (Reserve Competent for completion) in any unit, they will be
provided with further attempts to demonstrate competency. This should be within one month of the
initial assessment. Timing and location of the re-assessment attempt must be negotiated with your
trainer.

The trainer should provide the student with relevant feedback on the areas that need further work.

Qualified Trainers and Assessors

A qualified Trainer/Assessor is a person who is recognised by First Aid Action as meeting the national
standards for NVR RTOs. A Trainer/Assessor is able to provide training and assessment only in
competencies in which they have relevant vocational competencies. They must also be competentin
the training and assessment competencies to the national standards required, be currentin industry
and training and assessment and undertake professional development.

Statement of Authorship (Plagiarism)

All assessment materials, including but not limited to: homework assignments, projects, reports, papers
and assignments submitted to a course are expected to be the student's own work.

Plagiarism is using someone else’s work and pretending it is your own work. Failing proper
acknowledgement of the origin, source, or ownership of material is a form of cheating. When work is
submitted for assessment in any form, it is a fundamental expectation that the work being submitted is
the sole work of the individual (or individuals if an assessment has been assigned as part of a group
exercise).

While general discussion is recommended and encouraged to allow a better understanding of a topic or
the requirements of an assessment item, assessment submissions must be your own work, for example
written in your own words without assistance from the trainer or others. Submitting an assessment that
is a result of a ‘joint effort’ where the task is required to be completed individually is deemed collusion
and is unacceptable.

Students should always take great care to distinguish their own ideas and knowledge from information
derived from sources. The term "sources" includes not only published primary and secondary material,
but also information and opinions gained directly from other people. All information taken from other
sources must be clearly referenced and authorship acknowledged. Any student who, for whatever
reason, submits work that is not their own or fails to acknowledge sources, will be required to re-enrolin
the relevant unit/s.

Trainers/Assessors may verify authentic assessment in the following ways:

v Student confirmation and declaration (assessment summary sheet completed);
v" Workplace supervisor verification;

v Additional verbal questions given to students on a random basis;

v' Comparison of work style and quality for all work undertaken.

The signed student declaration in each unit of competency is a declaration by the student that all work
contained therein is the student’s own work.
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Cheating in any form will not be tolerated. Where cheating is found to have occurred, it may resultin
failure in the related unit or course and dismissal from the remainder of the course without refund or
acceptance into another course.

Where cases of plagiarism are identified trainer/assessor will refer matters to the Compliance Manager
to investigate and action.

Assessment Processes

In accordance with the NVR Standards for RTOs, First Aid Action assessment processes will be valid,
reliable, flexible and fair. Judgements to determine competence will be made by examining evidence
gathered from a range of sources, using a variety of assessment methods and will meet the Rules of
Evidence (ie. valid, authentic, current and sufficient). Clear information about the assessment process
and evidence requirements will be provided and students will be encouraged to participate in collecting
evidence of their own competence. Assessment processes will provide for the recognition of
competence no matter how, where or when it has been acquired.

Rules of Evidence
First Aid Action will ensure our assessment tools meet the Rules of Evidence:

v' Validity - The assessor is assured that the learner has the skills, knowledge and attributes as
described in the module or unit of competency and associated assessment requirements.

v’ Sufficiency - The assessor is assured that the quality, quantity and relevance of the assessment
evidence enables a judgement to be made of a learner’s competency.

v Authenticity - The assessor is assured that the evidence presented for assessment is the learner’s
own work.

v Currency - The assessor is assured that the assessment evidence demonstrates current
competency. This requires the assessment evidence to be from the present or the very recent past.

Principles of Assessment
Validity

Valid assessment actually assesses the competency it is meant to assess. Avalid assessment of a
particular unit will assess competencies that are part of that unit

e Evidence is collected from activities and tasks that clearly relate to the unit of competency.
e Evidence demonstrates that the performance criteria have been met.
e Evidence is sufficient.

Reliability

Reliable assessment produces the same judgment about a person's competency when the assessment
is completed by another assessor or by the same assessor or another occasion:

e Assessment practices should be monitored and reviewed to ensure that there is consistency in the
interpretation of the evidence.
e Assessors must be competent in the national Assessor Competency Standards.

Fairness
Assessment is fair if it does not disadvantage any applicant in relation to another:

e Assessment practices and methods must be equitable to all groups of applicants.

e Assessment processes and criteria for determining performance must be made clear to all
applicants seeking assessment.

e Applicants must be provided with opportunity to challenge the assessment.
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Flexibility
Flexible assessment remains valid, reliable and fair while dealing with:

o The way the competency was developed or acquired through a formal training course or through on-
the-job experience.

e Any disability that the applicant might have, e.g. deafness or reading difficulties

e The equipment used to demonstrate competence, e.g. the familiarity of the equipment to the student

o Different periods over which the assessment might be done; eg. the need to apply the entire
assessment at one time or parts of the assessment as a person learns. This would most likely result
in the student being assessed in individual learning outcomes or the elements that make up the
competency.

Assessment Methods
First Aid Action uses a combination of assessment methods. Some of the methods may include:

v" Observation: where the student will be observed performing a series of tasks a number of times to
determine their competency.

v" Verbal question and answers: when the student will be questioned to determine the depth of their
understanding of the process to ensure that they are competent.

v" Written assessment: In this instance the student will be given the opportunity to demonstrate their
competency through multiple choice questions, short answer questions, written reports etc.

v" Other methods include case studies, projects, essays, video tasks, logbooks and third-party
reports.

All assessment tasks must consider any language and literacy issues, or cultural issues related to the
task.

Once satisfactory performance is achieved in all the performance criteria for a unit candidate will be
marked

e (Cfor Competent; or

e [f notyet deemed competent - S for Satisfactory (Reserve Competent for completion) until a
reassessment takes place;

e [fastudentis not able to demonstrate competency after re-assessment, they will be marked NC for
Not Competent.

First Aid Action do not provide job or work placements as part of the course delivery unless specified in
your course information.

For further information on your particular course of study, refer to the course outline for information on
assessment methods.

Marking of Assessments

Assessors aim to mark assessments within 24 hours of receipt of submission where practicable.
Students will be notified where this timeframe cannot be met for any unforeseen reason.

Assessment Feedback

Assessors will provide students with feedback where further evidence is required. Feedback will be
provided to the student in a prompt timeframe and during practical assessment where required.

Superseded Units/Qualifications

Itis the aim of First Aid Action to ensure that students have every opportunity to undertake the most
current unit of competency or qualification. When a Training Package (unit of competency/qualification)
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is superseded, First Aid Action will ensure all students are either supported to complete the course in
which they are enrolled or will transfer them to the current training product within twelve months.

As soon as is practical after the endorsement of the new training package, First Aid Action will
commence delivery of the new units of competency/qualifications. There will be a monitored review of
training resources, strategies and advertising materials. Mapping of the old training package
qualifications to the new will be accessed and any professional development requirements of current
and prospective trainers and assessors will be identified and implemented.

During this transition period particular attention will be given to monitoring client feedback and the
implementation of any changes that are identified as necessary in this process.

Student Feedback

Student feedback is valuable and important to our commitment of continually improving our training
delivery and assessment. You will receive online survey about FAA’s training. Feedback is not mandatory
however First Aid Action encourages all students to make contact should they wish to provide feedback
or comments on any aspect of the service received.

Quality Assurance

First Aid Action is responsible to effectively monitor training and assessment delivered on our behalf to
ensure it meets the Standards for RTOs.

As a part of our quality assurance processes at First Aid Action, you may be contacted by a member of
First Aid Action staff and requested to complete a telephone survey to gather feedback on the delivery of
our courses. You are not required to complete these surveys and may refuse at any time if contacted by
First Aid Action.

Industry Consultation

Industry means the bodies that have a stake in the training, assessment and client services provided by
RTOs.

First Aid Action liaises with industry representatives in an effort to confirm that the currency of all course
material and to ensure training reflects industry needs. This consultation is essential so that training
outcomes meet the knowledge and skill demands of industry and to ensure proposed courses are
reflective of future industry and employment growth.

Consultation also ensures assessment strategies cover significant points and provide results that are
useful to prospective employers.

Validation

First Aid Action ensures that our business model moderates all assessment tasks to ensure that the
tasks, and hence the results, are reliable, valid and fair and to ensure that the marking procedures are
also fair and valid.

Validating an assessment tool involves checking that the assessment task produces valid, reliable,
sufficient, current and authentic evidence to enable reasonable judgments to be made as to whether
the requirements of the relevant aspects of the Training Package or accredited course have been met. It
includes reviewing and making recommendations for future improvements to the assessment tool,
process and/or outcomes.

Assessment tasks and course results are moderated which means results and assessment decisions
made are reviewed to determine whether the tool is providing consistency and reliable outcomes.
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STUDENT SERVICES AND SUPPORT

First Aid Action aims to provide all students with the opportunity to learn skills and knowledge to achieve
the required learning outcome. Additional support will be provided where possible for students
experiencing; language, literacy and numeracy issues, disabilities and access issues and any other
issues that may affect your ability to achieve the competency. First Aid Action offers support services
including reasonable adjustments and referral to external support services.

Support services, welfare and guidance information for all students is available; please see the Support
Services Reference Guide. Please note that fee may apply for the following services which will be at the
student expense.

It is expected that students will disclose the information at the time of booking. Students who have
special learning requirements such as language, literacy and numeracy and/or medical conditions or
any concerns that may affect your training should contact First Aid Action to discuss suitable
arrangements. First Aid Action seeks to provide students with support wherever possible in achieving
their learning goals; however reasonable adjustment may be limited in certain situations due to training
requirements specified in training packages, so some courses offered by First Aid Action.

Language, Literacy and Numeracy (LLN) Support

Students may be required to complete a short language, literacy and numeracy questionnaire prior to
enrolment. The questionnaire is designed to identify students who may find it difficult to achieve the
outcomes of the course in the scheduled timeframe. Where a student has been identified with potential
support needs, the Trainer/Assessor will discuss how best we can provide support to the Student to
ensure success. This may simply be asking verbal questions rather than using a written test.

SUPPORT SERVICES REFERENCE GUIDE

STUDENT SUPPORT EXTERNAL SERVICES
Language, literacy & Numeracy and Reading and writing hotline:
non-English background speaking http://www.readingwritinghotline.edu.au/ or Call 1300 655
students 506
Find language training programs Visit Adult learning Australia https://ala.asn.au/ for more
information.
Language, Literacy & Numeracy Visit https://www.education.gov.au/skills-education-
training for Jobseekers andemployment for more information
Personal Crisis Lifelineon 131114
Crisis Care 07 32359999
Depression & Anxiety Beyond Blue can contact 1300 22 46 36

Mind Spot Clinic 1800 614 434
Mental Health Association 07 3271 5544

Relationship support services Relationships Australia 1300 364 277
Sexual assault, domestic family Visit https://www.1800respect.org.au or call 1800 737 732
violence counselling services Women’s Domestic & Family Violence 1800 811 811
Men counselling services Visit https://mensline.org.au/ or call 1300 789 978
Drug and alcohol abuse Lifeline 1311 14
Turning Point - https://www.counsellingonline.org.au/ or call
1800 888 236

Alcoholics Anonymous - 07 40512872
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Centrelink 131021

Wesley Mission 1800021821
St Vincent De Paul 0740323201
Kids Helpline 1800551 800

WORKING WITH PERSONS UNDER 18 YEARS OF AGE

Unless otherwise specified, students under 18 years of age may enrol with First Aid Action.

In some cases, our courses cannot be delivered to persons under the age of eighteen (18) years of age
due to specific industry age restrictions or site requirements. Please ensure you have spoken with one of
our staff members prior to enrolling.

Any student under the age of 18 will need to have their parent/guardian complete the Parental Consent
form and return to the office.

STUDENT INDUCTION & ACKNOWLEDGEMENT

The Student acknowledges and accepts that the course involves the Student undertaking and being
involved in a variety of activities including the following:

e Students are required to physically demonstrate their competency through application of first aid
techniques;

e Students may be requested to assist with class demonstrations, which can involve physical contact
by the trainer and other participants;

e Students may be exposed to graphic details contained in photographs or other forms of media as
part of the course including scenario-based training;

e Students are required to complete some first aid techniques on the floor.

e The Student acknowledges and accepts that by undertaking the course and participating in these
activities that there is a risk of injury, loss or damage to their person and/or property (“the Risks”).

e The Student voluntarily assumes the Risks involved with these activities.

Any warranty implied by law into this agreement is expressly excluded to the extent permitted by law
including, but not limited to any warranty that the services are provided with due care and skill which
would otherwise be implied by virtue of section 60 and 61 of the Australian Consumer Law and the
Competition and Consumer Act 2010 (Cth) and any similar statutory warranties.

The Student acknowledges that First Aid Action will not be liable for any direct or indirect loss or damage
howsoever caused, including loss or damage caused as a result of the negligence of First Aid Action
and/or its servants or agents. This exclusion of liability extends to, but is not limited to, any loss or
damage in respect of or arising from personalinjury.

To the extent permitted by law, the Student expressly waives all their rights to take legal action against
First Aid Action to recover any loss or damage arising as a result of participation or involvement in any
activities provided by First Aid Action, including but without limitation recovery of -

1. anyloss or damage in respect of personal injury;
2. damages, losses or expenses under sections 60 and 61 of the Australian Consumer Law and the
Competition and Consumer Act 2010 (Cth).
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