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The Client Handbook

The Client Information Handbook contains information on the following:

· Policies

· Training and Assessment

· Fees and Charges

·  Refund Policy 
· Recognition of Prior Learning

· Language, Literacy and Numeracy 

· Access and Equity 

· Appeals and Grievances

· Code of Practice

· Roles and Responsibilities of Training Provider (RTO) & Employer.

· Delivery of Training and Assessments

Welcome

We are delighted you have chosen to undertake your training through Keyboard Concepts.  We are a Registered Training Organisation (RTO) that delivers nationally recognised Vocational Education and Training (VET).  We are also registered to deliver Government Funded Training for the  “Securing Jobs for your Future” program,  Further details available on page 16.
The company was formed in 1986 and has offices  in Brighton and the City.    We have excellent training facilities comprising a number of small rooms suitable for individualised training and larger rooms capable for group training.  On-site training is always available at your premises. As a registered training organisation, Keyboard Concepts is required to comply with the Australian Quality Training Framework 2007/2010  (AQFT) and the requirements of the Victorian Regulations and Qualifications Authority (VRQA).
This handbook provides you with our Code of Practice and key Policies and Procedures . These Policies and Procedures have been developed to guarantee you consistent quality throughout your training and assessment with Keyboard Concepts. It is a requirement of all enrolling Clients that they have read and comply with all policies and procedures and the declaration at the end of this Manual should be signed and returned to your Trainer/Assessor.

We are committed to high standards in the provision of vocational education and training and other client services. Our Code of Practice is based on the Australian Quality Training Framework 2007/2010  (AQTF) and describes the minimum standards of our vocational training delivery and assessment services and other client services.

Contact Details:-

Keyboard Concepts
600 Hampton Street
Brighton. VIC 3186

( 03 9592 9919
( email:  training@keyboardconcepts.com.au
( www.keyboardconcepts.com.au
General Information

Mission Statement
The mission of Keyboard Concepts is to provide professional recognition and support to our Client to drive business successes and provide quality training and assessment.
Our Commitment

We offer an unlimited telephone backup service for our IT software related courses that provides reassurance and confidence, at no extra cost. This service is available to anyone who has attended a course at Keyboard Concepts, but is limited to the subjects covered in the course/s attended.  

Keyboard Concepts Staff

· Linda Cockle  (CEO/Senior Trainer)

· John Cockle (Marketing Manager)

· Jacky Heath (RTO Manager/Senior Trainer

· Claude Curelea (Senior Trainer)
· Miranda Turner (Trainer)

· Sam Paterson (Trainer)
· Jennifer Stevens (Receptionist/admin support)

· Sylvia Ring - (Receptionist/admin support)

Certificate Course Information 

Keyboard Concepts offers the following nationally recognized certificate qualifications.  Further information is available on our website – www.keyboardconcepts,com.au/Certificate/Courses.  From here you will be able to access our course brochures and course costs 

· Certificate I in Information Technology

· Certificate II in Information Technology

· Certificate III in Business Administration 
· Certificate IV in Business Administration 
Enrolment Procedure

· Client contacts Keyboard Concepts by telephone, fax, email, on-line or in Client.

· Client is sent a brochure detailing information on the course fees.

· Keyboard Concepts Assessor follows up the enquiry with Client to identify needs.
· Client completes an enrolment form.

· Upon receipt of deposit Client is issued a receipt and given an identification number and a database record is established.


· A Keyboard Concepts Assessor will arrange an induction meeting with Client 
Code of Conduct
Keyboard Concepts incorporates adult learning principles throughout the delivery of its training programs.  Clients are encouraged to take responsibility for their learning and to be active in the education and assessment process.  

Keyboard Concepts therefore encourages all Clients to: 

· Prepare for training sessions.

· Participate appropriately in all workbased/classroom  training/observations/assessments
· Undertake all work requirements in line with designated deadlines.

· Relay to their individual Trainer/Assessor, or Keyboard Concepts administration staff, any problems being experienced.

· Participate in evaluation activities and offer constructive advice relevant to course delivery.

· Expect that Keyboard Concepts trainers/assessor will treat them with politeness and respect and reciprocally treat trainers/assessors in the same manner.

· Use established grievance procedures if there is a problem regarding course delivery or if they experience any difficulties with staff of Keyboard Concepts.
Attendance

The Trainer/Assessor will pre-arrange training visits at a time that is mutually convenient.  If the Client is unable to keep the appointment, they are requested to please notify the Trainer/Assessor or telephone the Keyboard Concepts office as soon as possible to arrange an alternative time. 

Certificates

Participants who successfully complete all requirements of their training program will receive a certificate indicating they have achieved a nationally accredited course.  The correct course title along with the State Training Board (where applicable) and Nationally Accredited Training logos will be detailed on the certificate.

Clients are entitled, at no extra cost, to a formal Statement of Attainment on withdrawal, cancellation or transfer, prior to completing the qualification, provided the Client has paid in full for the tuition related to the units of competency to be shown on the Statement of Attainment.
Course Monitoring 

All Clients are appointed a trainer/ assessor who is responsible for the delivery and monitoring of training.  Clients who feel that they may be disadvantaged in the learning environment as a result of a disability, language, culture, gender, age or other perceived barriers should discuss this with their individual Trainer/Assessor.

Should the Client experience any difficulties that may be affecting their studies, it is advised they discuss this with their Trainer/Assessor or arrange to make an appointment to meet with their manager. Review and evaluation processes will occur at scheduled intervals over the duration of the training program.  The Client is encouraged to provide feedback to assist Keyboard Concepts in our quality assurance process.

Post Training Reviews

All Clients  will receive a feedback questionnaire at the 6 and twelve-month-mark of their training program.  This is to monitor learning pathways of  Clients.
Grievance Procedure

Keyboard Concepts is committed to facilitating a learning process that is both beneficial and enjoyable.  If the Client has a grievance that is affecting their ability to complete their training program, it is important to let their Trainer/Assessor know of the problem.  Alternatively the Client is encouraged to contact the manager at Keyboard Concepts office.

Clients are also advised to:

1. Document the incident as soon as possible after the event.

2. Tell their Trainer/Assessor, if possible.

3. Make an appointment to see the CEO of Keyboard Concepts with a view to resolving the grievance.

4. The CEO will ensure that a satisfactory resolution is reached for all parties with consideration to the needs of the individuals concerned and the relevant government legislation.
Keyboard Concepts has a policy as to how grievances will be dealt with.

· Any grievance reported to Keyboard Concepts will be documented and recorded.

· An impartial party to the matter will deal with any grievance.

· The Client can formally present their case if they so desire.

· Any outcome or resolution will be documented and a written notification will be forwarded to the Client and kept on file at Keyboard Concepts.  If the issue is not resolved internally, Keyboard Concepts will utilise the services of an independent mediator.

Payment of fees

.
Fees are payable upon enrolment.  Staged payments are also available.  

All Course Fees and Administration fees are outlined in all Course Brochures.  These costs are inclusive of all courses materials and no other charges apply.
Where Clients are eligible for Government Funding under Victorian and Commonwealth Government funding, an administration fee is payable.  No other charges will apply.   Staged payments to not apply to Government Funded Courses.
Refund Policy

1. FEE FOR SERVICE COURSES

a) Short Courses 

Students are required to pay fees for their training as per the signed Enrolment Form.  Should a student cancel or withdraw, they may be entitled to a refund as detailed in our Refund Policy.

For short courses that are non-accredited, payment is required in advance (unless special arrangements have been made and approved by management).  By enrolling in a short course (i.e. 1 or 2 days), the client agrees to advise Keyboard Concepts no later than 5 working days prior to the scheduled date if they are unable to attend or of any changes to the enrolment.  If the client is unable to attend they will be given the opportunity to reschedule to the next scheduled course.  Keyboard Concepts has adopted the policy that any scheduled course will not be cancelled by Keyboard Concepts.

By signing the Enrolment Form the client agrees that they will be charged the full fee if they cancel within 5 working days or fail to attend.

b) Accredited Courses 

Students will be informed prior to enrolling onto a course details about


· the amount of all fees, including course fees, administration, materials fees and any other charges.


· Payment terms


· fees and charges for any additional services


· payment of fees in advanced

Keyboard Concepts agrees to refund, within 30 days, without deduction, all fees where the student’s application for enrolment is refused by Keyboard Concepts 

Keyboard Concepts agrees to refund, within 30 days, all fees paid less administration charge, where, by reason or reasons beyond the student’s control, including Acts of God, Acts of Government authorities, civil strike and riots, the student is prevented from attending the course.

Keyboard Concepts agrees to refund, within 14 days, without deduction, all fees where Keyboard Concepts cancels the course or where the commencement of the course is postponed for more than four weeks.

Where the student decides to withdraw from the course after the course has commenced, Keyboard Concepts will be entitled to 10 weeks’ notice or in lieu of notice the equivalent of 10 weeks’ fees.   The balance of the fees paid will be refunded to the student.


2. Government Funded Courses

Keyboard Concepts charges a course tuition/administration fee as directed under Victorian Training Guarantee.  The course tuition/administration fee is to be paid following enrolment..   This also includes any modules or units of competency completed through the Recognition of Prior Learning process.  

Keyboard Concepts agrees to refund, within 30 days, without deduction, the tuition/administration fee where the student’s application for enrolment is refused by Keyboard Concepts. 

Keyboard Concepts agrees to refund, within 30 days, the tuition/administration charge, where, by reason or reasons beyond the student’s control, including Acts of God, Acts of Government authorities, civil strike and riots, the student is prevented from attending the course.

Keyboard Concepts agrees to refund, within 14 days, without deduction, all fees where Keyboard Concepts cancels the course or where the commencement of the course is postponed for more than four weeks.

Where the student withdraws from the course, Keyboard Concepts will not reimburse the course tuition/administration fee. The student must produce satisfactory evidence of the circumstances of his/her withdrawal for government auditing purposes.

Training Information

Training programs are based upon competency-based training principles.  Some of the common terms that may be used are described below:

Definitions

VET- Australia’s Vocational Education and Training (VET) system is based on nationally endorsed Training Packages which identify specific skills and knowledge applied in the workplace. Candidates for a VET qualification must demonstrate the skills and knowledge identified in a training package and is judged ‘competent’ in the selected units of competency to be eligible for the award of the qualification.  For more information on Australia’s VET system visit  www.training.com.au

The Australian Quality Training Framework (AQTF) is the national set of standards which assures nationally consistent, high-quality training and assessment services for the clients of Australia’s vocational education and training system.

Competency is a broad concept that describes a person’s ability in a range of areas.  It covers:

· task skills (performing individual tasks)

· task management skills (managing a number of different tasks within a job)

· job or role environment skills (dealing with the responsibilities and expectations of the workplace)
Competency Based Training is aimed at providing learners with the skills, knowledge and understanding to demonstrate competence against standards, usually nationally industry endorsed competency standards.
Competency Standards reflect the knowledge and skill, and the application of that knowledge and skill, to the standard of performance required in employment.  Standards are developed by industrial parties, based on the organization of work and are expressed in terms of workplace outcomes.  They are regularly reviewed under the ATQF to ensure their continuing relevance to the workplace.  
Competency Based Assessment is a process of collecting evidence and making judgments on whether competence has been achieved.  This is based upon the learner being informed about the assessment process and includes the provision of information detailing the requirements for successful performance to be assessed.  Keyboard Concepts apply four basic principles to the assessments we undertake, including the need to be valid, reliable, fair and flexible.  Our trainers/assessors will work with the Trainee/Client to find the best methods in which they can demonstrate their competence.
Workplace Training is training that is undertaken in the workplace and may include structured training and/or assessment, observation of work place practices, case studies or completion of work tasks.


RTO is a Registered Training Organisation
The Training Program

The Trainers / Assessors

Over the course of the training program, Keyboard Concepts will guide  the Client through the process with regular visits from a Trainer/Assessor, along with input from their employers where applicable.
Prior to commencing your training, you will attend an induction meeting.  This is held at either Keyboard Concepts premises or at your place of employment.  The induction will include the following information:
Induction to Course

· Course content

· Your obligations as a Client

· How your skills, knowledge and attitudes will be assessed

· Recognition of prior learning or recognition of current competency 
· Requirements to receive the qualification

· Introduction to Keyboard Concept’s on-line support environment

· How you can appeal if you don’t agree with your assessment outcome

· How you can complain if you are not satisfied with any part of the course

· Where you can get extra help with your learning

A Certificate is issued on successful completion of the course.

Training Delivery

The training is delivered through a number of training strategies.  The flexibility in training delivery incorporates options that best suit the Client’s needs:

· Workplace Delivery

· Workplace Mentoring

· Research Projects

· Self Paced Instruction

· Supervised Learning

· Practical Demonstration

· Observation

· Team-group work
· On-line support
· Face to face (IT related training)
Skills Recognition:  

Skills recognition is a way of reducing your course workload by getting credit for relevant skills and knowledge you already have.  The competencies may have been gained through experience in the workplace, in voluntary work, in social or domestic activities or through informal or formal training. 

Skills recognition can include one or all of the following: 

· Recognition of Prior Learning 

· Recognition of Current Competence 

· Exemption 

· Credit Transfer
What is Recognition of Prior Learning (RPL)

Recognition of prior learning (RPL) is the acknowledgment of skills and knowledge obtained through:

· formal training or study including courses at school, college, adult education and training programs at work

· work experience including paid and volunteer work

· life experience including skills attained through leisure pursuits such as musical, mechanical or linguistic abilities.

RPL recognises this prior knowledge and experience and measures it against the course in which Clients are enrolled.  The  Client  may not need to complete all of a training program if he or she already possesses some of the skills and/or knowledge taught in the program.

RPL has many benefits:
· Clients can finish their courses earlier

· study loads and costs are reduced

· the student can take on additional study leading to a second qualification

· by identifying an individual's current competencies, RPL can effectively target training requirements.
What is recognition of current competence? 


A skills recognition process that applies if a Client has previously successfully completed the requirements of a unit of competency or module and is now required to participate in a skills recognition re-assessment to ensure that the level of competency  is being maintained. RCC does not include any additional training at the unit of competency or module level. 

What is a credit transfer? 


A skills recognition process in which credit is granted for identical modules/units completed in another course or at another training organisation. 

What is an Exemption? 


A skills recognition process in which credit granted for equivalent (not identical) modules/units completed in another course or at another training organisation
In cases where Keyboard Concepts’ RCC/RPL assessor is satisfied with the evidence supplied, the Client will be granted “credit” for all, or part of, the specified module.  However where transcripts or results are provided, there is automatic mutual recognition.

It is left to the discretion of the RTO to grant a candidate with exemptions of credits for units of work where they see appropriate.  At the commencement of any qualification the RTO will forward each Client with a RCC/RPL application booklet that contains a description of each unit that comprises the relevant course.  
The Client will then familiarise themselves with these units and the competencies associated with each module.  Client may apply for credits in as many of these units and associated competencies as they see fit.  Recognition is granted based on the weight of evidence that accompanies the application.

Evidence checklist 
Listed below is a range of evidence that may be used in support of your application for RPL or RCC. This list should be used as a guide only.

· Certificate of achievement 

·  Reference/letters of support - Work/social 

·  Evidence of committee work 

·  Demonstration of skill 

·  Record of academic results 

·  Samples of work (folio) 

·  Materials/tools worked with 

·  Referee/industry representatives 

·  Video 

· Audio 

· Photos 
· Published works eg operational manuals 

·  Reading lists 

·  Relevant work samples etc 

·  Letters/memos written at work 

·  Speeches written 

·  Scrap books 

·  Budgets 

·  Magazine/newspaper articles about work 

·  Rosters/timesheets 

·  Duty statements/job specifications 

·  Curriculum Vitae
·  Community Industry Awards

Keyboard Concepts will provide feedback on RCC/RPL applications within 14 days of receiving the information.
Outline of RCC/RPL Procedure

The procedure to assess people for “Recognition of Prior Learning” or “Recognition of current Competence” involves a detailed assessment of both their qualifications and skills.  They should only apply if there is a real belief that they already possess the KNOWLEDGE and SKILLS that is outlined in the training content.

Please Note: A Client may receive exemption from an element of competency, more than one element of competency or even the whole unit of competency.  The process is as follows:-

1. Client requests information about RPL/RCC and they will receive the following:

· A description of the recognition process.

· An RPL application form.

· An outline of the range of evidence gathering options available to the candidate.

2. Client fills out the Required Documentation

This includes completion of any forms and questionnaires that may assist the Assessor in ascertaining their knowledge and skills in the area.  The Client will also be required to produce any evidence of RPL/RCC including Certificates, Work Reports, or References which will be sent together with the application.

3. Application is Assessed

The Assessor will base his/her judgement of granting exemptions on two factors

· Demonstrated Knowledge, by way of interview, questionnaire, checklist or short answer questions.

· Demonstrated Practical Skills, through practical skill exercises on or off the job, based on the element of competency.

The Client may not be required to complete both of these factors to be granted exemptions, but there is a strong possibility that BOTH the knowledge and skills may need to be assessed.  Therefore, the Client may need to do some preparation for the practical exercises.
4. Client Notified of Result

The Client should be notified of the result of his/her application before training commences.  Therefore if exemption is not granted, the Client may still attend the training.  Other options such as re-assessment or re-application should be discussed at this stage.

Assessment Process

Assessment Strategies
Keyboard Concepts work towards facilitating Clients  to achieve success.  This is achieved through a number of strategies including:

· Provision of user friendly learning courses

· Services that are focused on assisting the learner

· Availability of additional support when required

· Provision of information relating to the requirements of the training program, including the assessment details

· Developing assessment tools that are closely linked to both the training program requirement and the workplace

Objectives of the Assessment Process

The objectives of the assessment process are:

· To confirm that participants have acquired the competencies identified in the learning modules

· To demonstrate that participants are competent to the agreed industry standard

Conduct of Assessment
Assessment is conducted in accordance with the Assessment Guidelines of the Australian Quality Training Framework (AQFT)  for  RTOs.  Assessment is competency based against the standards outlined in the units of competency.  

They include:


· assessment to determine your training needs 
· recognition of prior learning or recognition of current competency
· assessment during the training to judge how you are progressing

· assessment of performance at end of the units of training

Assessment is conducted in the workplace or at Keyboard Concept’s training rooms and involves the collection of sufficient evidence to demonstrate you are competent. 
This may include:

· Measurement of services you deliver

· Observation of processes you carry out

· Measurement of your knowledge and understanding

· Observation of the attitudes you demonstrate.

Assessment methods may involve you in:

· Demonstrating your skills

· Providing a service

· Answering written and/or oral questions

· Participating in group discussions

· Developing a portfolio of work

· Making oral presentations to the group

· Conducting a workplace project

Your Training Record Book provides a record of competence for each unit of competency. We encourage you to check the development of your skills and knowledge and indicate to your trainer when you are ready for assessment. The outcomes of assessment are Competent or Not Yet Competent. If you are assessed as Not Yet Competent you can request a reassessment.

During the course your individual assessment records are maintained by you in your Training Record Book and by your trainer.
Evidence Requirements - What evidence will be required?
Trainers/ Assessors will gather evidence of competencies over the duration of the Program. Throughout each module there will be a variety of assessment tasks to complete and the Client will be consulted during this process to ensure their individual learning style is taken into consideration.

Clients should not be hesitant about assessment tasks as they are designed to ascertain how the Client is progressing with their learning and what advancements they have made towards achieving the required competencies.

More formal assessment strategies are used to consolidate the evidence that they have been developing.

Keyboard Concepts allow participants three opportunities to be assessed as competent.  Should a Client not achieve competence after three attempts then it will be recommended they repeat the unit of study.
Government Funding


You may eligible to receive funding towards your chosen course of study under the Victorian Training Guarantee or the Skills For Growth Program

The Victorian Training Guarantee
The VTG is an entitlement to a government subsidised place in recognised training.   Clients may be entitled to government funding under the Victorian Training Guarantee.  The following eligibility rules apply from January 2011.
To be eligible for the Victorian Training Guarantee under this Agreement, a Client must be:- 

• an Australian citizen; or 

• a holder of a permanent visa; or 

• a holder of a Special Category Visa (sub-class 444); or 

• an East Timorese asylum seeker; or 

• a holder of a Temporary Protection Visa.
 Funding is available to all Applicants who are seeking a HIGHER QUALIFICATION than the highest qualification already held.
Skills for Growth program 

Skills for Growth provides businesses with access to an independent workforce training specialist to work with their staff at no cost. Through the program a business will be able to :- 
· identify business objectives and priorities 

· assess the skills of the business and employees 

· establish a customized workforce training and development plan in line with the business goals 

· place staff onto accredited training. 

Where accredited training has been identified, the Workforce Training Specialist will contact Keyboard Concepts to enrol staff onto a Certificate Course at any level. 

To be eligible for the Skills for Growth program a business must be: 

· Based in Victoria 

· Employing between 1 and 200 staff 

· Operating for at least 12 months

For further information, please contact a Keyboard Concepts Assessor.
.

Declaration

I have read, understood and agree to comply with the information outlined in the Client Handbook..

Client’s Name:……………………………………………

Client’s Signature: ………………………………………

Date: ……………………………

Please complete then tear this page out and return to your Assessor
Signed Assessor _________________________

Dated received ___________________________________
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