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1. WELCOME 

 

Thank you for choosing REACH for Training (REACH). We look forward to working with you to achieve 
your career goals. 

 

REACH is committed to providing high quality standards of vocational education and training. We aim 
to provide a happy, friendly atmosphere in which to learn.  

 

REACH will ensure that you will receive the opportunity to fulfil your personal potential during your 
training and every endeavour will be made by staff to accommodate the training to your individual 
needs.  

 

It is important to keep this handbook on hand during your training, as it will provide additional guidance 
as you progress throughout your training. In this handbook, you will find information about REACH’s 
policies and procedures, and forms and documents. 

 

We sincerely hope your time at REACH is a memorable and productive learning experience.  

 

Yours sincerely 

 

 

 

 

 

 

 

Padmanabhan Suresh       

Chief Executive Officer      
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2. ACKNOWLEDGEMENT OF COUNTRY  
 
‘In the spirit of reconciliation, REACH for Training acknowledges Aboriginal and Torres Strait Islander 
Peoples as the Traditional Custodians of Country throughout Australia, and their connections to land, 
sea and community. 
 
We pay our respect to their Elders past and present and extend that respect to all Aboriginal and 
Torres Strait Islander Peoples today.’ 
 
REACH for Training is committed to walking alongside Aboriginal and Torres Strait Islander 
communities in partnership, respect and truth. 

3. INTRODUCTION  

3.1 What’s in this Handbook? 

As a Learner of REACH there is information you will want to know now, as well as information you 

may wish to refer to while you are doing your course of vocational education and training (your VET 

course). There is also information we are required to give to Learners – before you enrol, when you 

apply to enrol and sign the application/enrolment form and, if relevant, pay any course fees. 

Some Learners are interested to know as much as possible; others less so. Nevertheless, because 

the handbook contains some important information, we recommend that you keep handy so that 

you can refer to it. We have divided the handbook into numbered sections so it is easier for you to 

find and refer to specific information. 

Because there is a lot to remember, we have included the significant information we gave you 

before you enrolled, and information you were given at your initial interview and during your 

induction. This includes REACH’s policies and procedures so that you can complete your course 

successfully and on time. So, in addition to general information about REACH and the services we 

provide to Learners, the handbook covers your rights and responsibilities as a Learner and our 

rights and responsibilities as a Registered Training Organisation (RTO) is registered under 

Commonwealth Government legislation to provide nationally recognised training.  

 

3.2 About REACH 

3.2.1 Our Mission Statement 

 

At REACH, our mission is: 

To provide nationally recognised training and qualifications for the local community, Job Services 

Australia Providers, local and national enterprises with a focus on delivering quality training 

outcomes to enable participants to gain meaningful employment, and the skills to perform their job 

roles efficiently and effectively to enable them to seek advancement opportunities within their 

chosen occupations. 

All training provided by REACH for Training is delivered in a safe environment by trainer/assessors 

who are well qualified and who have retained currency within their industry. 
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3.2.2 REACH is a Registered Training Organisation (RTO) 

 
REACH is registered by the Commonwealth Government’s National Vocational Education and 

Training (VET) Regulator, the Australian Skills Quality Authority (ASQA).  

To be registered, REACH is required to operate in accordance with national standards established 

by the Commonwealth Government under the National Vocational Education and Training 

Regulator Act 2012.  

As an RTO, REACH is: 

 listed on the National Register, www.training.gov.au  

 able to issue qualifications and Statements of Attainment that are recognised nationally 

under the Australian Qualifications Framework (AQF) 

 able to use the Nationally Recognised Training (NRT) logo on the qualifications it issues to 

Learners 

 able to tender for government funding to provide vocational education and training 

REACH’s RTO number is 91280. You can use this number on the National Register to find out 

about our registration by ASQA and the qualifications we are registered to provide.  

As an RTO, REACH also adheres to standards set by the respective State and Territory 

government’s educational departments and funding agencies.   

3.2.3 Nationally Recognised VET Qualifications 

REACH is a Registered Training Organisation (RTO) operating under the Standards for RTOs 2025 

and regulated by the Australian Skills Quality Authority (ASQA). Our registration authorises us to 

deliver and issue qualifications from Australia's national training system. 

All qualifications delivered by REACH are drawn from nationally endorsed Training Packages and 

are listed on our Scope of Registration, which is publicly available on training.gov.au. Our current 

scope includes qualifications across the following industry sectors: 

 Business Services - Business, Management, Business Administration and Frontline 
Management 

 Community Services - Aged Care, Disability, Children's Services, Education Support and 
Community Services Work 

 Salon and Beauty Services - Hairdressing and Beauty Therapy 

 Food and Hospitality - Hospitality and Commercial Cookery 

 Retail Management - Retail Services 

Completing a qualification on our scope means your credential is nationally recognised and portable 

across all Australian states and territories. 

 

 
 
 

http://www.training.gov.au/
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3.2.4 Our Code of Practice 
  
REACH is committed to providing equitable, high-quality training and 
assessment to all learners regardless of gender, cultural or ethnic background, 
age, disability, marital status or sexual orientation. Our obligations as an RTO 
are governed by: 
 

 Australian Skills Quality Authority Act 2011 (Cth) 

 National Vocational Education and Training Regulator Act 2011 (Cth) 
(as amended) 

 Student Identifiers Act 2014 (Cth) - Unique Student Identifier (USI) requirements 

 Australian Consumer Law (ACL) 

 Relevant state and territory legislation, including work health and safety and anti-
discrimination laws 

 State funding body contractual obligations (see Section 2.2.6)  
 

Under our Code of Practice, REACH undertakes to: 

 Deliver nationally recognised, high-quality training and assessment that meets Training 
Package requirements and the Standards for RTOs 2025. 

 Employ qualified, experienced and industry-current trainers and assessors who hold the 
relevant qualifications and credentials as required by the Credential Policy under the 
Standards for RTOs 2025, including TAE40122 Certificate IV in Training and Assessment or 
an equivalent qualification, and who maintain ongoing vocational competency and industry 
currency. 

 Provide training, assessment and learning resources including facilities and equipment that 
are current, fit for purpose and compliant with Training Package requirements. 

 Maintain a learning environment that is safe, inclusive, supportive and free from 
discrimination and harassment. 

 Actively support learners from priority and equity groups, including: Aboriginal and Torres 
Strait Islander peoples, people from Culturally and Linguistically Diverse (CALD) 
backgrounds, learners with disability, learners with language, literacy, numeracy and digital 
(LLND) needs, people who are unemployed or at risk of disadvantage, and rural and remote 
learners. 

 Conduct assessment that is valid, sufficient, authentic and current, in line with the Rules of 
Evidence and Principles of Assessment. 

 Use clear, accurate and non-misleading marketing and enrolment information, in accordance 
with the Compliance Requirements under the Standards for RTOs 2025, and not make 
representations about outcomes (such as employment) that are outside REACH’s control. 

 Protect the privacy of learner records in accordance with the Privacy Act 1988 (Cth) (as 
amended, including the Privacy and Other Legislation Amendment Act 2024) and applicable 
state privacy legislation. 

 Maintain a transparent, accessible complaints and appeals process (see Section 3.2.4 and 
Section 6). 

 Provide Recognition of Prior Learning (RPL) and Credit Transfer opportunities for all 
qualifications on our scope. 

 Commit to continuous improvement through learner, industry and staff feedback 
mechanisms, and actively engage with industry stakeholders to ensure training programs 
remain aligned with current workforce needs, as required by the Outcome Standards under 
the Standards for RTOs 2025. 
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3.2.5 Organisational Structure 

 

  

 

 

 

 

 

 

 

 

 

 

3.2.6 Government Funding and State Subsidised Training 

 
REACH is approved to deliver government-subsidised training in several states and territories. 
Funding arrangements vary by jurisdiction and are subject to annual review by the relevant state 
funding body. The table below provides a summary of the major programs operating in 2025. 
 

State Funding Program 
Administering 
Body 

Key Obligations for Learners 

NSW Smart and Skilled 
Training Services 
NSW (TSNSW) 

Must be an Australian citizen, permanent 
resident or eligible visa holder; meet age 
and residency requirements; complete 
enrolment declaration. 

ACT ACT Subsidised Training Skills Canberra 
Must be ACT resident; priority 
qualifications list applies; concession rates 
available for eligible cohorts. 

Important notes regarding funded training: 

 Eligibility for subsidised training is determined at enrolment and may require documentary 

evidence (e.g. proof of residency, citizenship, employment status or highest qualification 

held). 

 Funded places are limited. REACH cannot guarantee a funded place will be available for 

every applicant. 

 If you are enrolled in a government-subsidised place, you must comply with attendance, 

participation and reporting requirements as set by the relevant funding body. 

 Withdrawing from a funded qualification may result in a fee debt or claw-back of funding. 

REACH will advise you in writing if this applies. 
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 Funding body requirements take precedence over REACH's standard policies where there is 

a conflict. 

 Fee-for-service (non-subsidised) training is also available to learners who do not meet 

funding eligibility criteria. 

 

Current Funding Info - Funding programs and eligibility criteria change regularly. Always confirm 
your funding eligibility with REACH at enrolment. Current information about funded training in your 
state is available from your state training authority's website or by contacting the REACH Enrolment 
team. 

 

4. TRAINING AND ASSESSMENT  

 
4.1 How will you be trained 

4.1.1 Your training is Competency-Based Training 

 

All training at REACH is competency-based, in alignment with the national VET system and the 

Standards for RTOs 2025. This means your training focuses on what you can do in the workplace - 

not just what you know. 

Competency is defined as the consistent application of knowledge and skills to a defined standard 

of performance, as required in a real work context. Training Package competency standards set out 

the skills, knowledge and performance evidence required for each unit of competency. 

Competency-based training recognises that learners progress at different rates and through 

different pathways including formal study, workplace experience and prior learning. Your training at 

REACH will focus on: 

 Skills -what you need to do and how to do it 

 Knowledge - why tasks are performed in particular ways and the underpinning theory 

 Application - demonstrating skills and knowledge in realistic workplace contexts 

The Four Dimensions of Competency 

Competency standards across all Training Packages address four dimensions of work performance. 

Your training and assessment will address all four: 

Dimension of 
Competency 

What It Means for You 

Task Skills 
Ability to perform the specific tasks required in the job role to the required 
standard. 

Task Management Skills 
Ability to manage multiple tasks concurrently, prioritising and sequencing 
work effectively. 

Contingency 
Management Skills 

Ability to respond appropriately when things do not go to plan dealing 
with irregularities, breakdowns or unexpected situations. 

Job Role / Environment 
Skills 

Ability to work effectively within the workplace environment- including 
with colleagues, clients, supervisors and complying with workplace 
policies and procedures. 



 
 

REACH for Training 92180 I Learner Information Hanbook_LIH_QA_V20            Page 10 of 35 

 

Your Trainer/assessor will provide clear instructions about what is expected from you during your 
training and will explain the assessments you are required to complete. 
 
 
4.1.2 Modes of Training Delivery  
 
REACH offers flexible delivery options to suit different learner circumstances and workplace 
arrangements. Your delivery mode will be confirmed at enrolment and outlined in your Training Plan. 
 

1. Mixed-Mode — Face-to-Face (Classroom and/or Virtual) 

Training is delivered in a REACH classroom or via MS Teams by a qualified Trainer/Assessor. 

Attendance at all scheduled sessions is required. 

Learning methods may include: 

 Classroom discussions, demonstrations and lectures 

 Online activities via the REACH Learning Management System (LMS) 

 Practical exercises, role plays and simulations 

 Group activities, case studies and presentations 

 Workplace visits and industry field trips 

 Supervised work placement (where required by the Training Package) 

 

2. Mixed-Mode — On the Job (Distance / Workplace learning)  

This option is available to learners who are already employed in the relevant industry. Learning and 

assessment materials are provided and completed either via the REACH LMS or submitted directly 

to your Trainer/Assessor. Some scheduled attendance may still be required. Where practicable, 

your REACH Trainer/Assessor will also conduct workplace visits to observe performance and 

provide support. 

 

3. Traineeships and Apprenticeships 

If you are employed under a nationally recognised traineeship or apprenticeship training contract, 

REACH will deliver training in partnership with your employer. A formal Training Plan agreed by you, 

your employer and REACH will outline your training and assessment schedule. You must be 

released from normal duties to participate in training, attend formal sessions and meet with your 

Trainer/Assessor, as required under your training contract. 

 

Some qualifications require mandatory work placement hours set by the Training Package. REACH 

will assist in arranging suitable placements. Your workplace supervisor will contribute to your 

assessment, and you are covered by REACH's work placement insurance. All mandatory placement 

activities are assessed by a qualified REACH Trainer/Assessor 
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4.2 How will you be assessed 

4.2.1 Competency-Based Assessment 

 

Assessment at REACH determines whether you have achieved the competency standards (units of 

competency) required for your qualification. Assessment judgements are made in accordance with: 

 The Principles of Assessment (Validity, Reliability, Fairness, Flexibility)  as defined in the 

Outcome Standards under the Standards for RTOs 2025 

 The Rules of Evidence (Validity, Sufficiency, Authenticity, Currency) as defined in the 

Outcome Standards under the Standards for RTOs 2025 

 The assessment requirements of the relevant Training Package or accredited course 

 

Assessment outcomes in the VET system are not graded. You will be assessed as either: 

Outcome Meaning 

Competent (C) 
You have demonstrated all required skills, knowledge and performance 

evidence to the required standard. 

Not Yet Competent 

(NYC) 

Additional evidence, training or practice is required before a final competency 

judgement can be made. Your Trainer/Assessor will work with you to identify 

next steps. 

 
Rules of Evidence 
All evidence collected for your assessment must meet the following four Rules of Evidence. These 
standards protect the integrity of your qualification and ensure your assessment is meaningful. 
 

Principle What It Means Why It Matters to You 

Valid 
Evidence directly relates to the skills 
and knowledge described in the unit of 
competency. 

Your assessments are purposeful — 
they test what actually matters for the 
job. 

Sufficient 
Enough evidence is collected across 
tasks, contexts and occasions to make a 
confident judgement. 

A single task is rarely enough; your 
assessor gathers a complete picture. 

Authentic 
The evidence is genuinely your own 
work. 

You must not plagiarise or misrepresent 
others' work as your own. 

Current 
Evidence reflects your current skills and 
knowledge, not outdated experience. 

Evidence from many years ago may not 
be sufficient on its own without current 
demonstration. 

 
Principles of Assessment 

Your assessments are designed and conducted in line with the following four Principles of 

Assessment: 
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Principle What It Means How REACH Applies It 

Valid 
The assessment task measures what it 
is intended to measure, as specified in 
the Training Package. 

Assessment tools are mapped directly 
to unit performance evidence, 
knowledge evidence and assessment 
conditions. 

Reliable 
Assessment results are consistent 
regardless of who conducts the 
assessment or when. 

REACH conducts regular assessor 
moderation and quality review to ensure 
consistent judgements. 

Fair 
The assessment process is equitable 
and does not disadvantage any learner. 

Reasonable adjustments are available. 
You may appeal any assessment 
decision. LLND support is provided 
where needed. 

Flexible 
Assessment can accommodate different 
contexts, methods and learner needs. 

A variety of assessment methods and 
schedules are used to allow you to 
demonstrate competency in ways suited 
to your circumstances. 

 

4.2.2 The Assessment Methods used 

 
Evidence of your competency will be gathered using a range of assessment methods appropriate to 

the unit requirements, the Training Package assessment conditions and your individual context. 

Assessment methods commonly used at REACH include: practical demonstrations (which may be 

combined with oral questioning) 

 Practical demonstrations (observed in real or simulated workplace conditions) 

 Oral questioning and structured interviews 

 Written assignments, reports and essays 

 Short-answer and multiple-choice knowledge tests 

 Projects (individual and group) 

 Case studies and scenario-based tasks 

 Role plays and simulations 

 Portfolio of evidence (including workplace documents and artefacts) 

 Workplace observation by a REACH Trainer/Assessor or third-party supervisor 

 Third-party reports from workplace supervisors 

Note: No single assessment method alone is sufficient. Your Trainer/Assessor will use a 

combination of methods to gather enough evidence to make a confident and fair competency 

judgement.  

Generally the assessment requirements for each unit (or group of units) will involve completion of a 

number of different assessment tasks over a period of time.  

An assessment method may be direct or indirect. Direct methods (“show and tell”) include 
observation of you doing something, where the assessor might also ask you questions, or where you 
are required to do a written test of your knowledge, or prepare a written report. Indirect methods (some 
involving “show, tell and apply”) are based on an analysis of reported perceptions of competence, 
such as your own self-assessment of your knowledge and skills, a report from your Work supervisor, 
a portfolio of documents that includes work you have done. 
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4.2.3 The Assessment Procedures  

 
At the start of your course, you will be given information about the - course 

structure, the training and assessment requirements and the assessment tasks and 

evidence required to demonstrate competence. For each unit of competency (or 

group of units), you will be provided with information about the particular assessment processes 

involved, the number of assessments required and any particular weighting given to each 

assessment. 

Three types of assessments occur at different stages for each unit or group of units:  

Assessment Type When It Occurs Purpose 

Initial / Diagnostic At enrolment / course commencement 

Identifies existing skills, knowledge 
and language, literacy, numeracy and 
digital (LLND) needs to support your 
learning plan. 

Formative 
(Progressive) 

Throughout training ongoing 
Monitors progress, provides feedback 
and identifies areas needing further 
development before final assessment. 

Summative 
(Final) 

At the end of each unit or cluster of 
units 

Confirms you have met all required 
competency standards. Result is 
recorded as Competent (C) or Not Yet 
Competent (NYC). 

 

Assessment process - after each task, your assessor will decide whether your performance is 

Satisfactory or Not Satisfactory. Once all assessments in a unit are complete, you will be recorded 

as Competent (C) or Not Yet Competent (NYC). If you are NYC, your assessor will provide advice, 

additional learning, or a tailored training plan. 

Before Assessment 

 Your Trainer/Assessor will notify you of assessment dates, methods and requirements in 

advance. You will be provided with: 

 Clear written instructions and marking criteria 

 Information about any available reasonable adjustments 

 Details of submission requirements and due dates (for written tasks) 

 Opportunity to ask questions before the assessment begins 

If you do not feel ready for assessment, speak to your Trainer/Assessor before the scheduled date 

(preferably in writing). 

After Assessment 

 Following each assessment, your Trainer/Assessor will provide: 

 Your result (Satisfactory / Not Satisfactory for individual tasks; Competent / Not Yet 

Competent for the unit overall) 

 Written or verbal feedback explaining the basis of the decision 

 Feedback may be recorded on your assessment cover sheet or via the REACH LMS 
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Reassessment 

Learners may be reassessed if they: 

 Do not demonstrate competency in an assessment task 

 Are unable to complete an assessment at the scheduled time due to documented 

circumstances 

 Have been identified as submitting work that is not their own (see REACH's Academic 

Integrity Policy) 

REACH provides up to three (3) assessment attempts per unit at no additional charge. Additional 

attempts beyond three or repeat training, may attract additional fees. Your Trainer/Assessor will 

advise you in writing if this applies. 

Absences and late submissions: If you cannot attend a scheduled assessment, notify REACH 
before the assessment time. Late submissions must be discussed with your Trainer/Assessor in 
advance. Undisclosed absences or missed deadlines may result in a Not Satisfactory result for that 
task. 
 

 
4.2.4 The Assessment Appeal process  
 
As a learner, you have the right to appeal any assessment decision made by REACH if you 

believe the assessment was invalid or the process was invalid, inappropriate or unfair. 

Step Timeframe Action 

Step 1 - 
Informal 
Review 

Immediately after 
result 

Review the feedback from your Trainer/Assessor and 
discuss your concerns directly with them. 

Step 2 - 
Formal Appeal 

Within 7 calendar 
days of the 
discussion in Step 1 

Complete and submit a formal Assessment Appeal Form to 
the Academic/Quality team. 

Step 3 -
Independent 
Review 

Within 10 business 
days of Step 2 

A second qualified assessor (not involved in the original 
assessment) reviews all evidence and makes an 
independent decision. 

Step 4- Final 
Decision 

In writing following 
Step 3 

The National Quality Manager issues a final written 
decision. All parties are informed of the outcome. 

Step 5 -
External 
Complaint 

If still unresolved 
If you remain unsatisfied, you may proceed through 
REACH’s Complaint Process. 

 

At every stage of the appeals process, you are entitled to have a support person present. 

 

4.2.5 The Qualifications and Outcomes  

 
The qualification you receive upon completing your course depends on the units 

you successfully complete. The table below summarises the possible outcomes: 
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Outcome What You Receive 

All units completed -Competent (C) 
Qualification certificate (Certificate II-IV and Diploma) and a 
Record of Results (transcript) listing all completed units. 

Some units completed - Competent 
(C) 

Statement of Attainment listing the units you have successfully 
completed. You may choose to continue to complete the 
remaining units. 

Individual units only (not full 
qualification) 

Statement of Attainment for the specific units completed. 

Not Yet Competent (NYC) after all 
attempts 

Detailed written feedback and a training plan to support further 
learning. Additional fees may apply for repeat training and 
assessment. 

 

REACH will issue all qualifications and Statements of Attainment within 30 calendar days of 

assessing a learner as having met the requirements of the training product, provided all agreed fees 

have been paid, in accordance  

5. LEARNER SUPPORT SERVICES 

At REACH, we are committed to supporting all learners throughout their training journey - not only in 

their academic progress, but in their overall wellbeing. We encourage learners to communicate their 

needs at every stage, from initial enrolment through to course completion, and we aim to ensure 

that every individual has access to the resources, guidance, and support they need to succeed. 

If you experience any difficulties, please speak with your Trainer/Assessor in the first instance. You 
may also contact the Training Coordinators Team to arrange further support. Where necessary, 
REACH can also facilitate referrals to appropriate external services. 
 

5.1 Diversity, Inclusion and Access & Equity 

REACH is committed to creating and maintaining a learning environment that is inclusive, 

respectful, and equitable for all. We welcome and celebrate the diversity of our learners and 

recognise that a diverse community strengthens the quality of training and the experience of every 

individual within it. 

We do not discriminate on the basis of, and are fully inclusive of, individuals regardless of their: 

 Gender or gender identity 

 Cultural or linguistic background 

 Race or ethnicity 

 Socio-economic background 

 Disability or health condition 

 Age or marital status 

 Pregnancy or parental status 

 Sexual orientation or relationship structure 

 Religion or spiritual beliefs 

 Carer responsibilities 
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Our programs, facilities, and services are designed to maximise participation and reduce barriers for 

all learners, including those from disadvantaged or underrepresented groups. We continually review 

our practices to ensure compliance with relevant legislation, including the Commonwealth Disability 

Discrimination Act 1992 and applicable state and territory equal opportunity and anti-discrimination 

laws. 

If you have questions, concerns, or feedback regarding access, equity, or inclusion, please contact 
the Training Coordinators Team, who can arrange a meeting with a delegated Manager. 

 
5.2 Study and learning support  

REACH provides a comprehensive range of study and learning support 

services to assist you throughout your training. These services are 

designed to help you engage with your course material, manage your 

studies effectively, and achieve your qualification. 

 Student Portal & LMS: Training Coordinators can help you with student portal access, 

guidance on course schedules, using the Learning Management System (LMS), and staying 

on track with your studies. 

 Enrolment Variation (Extensions & Deferrals): Assistance is available for extensions, 

deferrals, Recognition of Prior Learning (RPL), and Credit Transfer applications. Contact the 

Training Coordinators Team for further information. 

 Academic Support: Your Trainer/Assessor is available to assist with learning content, 

assessments, and Language, Literacy, Numeracy and Digital (LLND) needs. 

 Language Support: Bilingual trainers are available in select courses to provide additional 

language support where required. 

 Work Placement: Where a course includes mandatory work placement hours, learners are 
responsible for arranging their own placement. However, Training Coordinators can provide 
guidance and support in identifying an approved workplace. 
 

5.3 Counselling, Guidance and Career Support  

REACH recognises that every learner has unique needs and that personal circumstances can 

sometimes impact the ability to study. A range of guidance, counselling, and career support 

services are available, including: 

 Education and career counselling 

 Recognition of Prior Learning (RPL) assistance 

 Language, Literacy, Numeracy and Digital (LLND) support 

 Job-seeking skills support, including resume writing and interview preparation 

 Referral to specialist external organisations where required 

Personal counselling services are also available and treated in the strictest confidence. These may 

include 

 Complaint/conflict resolution  

 Stress management 

 Access, equity, and discrimination concerns 

 General welfare and personal wellbeing 
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To access any of these services, please contact the Training Coordinators Team or your Trainer 

and Assessor.  

5.4 Learners Wellbeing 

At REACH, we are deeply committed to the wellbeing of every learner. We understand that study 

can be demanding, and that personal circumstances, stress, and mental health challenges can 

affect your capacity to engage with your course. You are not alone, and support is available. 

If you are experiencing difficulties, whether academic, personal, or emotional - we encourage you to 

speak with your Trainer/Assessor or contact the Training Coordinators Team. Where appropriate, 

REACH can facilitate a referral to an external specialist or support service. 

Free External Wellbeing and Mental Health Resources  
The following free services are available to all learners. We encourage you to reach out if you or 

someone you know needs support. 

In an emergency or if you or someone else is in immediate danger, please call 000 immediately. 

Service Focus Area Contact 

Beyond Blue 
Anxiety, depression and mental 
health support 

beyondblue.org.au   
1300 22 4636 

Lifeline Australia 
Crisis support and suicide 
prevention (24/7) 

lifeline.org.au  
13 11 14 

Head to Health 
Mental health information and 
digital resources 

headtohealth.gov.au 

ReachOut Australia 
Wellbeing support for young 
people 

au.reachout.com 

1800RESPECT 
Family violence and sexual 
assault support 

1800respect.org.au  
1800 737 732 

MensLine Australia 
Emotional and relationship 
support for men 

mensline.org.au  
1300 78 99 78 

Suicide Call back Service 
Support is available for anyone at 
risk, their carers and people 
grieving a suicide. 

Suicidecallbackservice.org.au 
1300 659 467 

Yarn Safe (13YARN) 
24/7 crisis support for Aboriginal 
& Torres Strait Islander peoples 

13yarn.org.au  
13 92 76 

 

5.5 Learners with Additional Needs 

REACH is committed to ensuring that all learners have an equal opportunity to demonstrate their 

knowledge and skills. In accordance with the Commonwealth Disability Discrimination Act 1992 and 

relevant equal opportunity legislation, we will make reasonable adjustments to training and 

assessment processes to support your participation, without compromising the integrity of national 

competency standards. 

Reasonable adjustments may include, but are not limited to: 

https://www.beyondblue.org.au/?gad_source=1&gad_campaignid=23478719000&gbraid=0AAAAADuibRac3LBumLtYpvJ4EXN0DJcHp&gclid=Cj0KCQjwkrzPBhCqARIsAJN460n5J6MfBjciGBkXElPCbeO3Rq1D_WCfNNG-dldQ-9rKcw24aiMzhtUaApM5EALw_wcB
https://www.lifeline.org.au/
https://www.medicarementalhealth.gov.au/
https://au.reachout.com/
https://1800respect.org.au/
https://mensline.org.au/
https://www.suicidecallbackservice.org.au/
https://www.13yarn.org.au/
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 Additional time to complete assessments 

 Alternative assessment formats or methods 

 Provision of specialised equipment or assistive technology 

 Additional support personnel (e.g. a scribe or support worker) 

These adjustments are designed to ensure equitable participation, they do not confer any unfair 

advantage over other learners. 

If you have a disability, health condition, or any other need that may affect your studies, we 

encourage you to disclose this at the time of enrolment so that appropriate arrangements can be 

made. Supporting documentation (such as a medical certificate or assessment report) may be 

requested in some circumstances. All information disclosed is handled with sensitivity and in strict 

confidence. 

Please note that REACH is required to collect and report de-identified statistical data to the 
Commonwealth Government. This data does not include any personally identifying information. 

5.6 Administrative Support  

Our Administration Team is your first point of contact for non-academic matters. They can help you 

with student portal access, course information, and general enquiries to ensure you have everything 

you need to get started and stay on track. 

Some courses require a work placement to give you hands-on experience in an approved 

workplace. While it is your responsibility to secure a placement, Training Coordinators can provide 

advice and support to help you find a suitable workplace if needed. 

6. YOUR RIGHTS AND RESPONSIBILITIES  

At REACH, we want you to know your rights and responsibilities as a learner. This 

section brings together key information you need before enrolling, at induction and 

throughout your course. Although we have provided as much information as 

possible, if anything is unclear, please ask for help from: 

 Your Trainer/Assessor  

 Administration Staff – Support Coordinator or Training Coordinator 

 Management team – Regional or Campus Manager 

 

6.1 Your contract with REACH  

When you sign the Application/Enrolment Form and pay your fees, you enter into a formal 

agreement with REACH. This means you agree to the terms and conditions of enrolment and to 

follow Code of Conduct (See section 5.4.). 

6.2 Enrolment and Selection  

Classes are open to all adults 18 years and over. Some qualifications offered by REACH may 

consider enrolment of learners under 18 years. Where under 18’s are enrolled, appropriate 

guardianship arrangements are put in place. 
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Please notify our staff if you have a medical condition or disability or require assistance in attending 

a class.  

A deposit may accompany your enrolment to secure a placement.  

It is your responsibility to note the date, time and location of the course as advertised. It is your 

responsibility to note course dates, times, and venues. Courses with low enrolments may be 

cancelled - so please keep your contact details up to date. 

Requests for transfers or credits due to personal circumstances will be considered where possible 

and every effort will be made to ensure a placement in another course.  

Once a course has commenced, late enrolments are only accepted if you can demonstrate 

competency in prerequisite units. Full course fees are still payable for late enrolments.  

REACH may adjust course dates, times, venues, or trainers if required, but we will always try to 

minimise disruption. 

Certain courses include physical activity, fieldwork, or demonstrations - participation is at your own 

risk, but REACH learners are covered by appropriate insurance during class and work placements. 

A fourteen (14) day cooling-off period applies after enrolment, during which you may withdraw by all 

parties involved (RTO / Learner / Employer / Relevant Government Departments and receive a full 

refund (all course materials, resources and other RTO property to REACH for Training in its original 

condition).  

REACH reserves the right to suspend or terminate a Learner's enrolment due to breach of any of 

REACH's policies and procedures.  

 

6.3 Course Fees, Payments and Refund Policy  

6.3.1 Fees and Refund Policy  

In accordance with applicable Commonwealth & State legislation, REACH for Training (REACH) is 

entitled to charge fees for items or services provided to Learners undertaking a course of study. 

These charges may include course materials, learner services and training and assessment 

services.  

Note: This policy does not apply for State-funded trainings, traineeship / apprenticeship programs 

which attracts separate administrative fees as per the respective State Government’s contract. 

6.3.2 Fees payable 

1. Fee notification, deposits and payment Plans 

 A minimum deposits must be paid prior to course commencement.  

 Fees are payable once the learner has received a confirmation of the enrolment 

 The remainder of the course fee can be paid through a REACH flexible payment plan 

(refer to Appendix Section 9). 

 Payment instalments must not exceed $1,000 per transaction to REACH. Payment 
schedule may vary on case by case basis. 
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 Instalments correspond to progress and completion of enrolled units. If a learner 
deliberately delays their course, REACH reserves the right to invoice outstanding 
fees from the date of notification. 

2. Program fee variations and Administration fees  

 Fees may vary for different training programs. For current details, please refer to the 

REACH schedule of fees and charges available on the REACH website and course 

flyers. 

 An administration fee may be charged if a learner withdraws from a course after the 

cooling-off period (see declaration section of the Enrolment Form) 

3. Additional Support and reassessment fees 

 A fee may be applied if a Learner requires extra support and re-assessment. The fee 
will be advised by the Administration staff on an individual basis. 

4. For Short courses, fees are paid in full before or on the day of scheduled training dates  

 

6.3.3 Re-issue of training workbooks / Statement of Attainment / Qualification testamur  

1. Training materials - Learners who require replacement of issued text or training workbooks 

will be liable for additional costs 

2. Certificates and Statement of Attainments - learners are responsible for the safe storage of 

their Qualification testamur and Statements of Attainment. If a Learner requires re-issue: 

 $250 for Qualification certificates and $100 for Statement of Attainment  

3. For Short courses – a re-issue fee of $100 (or higher, depending on the relevant State 

registering authority) applies.  

 

6.3.4 Refunds  

1. Refund Eligibility - refunds may be made in the following circumstances: 

 The learner has overpaid an administration charge 

 The learner has enrolled in a course cancelled by REACH 

 The learner withdraws before the cooling-off period (admin charges may still apply) 

 The learner may need to withdraw from the course or program due to the illness or 
extreme hardship, as determined by REACH 

2. Refund request process – learners wishing to cancel or withdraw must notify REACH in writing 
at the earliest opportunity.  

 A formal ‘Refund Request Form’ must be completed and submitted (available at 
campus reception or REACH website).  

 Refunds may only be issued for the component of the training not yet delivered. Fees 
for completed components of course are non-refundable. 

 Refund requests are acknowledged via email within 48 hours and REACH will 
endeavour to process refunds (if approved) within 14 working days of the 
acknowledged date 

3. Textbook and material refunds - where a Learner has purchased a text or training workbooks 
and subsequently cancels his or her enrolment, REACH will not refund monies for the text 
unless a written request for a refund is received and we are satisfied that the text is in as-new 
condition.  
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6.4 Code of Conduct  

6.4.1 General Principles  
 
At REACH, all learners are expected to demonstrate initiative, contribute as 
collaborative team members, and conduct themselves with honesty, integrity, and respect at all 
times. We are committed to fostering a learning environment built on mutual respect and 
constructive engagement. 
REACH upholds the following principles of professional and interpersonal behaviour for all members 
of our learning community: 

 Focus on the situation, issue or behaviour, not on the person 

 Maintain the self-confidence and self-esteem of others in all interactions 

 Cultivate constructive, professional relationships with staff and fellow learners 

 Take initiative to improve outcomes for yourself and your peers 

 Lead by example and take ownership of your actions and learning 

These principles reflect our obligations under the 2025 Standards for RTOs, which require REACH 

to foster a safe, inclusive, and supportive training environment for all learners 

6.4.2 Learners’ Rights 

All learners enrolled at REACH have the following rights: 

 To learn in a safe, secure, clean, and accessible environment 

 To be treated fairly, equitably, and with respect by all staff and fellow learners 

 To learn in an environment free from discrimination, harassment, bullying, and victimisation 

 To receive information about your course, assessments, and support services prior to and 

during enrolment 

 To receive timely and constructive feedback from your Trainer/Assessor on your performance 

and progress 

 To be assessed in a manner that is valid, reliable, fair, and flexible 

 To appeal any assessment decision and request an independent review 

 To make a complaint and have it handled promptly, impartially, and confidentially 

 To appeal any decision made in response to a complaint 

 To have your personal information collected, stored, and managed in accordance with the 

Privacy Act 1988 (Cth) (as amended) and the Privacy Regulations 2025 

 To access your own learner records upon request 

 To receive encouragement, support, and reasonable adjustments appropriate to your 

individual needs 

 To discuss concerns or difficulties confidentially with REACH staff 

6.4.3 Learners’ Responsibilities  

As a learner at REACH, you are expected to: 

 Be courteous, respectful, and professional towards all staff, fellow learners, and workplace 

supervisors 

 Cooperate with staff and peers to support a positive learning environment 

 Comply with all applicable health and safety requirements at all times 

 Behave in a manner that is appropriate and does not cause offence, embarrassment, or 

harm to others - this includes refraining from offensive language, threatening or abusive 

conduct, and any form of harassment or bullying 

 Refrain from any behaviour that disrupts the class or impedes the learning of others 
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 Attend classes punctually and maintain the required minimum attendance of 85% 

 Take responsibility and ownership for your own learning, progress, and conduct 

 Maintain satisfactory course progress and engage actively with learning activities 

 Submit assessment tasks by the due date, or request an extension in advance if required 

 Prepare thoroughly for assessments and submit only your own original work 

 Refrain from any form of plagiarism, academic dishonesty, or collusion 

 Provide accurate information about yourself at enrolment and notify REACH of any changes 

to your personal details within five (5) working days 

 Pay relevant fees by the due date in accordance with your enrolment agreement 

 Not smoke, consume alcohol or illicit drugs on REACH premises, nor attend training under 

the influence of alcohol or illicit substances 

 Not bring alcohol, illicit drugs, or weapons onto REACH premises 

 Refrain from using mobile phones or electronic devices in class or during assessment unless 

specifically permitted 

 Not steal, damage, or misuse any REACH equipment, resources, or the property of others 

 Dress appropriately at all times in accordance with the relevant industry dress code (refer to 

Section 5.4.20) 

 Attend work placement in a professional manner and comply with the policies and 

procedures of the host organisation 

6.4.4 Privacy and Handling of Personal Information 

REACH is committed to protecting the privacy of all learners in accordance with 

the Privacy Act 1988 (Cth), as amended by the Privacy and Other Legislation 

Amendment Act 2024 (Cth) (in effect from 10 December 2024), and the Privacy Regulations 2025. 

We comply with the Australian Privacy Principles (APPs) in the collection, use, storage, and 

disclosure of personal information. 

What information we collect 
REACH collects personal information through enrolment forms, assessment tasks, surveys, and 

personal interviews. This may include your name, contact details, date of birth, USI, prior 

qualifications, employment history, and other information relevant to your training. 

How we use your information 
Your personal information is used to: 

 Assess your competencies and manage your enrolment and training records 

 Report statistical data to government bodies as required under applicable VET legislation 

(this is de-identified data only - your name and personal details are not disclosed) 

 Communicate with you about your training, course updates, and relevant future services 

 Comply with our obligations to the Australian Skills Quality Authority (ASQA) and the 

National Centre for Vocational Education Research (NCVER) under AVETMISS reporting 

requirements 

Consent and promotional use 
REACH will not use your personal information for promotional or marketing purposes (including 
photographs, testimonials, or editorial content) without first obtaining your written consent. A Media 
Release Consent Form is available in Section 9 (Appendix). 
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Learner Obligation – all REACH learners are required to handle information about fellow learners, 

clients, and other stakeholders with appropriate confidentiality and discretion, in accordance with 

the Privacy Act 1988 (Cth) and applicable professional standards. 

Sharing your information 
REACH does not share, sell, or rent your personal information to third parties, except: 

 Where required by law or by ASQA, NCVER, or relevant State and Territory government 
agencies 

 With your express written consent 

 

6.4.5 Management of Learners’ training records  
 
REACH is committed to maintaining accurate, secure, and confidential learner records in 

accordance with the 2025 Standards for RTOs, the Privacy Act 1988 (Cth), local State & Territories’ 

current privacy protection acts and regulations.  

Your training records, including personal details, assessment results, and qualifications are stored 
securely in our Student Management System, protected by access controls, encryption, firewall, and 
off-site backup systems. 
 

Requirement Detail 

Record Retention 
All learner results are retained for a minimum of 30 years, as required 
by the 2025 Standards for RTOs. 

ASQA Access 
As an RTO, REACH is subject to audits by ASQA and relevant 
State/Territory government authorities, who have a legal right to access 
learner records under applicable legislation. 

NCVER Reporting 
De-identified statistical data is reported to NCVER in accordance with 
AVETMISS requirements. No personal details are disclosed in this 
reporting. 

Certification 
AQF certification documentation (qualifications and statements of 
attainment) will be issued within 30 days of completion, in accordance 
with the 2025 Standards. 

6.4.6 Accessing your Learner records 

You have the right to access your own learner records at any time. To do so, please submit a 

written request to the Administration Team using the Access to Personal Learner Records form 

(available from Reception or via the REACH website). 

Access will be provided as promptly as possible, ordinarily within five (5) business days of receiving 

your request. 

If you wish to authorise another person to access your records on your behalf, this must also be 

submitted in writing and signed by you. 

 

6.4.7 Client Feedback and Continuous Quality Improvement  
 
REACH is committed to continuously improving the quality of our training, assessment, and learner 

support services. Under the 2025 Standards for RTOs, we are required to collect, analyse, and act 
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on feedback from learners, employers, and other stakeholders as part of our quality assurance 

processes. 

You will be asked to complete evaluation surveys at various points throughout your training. Your 

feedback is valued and directly informs improvements to our programs and services. 

If you wish to provide additional feedback or suggest an improvement at any time, please complete 

an Opportunity for Improvement Form (available from Reception or Section 9 Appendix). 

Your feedback matters. REACH uses Quality Indicator data, including learner satisfaction surveys to 

monitor and improve our performance. If you have a suggestion, please share it with us 

6.4.8 Health and Attendance 

The health and safety of all members of our learning community is a shared responsibility. If you are 

experiencing a contagious illness (such as influenza, gastroenteritis, or a viral infection), you must 

not attend REACH premises until you have recovered. Please notify the Administration Team of 

your absence as soon as practicable. 

It is your responsibility to ensure you remain up to date with your coursework. If you miss a session, 

contact your Trainer/Assessor to determine what you need to do to catch up. A minimum 

attendance rate of 85% is required. 

6.4.9 Alcohol and Other Drugs 

REACH is a drug and alcohol-free training environment. The consumption or use of alcohol or illicit 

drugs on REACH premises or attending training while under the influence is strictly prohibited and 

constitutes a serious breach of the REACH Code of Conduct. 

Any learner found to be in breach of this policy will be subject to immediate intervention action in 

accordance with the Intervention Strategy outlined in Section 5.4.14, which may result in 

suspension or cancellation of enrolment. 

 
6.4.10 Work Health and Safety 
 
REACH is committed to providing and maintaining a safe and healthy environment for all learners, 
staff, and visitors, in accordance with the Work Health and Safety Act 2011 (Cth) and applicable 
State and Territory WHS legislation. 
All learners have a shared responsibility to: 

 Follow all WHS instructions, policies, and procedures at all times 

 Identify and report any hazards or unsafe conditions to your Trainer/Assessor or the 
Administration Team immediately 

 Cooperate with REACH in any investigation relating to a health and safety matter 
 

If a hazard is identified, a WHS Hazard Report Form must be completed and submitted. If an injury 

occurs, a WHS Injury Report Form must be completed immediately. Assistance is available from 

Trainers/Assessors and the Administration Team. All forms are available in Section 9 (Appendix). 

 
6.4.11 Harassment, Discrimination and Bullying  
 
Under Australian law, REACH must provide a work and learning environment that is free from all 
forms of harassment and discrimination (including victimisation and bullying) so that staff and 
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learners feel valued, respected and are treated fairly. If informed of any harassment or 
discrimination, we are required by law to take immediate and appropriate action to deal with it. 
 
REACH is committed to providing a learning and working environment that is free from all forms of 
harassment, discrimination, bullying, and victimisation. This commitment is supported by the 
following legislation: 
 

Legislation Coverage 

Sex Discrimination Act 1984 
(Cth) 

Prohibits discrimination based on sex, gender identity, intersex 
status, sexual orientation, marital or relationship status, and 
pregnancy. 

Australian Human Rights 
Commission Act 1986 (Cth) 

Provides a framework for the protection and promotion of 
human rights in Australia. 

Racial Discrimination Act 1975 
(Cth) 

Prohibits discrimination based on race, colour, nationality, and 
ethnic or national origin. 

Disability Discrimination Act 
1992 (Cth) 

Prohibits discrimination based on disability and requires 
reasonable adjustments. 

Age Discrimination Act 2004 
(Cth) 

Prohibits discrimination based on age. 

Applicable State & Territory 
Legislation 

Including relevant equal opportunity and anti-discrimination 
laws in each jurisdiction. 

 
REACH will not tolerate discrimination, harassment, bullying, or victimisation on any grounds, 

including but not limited to: sex, sexual orientation, gender identity, race, culture, religion, age, 

disability, family responsibilities, or marital status. 

Examples of Prohibited Conduct 
Harassment may include: 

 Unwelcome physical contact 

 Repeated unwelcome invitations or communications 

 Insulting, threatening, or abusive language or gestures 

 Unjustified and ongoing negative commentary about a person's performance 

 Jokes, comments, or derogatory references about a person's race, ethnicity, religion, or 
other protected attribute 

 Sharing or displaying offensive, obscene, or objectionable material in any format, including 
digital 

 
Bullying may include: 

 Behaviour that intimidates, degrades, humiliates, or isolates a person 

 Persistent unjustified criticism of a person's work 

 Verbal or physical aggression, or threatening behaviour 

 Coercion through strength, fear, or misuse of authority 
 
Victimisation may include: 

 Unfavourable treatment of a person who has made, or is suspected of making, a complaint 

 Deliberately ignoring, isolating, or excluding a person 

 Mocking a person's cultural practices or customs 
 
Reporting: If you believe that discrimination, harassment, or bullying has occurred, report it 

immediately to your Trainer/Assessor or the delegated Manager. All reports will be investigated 
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promptly and impartially. The privacy of all parties will be protected throughout the process, 

consistent with the obligation to conduct a fair and thorough investigation.  

6.4.12 Continuous Improvement  

REACH is committed to ongoing quality improvement across all aspects of training delivery, 

assessment, and learner support. Under the 2025 Standards for RTOs, REACH is required to 

systematically monitor and evaluate its performance and take action to address identified gaps. 

We welcome suggestions from all learners, staff, and stakeholders. To submit a suggestion or 

improvement idea, please complete an Opportunity for Improvement Form (available from 

Reception or in Section 9 Appendix). 

6.4.13 Complaints and Appeals  

Complaints Procedure 

REACH recognises that issues may arise from time to time. We encourage all learners to raise 
concerns early, open communication often prevents small issues from escalating. All complaints are 
handled in accordance with the principles of natural justice, procedural fairness, and impartiality, 
consistent with the 2025 Standards for RTOs. 
 
Key Commitments: All complaints are handled by an unbiased staff member not directly involved 
in the matter. Learners will not face any repercussions for raising a genuine complaint. All 
complaints will be acknowledged within 2 business days and resolved within 20 business days of 
receipt of the written complaint. 
 
Complaints may be submitted: 
 

 In person – directly to a REACH representative 

 By phone – through your campus contact 

 In writing – by email or through the REACH website 
 
Please remember that REACH is committed to delivering quality education and training. Therefore, 
if a Learner is experiencing any difficulties (for example, with their course work, attendance, the 
organisation where they are doing their work-placement, or any other matter relating to their 
training). Learner are encouraged: 

 To discuss their concerns with trainers/ assessors first and, if necessary,  

 If the matter remains unresolved, we recommend that they make an appointment with the 

relevant campus manager. 
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Formal Complaint Procedure 

 

Step Action 

1 Learner advises they wish to make a formal complaint. 

2 
Learner completes a Complaints Form (available from Reception or the REACH 
website). 

3 
The complaint is received and recorded in the Complaints and Appeals Register within 2 
business days. 

4 
The complaint is referred to the National Quality Manager. If the National Quality 
Manager is a party to the complaint, the matter is escalated directly to the CEO. 

5 
The National Quality Manager contacts the learner to discuss the complaint. The learner 
may be accompanied by a support person at any meeting. 

6 
The National Quality Manager consults with all relevant parties in an attempt to resolve 
the matter. 

7 
The National Quality Manager consults with the CEO where relevant, and a decision is 
made. 

8 
The decision is communicated to the learner in person and in writing, including the 
learner's right to appeal. 

9 All documentation is placed on the learner's file. 

10 
Where appropriate, an Opportunity for Improvement Form is completed to address any 
systemic issues identified. 

 
Complaint Appeal Procedure 

If a learner is not satisfied with the outcome of a formal complaint, they have the right to appeal. All 

appeals are reviewed by an independent person or panel to ensure impartiality. The learner will be 

notified of the outcome in writing. 

Step Action 

1 
Learner submits a Complaint Appeal Form (available from Reception or the REACH 
website). 

2 The appeal is recorded in the Complaints and Appeals Register. 

3 
The National Quality Manager and CEO are notified and jointly agree on an independent 
reviewer. 

4 
The independent reviewer conducts the appeal hearing. The learner may be 
accompanied by a support person. 

5 The outcome of the appeal is communicated to the learner and the CEO in writing. 

6 All documentation is placed on the learner's file. 

7 An Opportunity for Improvement Form is completed where relevant. 

 

External Escalation: If a learner remains unsatisfied following the completion of the internal appeals 

process, they may seek assistance from the Australian Skills Quality Authority (www.asqa.gov.au), 

the relevant State or Territory Fair Trading or Ombudsman office, or applicable anti-discrimination 

bodies. Refer to Section 7 for further details. 
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Assessment Appeal Procedure 
 
All assessments are conducted in accordance with the 2025 Standards for RTOs, 
training package requirements, and the principles of assessment and rules of 
evidence. If you wish to appeal an assessment decision, the following procedure 
applies. REACH aims to resolve all assessment appeals within 14 business days. 

Assessment procedures must take account of equity issues, including any special needs of an 

individual Learner if REACH has been advised of those needs, while always ensuring the integrity of 

the assessment process.  

Step Action 

1 
The Trainer/Assessor discusses the assessment result with the learner and provides 
specific feedback, including identification of any gaps in knowledge or skills and 
information about reassessment options. 

2 
If the learner wishes to appeal, they must do so in writing within 7 days of the discussion 
with the Trainer/Assessor. 

3 Receipt of the appeal is acknowledged within 2 business days. 

4 
The National Quality Manager reviews the assessment tool and process to determine 
whether the assessment was fair, valid, and reliable. 

5 
The National Quality Manager may consult individually with the Trainer/Assessor and the 
learner. 

6 
The National Quality Manager determines whether the grounds for appeal are justified 
and advises the learner in writing within 7 business days of receipt of the appeal. 

7 
If a review is warranted, a suitably qualified independent assessor is engaged to review 
the assessment. 

8 
The National Quality Manager communicates the final outcome to the learner within 14 
business days of receipt of the appeal. 

9 
If the learner remains dissatisfied, they may lodge a formal complaint in accordance with 
the Complaints Procedure above. 

10 
All documentation is placed on the learner's file and an Opportunity for Improvement 
Form is completed where relevant. 

 

6.4.14 Intervention Strategy for Performance and Conduct 

REACH is committed to supporting all learners to meet the expected standards of conduct, 

attendance, and academic performance. Where a learner's behaviour or progress falls below the 

required standard, REACH will take a structured and supportive approach to intervention. 

Step 1 - Verbal Warning 
If a Trainer/Assessor has concerns regarding a learner's conduct, attendance, or performance (other 
than serious misconduct), the Trainer/Assessor will speak with the learner privately, explain the 
specific concern, and allow the learner an opportunity to respond. A written note of the discussion is 
made on the learner's file. 
 

Step 2 - First Written Warning 
If the learner does not demonstrate the required improvement within the agreed timeframe, the learner 
will be required to attend a formal meeting with the Training Coordinator or delegated Manager. The 
learner may bring a support person. A written warning will be issued, outlining: the nature of the 
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concern; any prior verbal warnings; the corrective action required; the timeframe for improvement; 
and the consequences of continued non-compliance. 

 

Step 3 - Second Written Warning 
If the required improvement is not achieved within the allotted time, a second formal meeting will be 
convened. The second written warning will follow the same process as Step 2 and will explicitly note 
that continued non-compliance may result in cancellation of enrolment. 
 
Step 4 - Cancellation of Enrolment 

If, following the second written warning, the learner continues to fail to meet the required standards, 
the delegated Manager in consultation with the National Quality Manager and Chief Executive Officer 
(CEO) may initiate cancellation of enrolment. The learner will be notified in writing of the decision, the 
reasons for it, and their right to appeal. The learner may have a support person present at all stages 
of this process. 

 

Serious Misconduct 

In cases of serious misconduct, the delegated Manager, in consultation with the National Quality 
Manager and Chief Executive Officer (CEO), may immediately cancel a learner's enrolment without 
following the preceding steps. Serious misconduct includes, but is not limited to: 

 Physical violence or threats of violence towards any person 

 Breaches of the alcohol and other drugs policy 

 Deliberate damage or destruction of REACH property or the property of others 

 Serious harassment, discrimination, or bullying 

 Fraud, dishonesty, or serious breaches of academic integrity 
 

6.4.15 Academic Integrity and Plagiarism  

Academic integrity including honesty, respect for knowledge, and ethical conduct, is fundamental to 

the value of vocational education and training. REACH takes breaches of academic integrity 

seriously. 

 
What constitutes plagiarism? 
Plagiarism is the use of another person's work, ideas, or intellectual property without proper 
acknowledgement. Examples include: 

 Presenting another person's argument or idea as your own, even if not using their exact 
words 

 Quoting from a source without correct referencing 

 Paraphrasing or modifying another author's sentences and presenting them as original work 

 Copying the work of another learner (whether with or without their knowledge) 

 Contract cheating, having another person complete assessment tasks on your behalf 

 Using AI-generated content and submitting it as your own work without disclosure, where 
this is prohibited by your course requirements 

 
Consequences 
Learners found to have engaged in plagiarism or any other form of academic dishonesty may face: 

 Failure of the relevant assessment task 

 Suspension of enrolment 

 Cancellation of enrolment for serious or repeated breaches 



 
 

REACH for Training 92180 I Learner Information Hanbook_LIH_QA_V20            Page 30 of 35 

 

Avoiding Plagiarism: Your Trainer/Assessor will advise you on correct referencing practices for 

your course. If you are unsure whether your work meets academic integrity requirements, speak 

with your Trainer/Assessor before submitting. 

6.4.16 Recognition of Prior Learning (RPL) and Credit Transfer 

REACH supports learners in obtaining recognition for existing skills, knowledge, and experience 
through Recognition of Prior Learning (RPL) and Credit Transfer processes, consistent with the 2025 
Standards for RTOs and national recognition arrangements. 

 

Recognition of Prior Learning (RPL) 

RPL is a formal assessment process that evaluates a learner's existing competencies acquired 
through work experience, life experience, and prior formal or informal training against the relevant 
unit of competency standards. Evidence must demonstrate current competency. 

To apply for RPL, you should: 

 Indicate your intention on your Application/Enrolment Form or as early as possible after 
induction 

 Complete an Application for Recognition Form 

 In consultation with your Trainer/Assessor, identify the unit(s) for which you are seeking 
recognition and prepare an evidence portfolio 

Evidence may include: 

 Skills demonstrations, simulations, or practical assessments 

 Portfolio of work (including references, statements of duties, project reports, or logbooks) 

 Oral presentations, interviews, or written submissions 

 Workplace observations or third-party reports 

 

RPL Fees: 

Learner Type Fee Arrangement 

Government Funded 
Learners 

No administration fee. Learner fees are reduced by 50% per unit 
assessed via RPL, agreed prior to enrolment confirmation. 

Fee-for-Service Learners 
A non-refundable administration fee of $100 (paid in advance) applies 
for initial assessment. The applicable fee will be confirmed following 
the initial assessment outcome. 

 

Credit Transfer 

Credit Transfer is available where you have successfully completed a unit of competency that is 

identical to, or equivalent to, a unit in your current qualification. REACH recognises qualifications 

and Statements of Attainment issued by all other RTOs registered in Australia, provided they are 

valid and can be verified. 

REACH will also consider Credit Transfer for non-AQF qualifications where the content and learning 

outcomes can be verified as equivalent to the relevant AQF unit(s). 

Learner Type Fee Arrangement 

Government Funded & 
Fee-for-Service 

No administration fee. Learner fees are reduced pro rata per unit. 
Credit Transfer is not available for an entire qualification. 
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Please speak with your Training Coordinator before or at enrolment if you believe you may be 

eligible. 

6.4.17 National Recognition of AQF Qualifications and Statements of Attainment 

Under the National Standards for RTOs and national recognition arrangements, REACH recognises 
all AQF qualifications and Statements of Attainment issued by any Australian RTO, provided they are 
valid and verifiable. If you have completed units of competency relevant to your current enrolment, 
you may be eligible for credit. 

Please present evidence of your prior qualifications to your Training Coordinator at or before 
enrolment. 

6.4.18 Credit Transfer based on the recognition of non-AQF Qualifications 

REACH will consider Credit Transfer for non-accredited (non-AQF) qualifications where it can be 

verified that the content and learning outcomes of the completed qualification are equivalent to the 

relevant AQF unit(s). All such determinations are made on a case-by-case basis and must be 

supported by documentary evidence. 

6.4.19 Attendance Requirements 

Regular and punctual attendance is essential to your learning and your ability to successfully 
complete your qualification. All learners are required to: 

 Arrive for class prior to the scheduled commencement time 

 Return from breaks promptly at the specified time 

 Participate actively in all class activities and assessments 

 Maintain a minimum attendance rate of 85% across the duration of 
their course 

 Notify REACH as soon as practicable if unable to attend due to illness or personal 
circumstances 

 
If your attendance falls below the required minimum, REACH will initiate a discussion with you to 
explore options, which may include an intervention plan, deferral, or, in some cases, cancellation of 
enrolment. 

6.4.20 Dress Code  

Learners are required to dress appropriately at all times in a manner that reflects the professional 
standards of their chosen industry. The following dress code requirements apply: 

 

Course Stream Required Attire 

Business, Management & 

Hospitality 

Smart casual attire - skirts or pants, collared shirts, and enclosed 

shoes. 

Community Services 
Smart casual attire - pants or skirt, comfortable top, and enclosed 

shoes. 

Hairdressing & Beauty Black pants or skirt, black stretch top, and enclosed shoes. 

 
As a REACH learner, you represent our organisation and the industry in which you are training. 
Professional presentation contributes to a positive first impression with prospective employers and 
workplace supervisors.  
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6.4.21 Legislative requirements 

As an RTO registered with ASQA, REACH is required to comply with a broad range of Commonwealth 
and State and Territory legislation governing vocational education and training, privacy, workplace 
health and safety, and anti-discrimination.  

State and Territory legislation is available through the relevant government websites. Commonwealth 
legislation is available at www.legislation.gov.au.Key legislation relevant to learners includes: 

 

Legislation / Standard Relevance to Learners 

National VET Regulator (Outcome 
Standards for NVR RTOs) 
Instrument 2025 

Core quality and outcome standards for RTO operations effective 1 
July 2025. 

National VET Regulator 
(Compliance Standards) 
Instrument 2025 

Compliance obligations for ASQA-registered RTOs, effective 1 July 
2025. 

Privacy Act 1988 (Cth) (as 
amended) 

Governs the collection, use, storage, and disclosure of personal 
information. Amended by the Privacy and Other Legislation 
Amendment Act 2024. 

Privacy Regulations 2025 
Supporting regulations under the Privacy Act, replacing the 2013 
regulations. 

Work Health and Safety Act 2011 
(Cth) 

National WHS framework (with applicable State/Territory 
equivalents). 

Disability Discrimination Act 1992 
(Cth) 

Prohibits discrimination on the basis of disability. 

Sex Discrimination Act 1984 (Cth) 
Prohibits discrimination on the basis of sex, gender identity, and 
related attributes. 

Racial Discrimination Act 1975 
(Cth) 

Prohibits discrimination on the basis of race, colour, or national 
origin. 

Age Discrimination Act 2004 (Cth) Prohibits discrimination on the basis of age. 

Australian Human Rights 
Commission Act 1986 (Cth) 

Human rights and equal opportunity framework. 

6.4.22 Change of personal details 

It is a condition of enrolment that you notify REACH of any change to your address, telephone number, 
or email address within five (5) business days of the change occurring. Please advise the 
Administration Team in writing or via the student portal. 

6.4.23 Electronic Communications 

REACH uses your registered email address to communicate important information, including course 
updates, assessment notifications, and administrative matters. You are responsible for checking your 
email regularly throughout your enrolment and ensuring that messages from REACH are not directed 
to a spam or junk folder.  
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6.4.24 Course Books and Materials 

Please do not purchase any course books or equipment until specifically advised to do so by your 
Trainer/Assessor. Guidance on required materials will be provided at your induction session. 

6.4.25 REACH’s Learning Materials  

Where REACH provides you with resources to support your training including textbooks, tools, or 
digital materials these remain the property of REACH and are provided on loan for the duration of 
your enrolment. You are responsible for taking reasonable care of any loaned materials and returning 
them by the agreed date. Failure to return materials in good condition may result in a replacement 
charge. 

Questions or Concerns? If you have any questions about the Code of Conduct or your rights and 
responsibilities as a learner, please contact your Trainer/Assessor or the Training Coordinators Team 
at admin@reachfortraining.com.au 

7. How to Contact REACH 

7.1 Quick Guide to Key Personnel in REACH 

 

Training Coordinators Team 

Phone: 1300 361 343   |   Email: admin@reachfortraining.com.au 

Trainer and Assessor Team 

Phone: 1300 361 343   |   Email: admin@reachfortraining.com.au 

Website: www.reach.edu.au   |   Office Hours: Monday to Friday, 8:30am – 4:30pm 
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8. Additional Support Services 

Police, Fire, Ambulance: 000 
State Emergency services: 132 500 
 

State Agency Contact Details 

NSW Ombudsman 
Phone: 1800 451 524 (free) | 02 9286 1000 (general enquiries) 
Hours: Monday to Friday, 9am – 4pm 
Website: www.ombo.nsw.gov.au 

 Fair Trading 
Phone: 13 32 20 
Hours: Monday to Friday, 8:30am – 5pm 
Website: www.fairtrading.nsw.gov.au 

 
Anti-Discrimination 
NSW 

Phone: 1800 670 812 (free call) 
Website: antidiscrimination.nsw.gov.au 

ACT Ombudsman 
Phone: 1300 362 072 
Hours: Monday to Friday, 10am – 4pm (in person) 
Website: www.ombudsman.act.gov.au 

 
Fair Trading (Access 
Canberra) 

Phone: 13 22 81 
Hours: Monday to Friday 8am – 6pm | Weekends 9am – 5pm 
Website: www.accesscanberra.act.gov.au 

 
Human Rights 
Commission 

Phone: (02) 6205 2222 
Website: www.hrc.act.gov.au 

QLD Ombudsman 
Phone: (07) 3005 7000 
Hours: Monday to Friday, 9:30am – 4pm 
Website: www.ombudsman.qld.gov.au 

 Fair Trading 
Phone: 13 74 68 
Hours: Monday to Friday, 8am – 6pm 
Website: www.fairtrading.qld.gov.au 

 
Human Rights 
Commission 

Phone: 1300 130 670 
Hours: Monday to Friday, 9am – 4pm 
Website: www.qhrc.qld.gov.au 

WA Ombudsman 
Phone: (08) 9220 7555 | Free call: 1800 117 000 
Hours: Monday to Friday, 8:30am – 5pm 
Website: www.ombudsman.wa.gov.au 

 
Equal Opportunity 
Commission 

Phone: (08) 9216 3900 | Country callers: 1800 198 149 
Hours: Monday to Friday, 9am – 4pm 
Website: www.eoc.wa.gov.au 
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