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PARTICIPANT
 HANDBOOK
2017
AHA|SA
The Australian Hotels Association|SA is a Registered Training Organisation (RTO) of Vocational Education and Training (VET).  We are a not for profit, membership based organisation, providing training to the Hospitality Industry throughout South Australia.
 RTOs are  providers of nationally recognised courses and qualifications. RTOs can include TAFE, private training providers, industry organisations and individual businesses.
The AHA|SA offers accredited training that results in nationally recognised Statements of Attainment.  
Responsibility of an RTO

Like many other industries, AHA|SA has many responsibilities as an RTO and must abide by these and meet audit requirements.   Holding status as an RTO requires compliance with the Standards for NVR Registered Training Organisations 2011 - Essential Standards for Continuing Registration, which outlines all RTO responsibilities in terms of maintaining nationally consistent, high-quality training and assessment services.
The AHA|SA is committed to its clients  and has developed the following Code of Practice which defines our commitment to you.

The AHA|SA’s Code of Practice

1. This Code of Practice provides the basis for good practice in the marketing, operation, financing and administration of education and training services conducted by the AHA|SA a Registered Training Organisation registered under the Australian Skills Quality Authority (ASQA).
2. For the purposes of the Code “participant” refers to any person participating in education or training delivered by the AHA|SA.  A “client” is a person or organisation who may enter into a contract with the AHA|SA.
3. The AHA|SA has policies and management practices which maintain high professional standards in the delivery of training and assessment services, and which safeguard the interests and welfare of participants and/or clients.

4. The AHA|SA maintains a learning environment that is conducive to the success of participants.

5. The AHA|SA has the capacity to deliver and assess the vocational Statements of Attainment for which it has been registered, provide adequate facilities and use methods and materials appropriate to the learning and assessment needs of participants.

6. The AHA|SA monitors and assesses the performance and progress of its participants.

7. The AHA|SA ensures that teaching staff are not only suitably qualified but are also sensitive to the cultural and learning needs of participants.

8. The AHA|SA ensures that assessments are conducted in a manner which meets the endorsed components of the SIT07 Tourism, Hospitality & Events Training Package.
9. The AHA|SA is committed to access and equity principles and processes in the delivery of all our services.

10. The AHA|SA issues Statements of Attainment to participants who meet the required outcomes of a unit of competency, in accordance with the AQF Implementation Handbook.

11. The AHA|SA recognises Qualifications and Statements of Attainment issued by other Registered Training Organisations.

12. The AHA|SA has processes in place to offer all suitable participants Recognition of Prior Learning.

13. The AHA|SA markets and advertises its products and services in an accurate and ethical manner.

14. The AHA|SA gains written permission from a participant or client before using information about that individual or organisation in any marketing materials.

15. The AHA|SA ensures participants and clients are provided with full details of conditions in any contract arrangements with the organisation.

16. The AHA|SA has measures to ensure that participants and clients receive a refund of fees for services not provided, including services not provided as a result of the financial failure of the organisation.

17. The AHA|SA has a refund policy that is fair and equitable and this policy is made available to all participants and clients prior to enrolment.

18. The AHA|SA ensures that the contractual and financial relationship between the participant/client and the AHA|SA is fully and properly documented, and that copies of the documentation are made available to the participant/client.

19. The AHA|SA documentation includes: the rights and responsibilities of participants, costs of training and assessment services and issuance of Statements of Attainment, payment arrangements, refund conditions and any other matters that place obligations on participants or clients.

20. The AHA|SA provides adequate protection for the health, safety and welfare of participants and provides support services in terms of learning and personal counselling.

21. The AHA|SA ensures that participants and clients have access to a fair and equitable process for dealing with grievances and provides an avenue for participants to appeal against decisions which affect the participants’ progress.  Every effort is made by the AHA|SA to resolve participants’/clients’ grievances.

22. For this  purpose, the AHA|SA has a grievance policy where a member of staff is identified to participants and clients as the reference person for such matters.  In addition, the grievance procedure is made known to participants at the time of enrolment.

23. Our organisation keeps complete and accurate records of the attendance and progress of participants which are available to the participants upon request.

24. The AHA|SA seeks feedback from our participants and clients on their satisfaction with services they have received from the AHA|SA and continually strives to meet the ever changing needs of the Hospitality Industry. 

Signed: 
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Dated:  10/4 /2012 
Ian Horne 
General Manager
PARTICIPANT RESPONSIBILITIES
When you sign your enrolment form and pay your fees (if applicable) you make an agreement with the AHA|SA  that you understand your participants’ rights and responsibilities which includes:-
Participants  have a right to:

1. Be treated fairly and with respect by the AHA|SA staff and fellow students

2. Learn in an environment free of discrimination and harassment

3. Pursue their education goals in a supportive and stimulating environment
4. Have access to counselling

5. Privacy concerning their records or documents which contain personal information (subject to statutory requirements)

6. Lodge a complaint without fear of victimisation

Participants are required to:
1. Abide by the policies and procedures of the AHA|SA as stated in this handbook
2. Treat all staff and fellow students with respect, fairness and courtesy

3. Be punctual and regular in your attendance

4. To advise the AHA|SA if you are unable to attend any sessions or the need to leave early for any reason

5. Submit your assessments by the due date  (or seek approval for an extension in exceptional circumstances)
6. Wear appropriate clothing and footwear as determined in your course  information pack

7. Refrain from swearing  within the training environment

8. Refrain from smoking  in designated non-smoking areas

9. Do not harass fellow students or staff

10. Do not use mobile phones or similar devices in the training environment

11. Do not damage, steal or misuse AHA|SA property

12. Do not be under the influence of alcohol or illegal drugs

13. Do not engage in behavior which may offend, embarrass, threaten or harm other students and staff, including sms messaging or any form of cyber bullying.
Enrolment Process
The enrolment process begins with completing an enrolment form and paying any applicable fees.  Course specific  information packs with these details and more, will be given out at the commencement of the course you are undertaking.
Fee Schedule (where applicable)
The AHA|SA has a policy of the payment of training fees  which states that  all fees are to be paid strictly before training commences.  An invoice will be issued to the participant and this must be paid prior to the commencement of training.  

The AHA|SA has EFTPOS and credit card facilities available.
Refunds

Where up-front fees are paid, a full refund will be made for enrolments cancelled more than seven days before the commencement of the nominated course.  Enrollments cancelled within 7 days of a course commencing, a refund less an administration fee of 20% of course fees will be granted if the participant does not choose to re-schedule the training. The participant should contact the RTO Coordinator at the AHA|SA to commence the refund process.  If training has commenced, no refund is available to participants who leave before the training is completed, unless the participant can provide a medical certificate or show extreme personal hardship.  
Should the AHA|SA cancel a course, participants are entitled to a full refund or to transfer funds to another course in the future.  The participant will choose their preferred option.
Emergencies

If you hear the Fire Alarm Bell and/or siren or are told by your Trainer to evacuate the area, you need to: 

1. Remain calm

2. Follow your Trainer’s instructions at all times

3. When told to do so, move with your group to your designated assembly area and remain there for a roll call

4. Listen for your name and respond clearly – otherwise someone may put themselves in danger by going to look for you

5. Remain at the assembly area until instructed by staff that you may leave
 Participation in the Training Process
The AHA|SA expects participants to be actively involved in the training and assessment process and take responsibility for:
· Making yourself aware of your obligations as training participants
· Understanding all unit information and raising any questions to AHA|SA staff
· Monitoring your own progress within the training environment
· Attending all of the training session
· Maintaining a positive and enthusiastic attitude
Assessment Results

The AHA|SA trainer / assessor decides if the evidence gathered meets the national competency standards and will record the outcome.

You will be advised of the outcome by your trainer / assessor at which time you can give feedback on the process.

There can be two outcomes:

· Competent (C)

· Not Yet Competent (NYC)

A Not Yet Competent outcome means you need to undertake additional assessment tasks (eg. complete some extra training or gain more experience before being assessed again).

Your Rights
To ensure a fair, valid, reliable and flexible assessment, AHA|SA use these principles:

· Explaining the assessment requirements prior to assessment

· You will be given feedback on assessment and the opportunity to discuss any concerns or issues you may have after your assessment.

Recognising Existing Skills
Mutual Recognition / Credit Transfer

The AHA|SA will recognise participants existing qualifications and/or statements of attainments issued by any other Registered Training Organisation (RTO) in Australia.  Original certificates must be produced to the AHA|SA for this process to take place.  The certificate must contain the units of competency you wish to be recognised for.

Recognition of Prior Learning (RPL)
Participants will be given the opportunity to seek RPL for industry skills for which they believe they are competent in.  Participants will be required to complete the RPL application form.  They will be interviewed and will be required to supply a portfolio of evidence.  This portfolio will show relevant experience detailed and mapped against the content of the related units of competency of which RPL is being sought.  Fees are payable for this service.
Licensing Requirements

Successful completion of these units of training does not guarantee approval by the Office of the Liquor and Gambling Commissioner (OLGC).  Your employer will need to apply to the Commission to have you approved as a Responsible Person and/or Approved Gaming Employee and/or Gaming Machine Manager.  Visit the Consumer & Business Services website for details  www.cbs@sa.gov.au
Participant Support
The AHA|SA will assist participants to identify and achieve their training goals and will support participants in any way that we can.  If participants have any specific needs let us know so we can assist where possible.  Extra support for training and assessment is available to participants in many ways including mentoring, oral questioning, larger text, external support,  just ask your Trainer if you require additional support.
Welfare and Guidance
The AHA|SA will provide accurate, relevant, up-to-date information to the participant prior to commencement of their training.  Where necessary, participants will receive timely and accurate guidance on any client related issue.  
Language, Literacy and Numeracy

The AHA|SA will ensure that all materials used in training and assessment, are appropriate to the Language, Literacy and Numeracy needs of the individual.  Your individual needs will be considered at the time of enrolment. 

Fees/Charges/Refunds and Exemptions

Any fees and charges applicable will be levied in accordance with the AHA|SA’s  Fees and Charges Policy, which is designed to be fair and equitable.  If fees and charges have been levied to an individual participant, they will be collected, quarantined and protected to ensure refund ability if required.  

Complaints and Appeals

In the event of you being dissatisfied with any aspect of the training and assessment you receive  from the AHA|SA, you will be treated seriously.  You are encouraged to make initial contact about a complaint with the trainer/assessor directly responsible (if appropriate) as soon as possible, but no longer than three days after the issue has arisen.  If  you are not happy with the outcome you can contact the RTO Coordinator direct on 81002498 to arrange a meeting within three days.  If a solution cannot be agreed upon you will be asked to complete a formal complaint form.  The General Manager of the AHA|SA will invite you to a meeting with the RTO Coordinator within one working week from lodgment  of complaint form.  You will have the right to bring along a support person to be present at this meeting.  If you are satisfied with the response you will be notified in writing that the matter is concluded.  If however you are not satisfied with a solution you can contact the Australian Skills Quality Authority, where a  ‘complaints form’  can be downloaded from ASQA’s website at www.asqa.gov.au 
Privacy

At the AHA|SA, we believe an individual’s right to keep their personal information private is highly important.  We are committed to protecting and maintaining privacy, accuracy and security of your training records.  Any information collected is used for training and assessment purposes and is made available to authorised personnel only.  You may have access to your records at a time agreed to with AHA|SA administration.  You will be required to provide photo ID for this access.
Lost Certificates
When you have completed your training with the AHA|SA you will be issued with a statement of attainment.  Please ensure you keep this document in a safe place.  If, however, you misplace your original document, AHA|SA can re-issue the document at a fee of $25.00.  Please visit our website www.ahasa.com.au  and follow the links to download the ‘request form for re-issue of a Certificate’ or contact the AHA|SA on 8232 4525 to have the form mailed out .  You will be required to pay the fee prior to receiving the document.
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FEES AND REFUND POLICY

Fees

Fees are to be paid ‘up-front’ upon enrolment, prior to the commencement of the training program.   

Refunds

The following conditions apply to refunds of fees: 

· All fees will be refunded where a cancellation is received up to 7 days prior to commencement of the training program. 

· No refund is available for cancellations received within seven days of a training program.  However, a substitute may be nominated to attend the original training activity without penalty.

· If the AHA|SA defaults for the following reason a full refund of all monies paid to the participant will be refunded within 14 days or suggest additional commencement dates.

· The AHA|SA cancels a course 

· In the event that a participant defaults, no refund will be issued to the participant either before or after commencement of their course. (participant default is: the participant failed to attend on the day of training, unless evidence of exceptional circumstances is shown or misbehaviour by the participant) 

Transfer to another training program

If a participant is unable to attend the training program, they can transfer to another training program. The following terms and conditions apply: 

· Up to seven days prior to commencement of a training program, participants can without penalty transfer to another training program 
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