Should you be experiencing any personal difficulties you should make contact directly
with IAMA CEO who will assist you as best as they can and if your needs exceed our
support capacity we will refer you onto an appropriate external agency.

You can seek support immediate by contacting:

Interpreting Services:
TIS 13 14 50

Lifeline: 131 114
Literacy and Numeracy Support:
National:

Australian Council of Adult Literacy phone 03 9469 2950 email acal@pacific.net.au

Flexible Delivery and Assessment Procedures

IAMA recognises that not all participants learn in the same manner, and that with an
amount of “reasonable adjustment” participants who may not learn best with traditional
learning and assessment methods will still achieve good results.

IAMA will make any necessary adjustment to meet the needs of a variety of participants,
the inability to complete a written assessment is not to be interpreted as a barrier to
competency, provided that the participant can verbally demonstrate competency.

These adjustments may include having someone read assessment materials to
participants or they may include having someone record the participant’s spoken
responses to assessment questions.

IAMA undertakes to assist participants achieve the required competency standards
where it is within our ability.

Where we cannot assist a participant, we will refer them, where possible, to an agency
that can assist.

Any further questions can be referred to your trainer or IAMA’s CEO

Complaints and Appeals

IAMA treats complaints and appeals from staff, partner organisations, participants, and
other parties very seriously and we will deal with these in an effective and timely
manner.

Complaints can be made about IAMA, its staff, other learners or third parties and we aim
to resolve all complaints within three weeks.

Appeals can be made about any decision, including assessment decisions made by IAMA.
These, like any complaints are intended to be resolved, where possible within a three-
week period.

IAMA will act upon any substantiated complaint or appeals; these will be recorded into
our “RTO Manager” RTO Management System and will lead where appropriate, to
continuous improvement activities.

The data entry responsibility including maintaining security of these complaints and
appeals lies with the CEO.
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A person or organisation can complain about any aspect of our dealings with them, and
the participant can appeal any decision we make, including assessment decisions.

In the first instance that a person or organisation is unhappy or dissatisfied with an
aspect of our service delivery, they should consult their trainer/assessor.

The trainer should be the first point of contact for participants, the aim of this first
contact is to resolve the issue quickly.

If the participant’s complaint is about the trainer, and they are uncomfortable discussing
this issue with the trainer then they should contact the CEO.

Should the complaint or appeal not be resolved in the first instance by either contact
with the Trainer, then the complainant is requested to formally lodge a complaint or
appeal by completing either the complaint or appeal form, these forms are available
from the Trainer, the CEO, or the administration staff or download them from IAMA
website under student support tab.

The appellant or complainant can take the form away to complete, but this should be
returned within 48 hours, so the matter can be promptly investigated.

This formal complaint or appeal will be entered into our Complaints or Appeals register
for tracking purposes. This is the responsibility of the CEO, the receipt of the Complaint
or Appeal will be formally acknowledged within one business day, in writing by CEO.

Should the nature of the complaint refer to criminal matters or where the welfare of
people is in danger, IAMA will, with the permission of the participant, seek assistance
from other authorities such the Police, Legal Representatives or other parties as
appropriate.

Participant confidentiality will be maintained at all times as is consistent with New South
Wales, NSW and Australian Law.

At all times the principles of Natural Justice be upheld, these being:
e That both sides of the complaint will be informed of the complaint and
e That both sides of any complaint will be heard after sufficient time has been
provided for both sides to prepare their arguments
e That an investigation will be conducted without undue delay
e The participant will be allowed to continue their course without penalty until such
time as the final decision has been determined.

Further details on Natural Justice can be accessed from the NSW Ombudsman’s office at:
https://www.ombo.nsw.gov.au/ data/assets/pdf file/0017/3707/FS PSA 14 Natural j
ustice Procedural fairness.pdf

The Complainant/Appellant will remain informed of the progress of their complaint or
appeal through written correspondence.

IAMA will ensure that the participant’s academic progress will remain unimpeded by
their complaint or appeal.

Upon receipt of the formal complaint or appeal, the CEO, will be responsible for resolving
the issue.
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This will involve at least:

e a formal interview with the participant and the trainer, the CEO and/or the CEO.

e If the CEO or the CEO and the aggrieved party are unable to resolve the matter,
then the matter is to be escalated to a mutually agreeable independent person,
such as another trainer within our college, or a trainer/assessor external to
IAMA, or an independent Commercial Mediation Service.

Engagement of the chosen external assistance will be the responsibility of the CEO
supported as appropriate.

The suitable external trainer or independent Commercial Mediation Service, will need to
be agreed upon by the participant or the CEO.

As stated before, this could be an external Trainer/Assessor arranged by the CEO or the
participant, or it could include an independent Commercial Mediation Service such as the
Resolution Institute.

The Resolution Institute can be contacted via http://www.resolution.institute/contact-us

Level 1 and 2
13-15 Bridge Street
Sydney NSW 2000

Phone: +61 2 9251 3366
Freecall: 1800 651 650
Fax: +61 2 9251 3733
Email: infoaus@resolution.institute

Engagement of an External Assessor is without cost to the participant, however
escalation to an independent Commercial Mediation Service is a significant process and
incurs significant costs.

IAMA is prepared to undertake escalation to independent mediation if IAMA is not able
to resolve a dispute with a participant and the participant does not wish to use an
independent assessor.

Once the need for Independent Mediation is agreed upon with the participant, IAMA will
obtain a written quote for this process from the agreed mediation company; this written
quote is to be shared with the participant.

For the process to proceed, both the participant and IAMA will lodge with the agreed
mediator money to the full value of the quote from the mediator.

The party whose position is NOT upheld by the mediator pays for the mediation service;
the party whose position is upheld will receive a refund from the mediator.

Should a compromise position be determined by the mediator both parties agree to pay
respective shares as determined by the mediator.

The complainant or appellant will be provided with a formal written statement of the
resolution of the complaint or appeal, this will state the reasons for the decision.

At all times will we keep our participants informed of the progress of their complaint or
appeal. Should this process take longer than sixty (60) days we will determine the
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course of the of the delay, attempt to resolve it, and keep the participant informed of
these reasons through written correspondence.

Participants are also able to lodge a complaint about IAMA with ASQA. However, please
be aware that ASQA is not an advocacy institute for Participants.

A further option available to people and organisations is the National Training Complaints
Hotline. This number is 13 38 73 and is staffed Monday-Friday, 8am to 6pm
nationally.

More details on the National Complaints Hotline can be found at
http://www.industry.gov.au/skills/nationaltrainingcomplaintshotline/Pages/default.aspx

Assessment Appeals

In rare circumstances, the participant may object to decisions made by IAMA, including
assessment outcomes, and wish to appeal these decisions.

Possible grounds for an Assessment appeal could be (and others are possible):

o The correct response was provided however the response was marked
incorrect in error

. The material assessed was not covered in learning materials

o The response provided by the participant was the response provided in the
learning material

. Or any other reason.

In the case of the Assessment appeal, the participant will follow the same basic steps as
outlined in the complaint and appeal section.

1. Discuss the issue with your assessor and seek their opinion.
2. If you are still dissatisfied, complete the appeals form and submit it to the
CEO:

Independent of who you submit your assessment appeal to, you will be:

3. Provided with a written receipt of your case within one business day,
4, Provided with access to an external review your case with one of:

a. An alternative Assessor within IAMA

b. An assessor external to IAMA

C. An Independent Commercial Mediation Service

The choice of which independent mediation process is the participants, however they
have significantly different costs.

Engagement of an alternative internal or External Assessor is without cost to the
participant, however escalation to an independent Commercial Mediation Service is a
significant process and incurs significant costs.

IAMA is prepared to undertake escalation to independent mediation if IAMA is not able to
resolve a dispute with a participant and the participant does not wish to use an
independent assessor.

Once the need for Independent Mediation is agreed upon with the participant, IAMA will
obtain a written quote for this process from the agreed mediation company; this written
quote is to be shared with the participant.
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For the process to proceed, both the participant and IAMA will lodge with the agreed
mediator money to the full value of the quote from the mediator.

The party whose position is NOT upheld by the mediator pays for the mediation service;
the party whose position is upheld will receive a refund from the mediator.

Should a compromise position be determined by the mediator both parties agree to pay
respective shares as determined by the mediator.

The complainant or appellant will be provided with a formal written statement of the
resolution of the complaint or appeal, this will state the reasons for the decision.

Irrelevant of the process undertaken to resolve the matter, the appellant will be provided
with a formal written statement of the resolution of the appeal and this will state the
reasons for the decision.

At all times will we keep our participants informed of the progress of their appeal.
Should this process take longer than sixty (60) days we will determine the course of the
delay, attempt to resolve it, and keep the participant informed of these reasons through
written correspondence.
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Flow Chart Representation:
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Discipline

IAMA attempts to provide training and assessment services in a spirit of co-operation
and mutual respect.

If a trainer or staff member is unhappy or dissatisfied with the behaviour or performance
of a participant, the trainer has the authority to:

. Warn the participant that their behaviour is unsuitable, or
o Immediately cancel the participants enrolment.

IAMA, has a zero-tolerance policy towards illegal drugs. Any person found to be under
the influence of illegal drugs will be asked to suspend their participation in the course
until such time as they are unaffected.

Cheating or plagiarism (copying of someone else’s work) will not be tolerated and will
result in the participant’s assessment being dismissed.

We expect that our staff will maintain a professional and ethical working relationship
with all other staff, management and participants. Any breach of our disciplinary
Standards will be discussed with the trainer and IAMA CEO and the appropriate action
will be taken.

If a participant wishes to express a complaint in relation to the disciplinary action taken,
they have the opportunity to follow our complaints procedure.

Credit Transfer Policy

Credit Transfer is available to all participants enrolling in any of our training programs on
our scope of registration.

Credit Transfer - means credit towards a qualification granted to participants on the
basis of outcomes gained by a participant through participation in courses or nationally
training package qualifications with another Registered Training Provider.

Assessment Standards

All assessments conducted by us will:

. Comply with the assessment guidelines defined in the relevant nationally
endorsed training package. In the case of our qualifications we will ensure
that the competency assessment is determined by a vocationally
competent assessor who holds the relevant TAE50216 assessment units
of competency or equivalent qualifications.

. All of our assessments within our RTO will lead to the issuing of a
statement of attainment or to the issuing of a qualification under the AQF
where a person is assessed as competent against the National Endorsed
units of competency in the applicable training package.

All of our Assessments will be:

o Valid - Assessment methods will be valid, that is, they will assess what they
claim to assess,

o Reliable - Assessment procedures must be reliable, that is, they must result in
consistent interpretation of evidence from the learner and from context to
context,

o Fair - Assessment procedures will be fair, so as not disadvantage any learners.

Assessment procedures will:
o be equitable, culturally and linguistically appropriate,
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o involve procedures in which criteria for judging performance are
made clear to all participants,

o employ a participatory approach,

o provide for participants to undertake assessments at appropriate
times and where required in appropriate locations.

o Flexible - Assessment procedures will be flexible, that is , they should involve a
variety of methods that depend on the circumstances surrounding the
assessment,

We will achieve this through:

. careful design of the assessments,

. validation and moderation of the assessment materials conducted in our
annual review,

o an understanding of the definition and practical application of the above
definitions.

Assessment Criteria

All our assessments will provide for applicants to be informed of the context and
purpose of the assessment and the assessment process.

This will include information regarding assessment methods, alternative assessment
methods if required to accommodate special needs or circumstances, information will
also be included at the start of each unit or course as to the assessment processes,
types of assessment and the individual weighting of each assessment.

Assessment Methods

Our assessments and assessment methods will ensure that we:
e focus on the application of the skill and knowledge as required in the workplace,
including:

. Task skills (actually doing the job)

" Task management skills (managing the job)

" Contingency management skills (what happens if something goes wrong)

. Job Role environments skills (managing your job and its interaction with
others around you)

We will ensure that we assess you in sufficient detail to ensure that we can determine
that you have attained competency.

Staff members are available to discuss and provide limited professional advice as to
the outcomes of the assessment process and guidance on future options.

All assessment tasks must consider any language and literacy issues, cultural issues or
any other individual needs related to the assessment.
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Acknowledgement Declaration

I acknowledge that I have read and fully understand the contents of these

IAMA Student Handbook, IAMA student code of conduct policy and IAMA fee and
refund policy and procedure.

which outlines the conditions and my rights and responsibilities as a participant of
Image Australia Modern Academy Pty Ltd.

Student Name Signature

Signature of Witness

Date
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