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Training programs overview
Congratulations! You are thinking about, or have chosen to undertake training with Master Grocers Australia. We train in 
Cert III in Retail Operations, Cert IV in Retail Management and compliance training in areas of Food Safety, Responsible 
Service of Alcohol and Workplace health and Safety and have been looking after retailers since 1898.

About Master Grocers Australia Registered Training Organisation (RTO)
Master Grocers Australia (MGA) is a Registered Training Organisation (RTO) 21148. This registration is to safeguard the 
quality of the training and assessment and qualification you receive. MGA focuses on delivering training programs specific 
to the needs of the independent retailers. Our training team is made up of a dynamic group of individuals with extensive 
knowledge and expertise of the retail industry we pride ourselves on our ability to ensure that the service we offer meets 
the individual and specialised needs of our clients. Delivery of our retail courses is flexible including face-to-face, online and 
self-paced learning options with some training programs available on site.

Our range of professional courses currently include: Workplace Health & Safety (WH&S/OS&H), Responsible Service of 
Alcohol, Food Safety Supervisors, Food Handlers, Manual Handling & Emergency Management, Hazard & Risk, Bullying & 
Harassment, SIR30212 Certificate III in Retail Operations, and SIR40212 Certificate IV in Retail Management as well training 
via our Workplace Health and Safety System (WHS) E-Learning and management tool.

The Master Grocers Australia delivers training and conducts assessments based on competency standards and issues 
nationally recognised qualifications or Statements of Attainments in accordance with the Australian Skills Quality Authority 
(ASQA). Master Grocers Australia delivers Nationally Recognised courses.

Your Training Program – Getting started
• The participant agrees to complete the required assignments, online activities and on the job activities and submit these 

in preparation for assessment;
• Master Grocers Australia as the RTO agrees to facilitate the learning and to provide the participant with support 

mechanisms to help them through their learning and to provide fair and flexible assessment options.

The RTO - Master Grocers Australia is the Registered Training Organisation for this program:
• Enrols you as a participant;
• Oversees and supports your training program including conducting the required assessments;
• Monitors your progress and addresses any issues of concern;
• Maintain records relating to the training and competency assessment including all statistical information as required by 

government
• Assesses your training and, when you have successfully completed all of the subjects in the program, awards you the 

qualification

You may be required to have a 3rd party or supervisor report completed as part of your assessment evidence. The 
workplace supervisor could be a manager or someone nominated by the manager or store owner (like a supervisor, mentor 
or team member) because they have expertise in a particular skill and knowledge area and can by providing evidence on 
the participant’s application of those skills and knowledge.

Your responsibilities are to:
• Complete all work, including assessments yourself
• Ask for help if you get stuck or anticipate a delay in your training progress;

To be successful with this learning commitment the participant needs to fulfil all work and training program responsibilities.
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Pre-training evaluation
Before a training program commences your existing skills and knowledge may be assessed. This information is gathered to 
learn about;
• Potential challenges you may face in completing the training, for example working with numbers, writing skills, English 

comprehension and reading;
• Whether you may be able to be credited with existing knowledge and skills or be assessed immediately in some 

units of competency, rather than completing online topics where you are already competent (Recognition of Current 
Competencies RCC or Recognition of Prior Learning RPL).

Language, Literacy and Numeracy (LL&N) Evaluation
This evaluation is not a test and the results are confidential. The evaluation tool has been designed to assist you with 
your progress through the programme by giving you the opportunity to identify skills in maths, reading, writing, oral 
communication and general English skills that may require additional focus, support or revision. This evaluation is not 
generally required for short courses.

For online courses you will need:
• To be able to read and write English
• To be able to operate a computer and access the internet
• To have an email address
• Be able to print your certificate

Recognition of Prior Learning (RPL) and Credit Transfer Assessment
There may be units of competency included in your course that you feel you can or have already done. This is usually 
because of previous work, study or life experience.

RPL is a process used to recognise the skills and knowledge you already have. By getting recognition for prior learning, you 
will have more time to focus on the program for the units of competency you need to learn more about, it may also allow 
you to complete your course sooner and reduce your study load.

You will be required to provide evidence to support your RPL application.

What is Recognition of Prior Learning (RPL)?
Recognition of Prior Learning is a means of measuring skills acquired through work or life experiences, or through similar 
qualifications obtained from formal studies or training.

Am I Eligible To Apply For RPL and Credit Transfer?
All participants are eligible to apply, however your supporting evidence will need to be assessed by a qualified assessor.

How Do I Apply For RPL and Credit Transfer?
An application form ‘Section B Candidate Forms’ are available on the Master Grocers Australia website or alternatively 
contact the Training staff to have one sent to you.

Are there any application fees for RPL?
No but there will be a fee for your assessment. This may be the equivalent of the course fee.

What If My RPL Application Is Successful?
If the Trainer/Assessor deems you to be successful in your RPL application and the evidence submitted was satisfactory, you 
will receive notification in writing and recognition for that Unit of Competency will therefore mean you will not be required 
to complete the formal training component of that Unit of Competency which RPL was granted.
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What If My RPL Application Is Unsuccessful?
If your RPL application is unsuccessful, you may not have submitted enough evidence to prove competence or you may 
not be eligible. You will be provided with feedback on the reasons why it was deemed unsuccessful in writing. You may be 
required to submit more evidence to support your application. In some instances it may still not be substantial; in which 
case you will be provided another opportunity to supply further information or you may wish to withdraw your application. 
Overall you will be provided two opportunities to supply further evidence and documentation to support your application. 
If you are not happy with the decision, you are entitled to lodge an appeal to have your application re-examined. 

Credit Transfer
If you have already satisfied the requirements for a unit of competency completed with another Registered Training 
Organisation, you may receive a Credit Transfer. The granting of Credit Transfer exempts you from completing that unit of 
competency again.

Credit Transfer can only be granted where a Statement of Attainment for a Unit of Competency or Completion Certificate 
containing the Unit of Competency with the same Unit Code and Unit Name have been provided as evidence in your Credit 
Transfer Application.

Am I Eligible To Apply For Credit Transfer?
All participants are eligible to apply for Credit Transfer if you have a relevant Statement of Attainment or Completion 
Certificate. Recognition of Credit Transfer must be done through completion of a Section B Candidate Form.

How Do I Apply For Credit Transfer?
A Section B Candidate Form can be provided upon request or alternatively it can be downloaded from the Master Grocers 
Australia website at www.mga.asn.au. Follow the directions provided to complete the forms.

The Units of Competency in your Training Plan, can also be provided and contain descriptions of the learning that you will 
be undertaking

You must be able to present an original copy of your Statement of Attainment or Completion Certificate to your
Trainer Assessor who will then carry out the verification checks and notify you of the outcome.

The completed Section B Candidate Form should be sent to the RTO Master Grocers Australia for assessment.

Are there any application fees for Credit Transfer?
No but the normal course fee may apply.

What If My Application Is Successful?
You will receive a letter stating that your application for Credit Transfer was successful and that you will not be
required to complete the training or assessment for the approved Units of Competency.

What If My Application Is Denied?
You will receive feedback on the reasons why your RPL Application was deemed unsuccessful in writing; you may be 
required to provide further evidence before continuing with your application. You will have two opportunities to provide 
further evidence before the application will no longer be considered.
If you feel the decision was unfair, you are entitled to lodge an appeal to have your Credit Transfer Application reexamined.

Mutual Recognition (Recognition of Qualifications issued by other Registered Training Organisations)
MGA recognises academic results and qualifications issued by other nationally Registered Training Organisations and 
AQF Qualifications and Statements of Attainment issued by other Registered Training Organisations. Credit transfers will 
be awarded for all successfully completed competencies/modules obtained elsewhere that relates to the course you are 
enrolled in at MGA.
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What is competency based training and 
assessment?
Competency Based Training & Assessment focuses on achieving outcomes in the workplace, where you are measured 
against competency standards.

Competency is achieved when you can apply the relevant knowledge and skills to perform workplace tasks to the required 
competency standard.

Assessment is the process when evidence is presented to a Trainer Assessor and compared against the competency 
standard so that you can be assessed as either Competent or Not Yet Competent based on the evidence produced.

Evidence can take many forms, it can be an observation by the Trainer/Assessor watching you complete a task, or it can 
be in the form of verbal or written work, role plays, multiple choice questions, and projects or assignments; there are 
also many other forms evidence may take. Evidence can also come from a previous job or training you have completed. 
Evidence is anything that supports your completion of competence in a Unit of Competency.

If the task is successfully completed to the competency standard required you will be deemed Competent. If you do not 
successfully complete the task to the competency standard required you are deemed Not Yet Competent and given further 
assistance and advice on how to achieve competence. You will be re-assessed when you feel you are ready.

For online training and assessments you may be required to provide supporting evidence as proof of identity.

Rules of Evidence
A qualified Trainer/Assessor will evaluate your evidence by a set of rules that states the evidence submitted for
assessment must be:
• Valid – match or meet the elements and performance criteria
• Sufficient – enough to prove competence across all elements and performance criteria
• Current – recent enough to prove competence across all elements and performance criteria
• Authentic – that it is your own work

How Much Evidence Is Enough?
A range of evidence is required to demonstrate competency in the workplace, e.g. watching you serve a customer might 
show that you are competent, but unless it was a challenging situation, it may not show that you can deal with a complaint 
or a complicated request. As a general rule you will be assessed by using a minimum of three different forms of evidence 
for each Unit of Competency, this will ensure you are adequately assessed, various situations have been considered and 
that enough evidence is supplied.

How will I know when I’m ready to be assessed?
Once you are confident that you understand the unit you have been studying. Remember that you do not have to be 
assessed until you feel you are ready. You can say, ‘No, I’m not ready yet.’ You are entitled to have time to practice before 
being assessed and to have plenty of notice of when you will be assessed.

When completing online learning material and assessments you may wish to read through the learning material more than 
once before completing the assessment. If you need support or guidance with your course, please contact MGA training 
department.

Where Will I Be Assessed?
Being able to apply your skills in your workplace is important. For vocational qualifications most assessments will take 
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place on the job, in a simulated workplace, through the online learning tool, over the telephone or in the form of research 
projects or assignments.

Who Will Assess Me?
Master Grocers Australia’s qualified Trainers & Assessors will conduct your assessment. All Master Grocers Australia 
Trainers & Assessors are experienced in working in the retail industry and have the required qualifications to conduct 
formal assessment.
The Trainer & Assessor evaluates the evidence submitted including assignments, participant training records, evidence 
guides and online topics. The Trainer & Assessor may carry out an observation to confirm the reliability of the evidence and 
make sure you can repeat the task.

The Trainer & Assessor will then make a judgement as to whether you are Competent or Not Yet Competent.

Either way, you will receive feedback and advice on the next step.
If you are Not Yet Competent, your Trainer & Assessor will talk to you about what you can do to become Competent.

You may need to undertake additional assessment tasks, do some more training, or gain more experience before being 
assessed again. You will not be re-assessed until you feel ready and confident.

Employability Skills
National training packages also contain defined employability skills. These are the general skills, knowledge and
approaches which employers expect all workers to have, such as communication skills, people skills and technology skills. 
Learning tasks to support the development of these skills are embedded into your program and assessments

Completions and awards
There are two awards or certificates that you can gain in when studying a nationally recognised course, they are 
(Completion) Certificate and Statement of Attainment.

Certificates
When you successfully complete all the training units allocated to you as part of the qualification you are studying you 
will receive a completion Certificate and transcript of results which recognises that you have successfully achieved 
competence in all the requirements of the qualification. For example, if you had successfully completed all units for the 
SIR40212 Certificate IV in Retail Management your certificate will state that you have achieved competence or fulfilled the 
requirements for SIR40212 Certificate IV in Retail Management.

Statements of Attainment
Statements of Attainment are issued when not all the units of a qualification are completed. In order to recognise 
the completion of some of the units a Statement of Attainment is issued stating the units that have been successfully 
completed. For example, if you completed 2 units from the SIR20212 Certificate II in Retail Services (SIRXCLM101 Organise 
and Maintain Work Areas & SIRXCOM101 Communicate in the Workplace to Support Team & Customer Outcomes) your 
certificate would list the units and “in partial completion of SIR20212 Certificate II in Retail Services”.

N.B. Please note all participants are entitled to a Statement of Attainment upon request at no additional cost when 
withdrawn, cancelling or transferring or prior to completing the qualification, provided that the payment has been made in 
full for the tuition related to the units of competency to be shown on the Statement of Attainment.
A Statement of Attainment can only be provided if one or more units of the qualification being studied have been 
successfully completed (assessed as competent).
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Complaints and appeals process
Complaints may come in two forms:
• Informal Complaints 

This is where the problem is informally resolved by talking to the people involved. Where possible all informal attempts 
shall be made to resolve the complaint. This may include advice, discussions, and general mediation in relation to the 
issue. Any MGA staff member can be involved in this informal process to resolve issues.

• Formal Complaints 
If the issue cannot be resolved informally, then the problem is documented on a MGA Complaint Grievance and Appeal 
form and formally resolved by following the process outline below. Complaint Grievance and Appeal forms are available 
on our website.

Lodging a complaint:
If you are not satisfied with a result or outcome, or you feel that a result or decision was in any way unfair you are
entitled to submit an appeal. Appeals may be lodged for any of the following reasons:
• Assessments conducted
• RPL – Recognition for Prior Learning
• Credit Transfer
• Cheating and plagiarism
• Deferral, suspension, or cancellation decisions made in relation to the participant’s enrolment
• Or any other conclusion/decision that is made after a complaint has been dealt with by MGA in the first instance.

The Following Steps Must Be Followed For Your Appeal To Be Considered:
• First try and resolve your concerns informally by approaching a MGA staff member and discussing the issue or your 

concerns. If you are not satisfied with the result after trying to resolve the matter informally, you may wish to proceed 
with the formal complaints and appeals procedure.

• To submit a formal complaint or appeal you can do so by completing the Complaints and Appeals Form and state the 
case providing as many details as possible. This application form is provided in the Participant Guide at the time of 
enrolment or can be gained by contacting Training Administration at Master Grocers Australia.

• Submit the complaint and appeals form to the Training Manager. Complaints are to include the following information:
 ° Submission date of complaint
 ° Name of complainant
 ° Nature of complaint
 ° Date of the event which lead to the complaint
 ° Attachments (if applicable)

• The participant may wish and is entitled to be assisted or accompanied by a support person regardless of the nature of 
the complaint throughout the process at all times.

• Participants must present their case in writing.
• A decision on the complaint will be made within 20 working days and keep the complainant informed of any decisions or 

outcomes concluded, or processes in place to deal with the complaint.
• Once a decision has been reached the Training Manager will inform all parties involved of any decisions or outcomes in 

writing. Within the notification of the outcome of the formal complaint the participants will also be notified that they 
have the right of appeal.

• MGA will act immediately on any substantiated complaint.
• MGA will ensure that it follows the principles of fairness and natural justice in dealing with all complaints

Appealing a Decision
All participants have the right to appeal decisions made by Master Grocers Australia where reasonable grounds can
be established.
• To lodge an appeal the participant is to complete a ‘Complaints and Appeals Form’ which is to include a summary of the 

grounds the appeal is based upon. The reason the participant feels the decision is unfair is to be clearly explained and 
help and support with this process can be gained from the training department.

• An appeal must be lodged within 10 working days of a decision being made.
• The Training Manager will determine the validity of the appeal and organise a meeting with all parties involved in the 
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matter and attempt to seek resolution where appropriate.
• The Training Manager shall ensure that MGA acts on any substantiated appeal.
• The participant will receive notification in writing of the outcome with reasons for the decisions within 20 working days 

of the appeal being lodged. The participant will also be provided the option of activating the external appeals process 
if they are not satisfied with the outcome. The participant is required to notify MGA if they wish to proceed with the 
external appeals process.

External Appeals
Clients are encouraged to resolve complaints and appeals through internal complaint mechanisms.
If they are not satisfied with the outcomes of these processes they should be referred to the state or territory
registering body or the National Training Complaints Hotline, telephone: 1800 000 674.
Australian Skills Quality Authority (ASQA)
• Phone: 1300 701 801
• Melbourne—Level 6 595 Collins Street
• Brisbane—Level 7 215 Adelaide Street
• Sydney—Level 10 255 Elizabeth Street
• Canberra—Ground Floor 64 Northbourne Avenue Canberra City
• Perth—Level 11 250 St Georges Terrace
• Adelaide—Level 5 115 Grenfell Street
• Hobart—Level 11 188 Collins Street

Victoria
(MGA falls under the authority of ASQA)
Australian Skills Quality Authority (ASQA)
Phone: 1300 701 801
Melbourne—Level 6 595 Collins Street

Quality management focus
Master Grocers Australia is committed to providing quality service and a focus on continuous improvement.
Master Grocers Australia values feedback from all participants, employees and employers.

Cheating & Plagiarism
Whilst it is acknowledged that the majority of participants will approach their assessment tasks in an honest and
professional manner, MGA takes the issue of cheating and plagiarism very seriously. If the Training Manager deems
plagiarism and/ or cheating to have taken place then the following may occur:
• the participant may be counselled on plagiarism/cheating
• the participant will be required to resubmit the assessment again using their own work and/or using correct referencing 

and quotation marking techniques
• the participant may be suspended from undertaking the course for period of time appropriate to the offence
• the participant may be permanently removed from undertaking the course and their enrolment cancelled 

Management & Administration
Master Grocers Australia has policies in place that ensure MGA are able to effectively manage administrative, record 
management and reporting requirements in accordance with the requirements of the Australian Skills Quality Authority 
Standards for Registered Training Organisations, and State/Territory requirements.
Master Grocers Australia:
• manages all participant records securely and confidentially
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• makes these records available for participants on request

These records include details of:
• Enrolment
• Attendance
• Assessment outcomes (including RPL/Credit Transfer)
• Qualifications issued
• Complaints grievances and appeals

Fees and charges
Master Grocers Australia complies with all applicable State and Commonwealth legislative requirements for collection of 
fees, and enrolment/course/tuition fees are only charged where required by the State or Territory regulatory authority.

Payments
Payments can be made via:
Bank cheque, personal cheque or money order, credit card, EFTPOS, cash or electronic funds transfer (EFT). Master Grocers 
Australia does not accept American Express or Diners card.

Certificate and Statement of Attainment Reprints
Included in your enrolment and training fee you are entitled to receive a Certificate or Statement of Attainment where 
applicable. If you require a reprint Master Grocers Australia charges a fee of $20 per reprint. If a reprint is request at no 
fault of MGA (e.g. you have incorrectly spelt your name, written your name in non-legible print or changed your name) you 
will be required to pay the $20 reprint fee.

Refunds – Funded Courses (All states)
Participants must officially withdraw via submission of the relevant Participant Withdrawal form. If officially withdraw 
within four (4) weeks after the official commencement of the course, you will be eligible for a full tuition fee refund.

No refund applies for withdrawals after four (4) weeks after official course commencement. 

Fees will be refunded 100% in full where a course does not commence due to cancellation or rescheduling by Master 
Grocers Australia and participants are unable to attend the rescheduled course.

In the unforseen circumstance that Master Grocers Australia Training Department (RTO) closes down, any active 
participants remaining on system would be given the option to be transferred to another RTO (Australian Retailers 
Association –ARA) or be issued with a refund up to the amount of training delivery which had not yet been occurred in 
cases where training had been paid in full.

Fee for Service Courses (All states)
Cancellations received more than seven (7) working days in advance of the start of the course will be able to transfer to a 
future course without penalty. Cancellations will otherwise attract a 10% administration fee, and the balance of the course 
fee refunded.

Cancellations received less than seven (7) working days before the start of the course will forfeit 100% of the course fee. 
There will however be the option to transfer to a future course without penalty. 
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Where no cancellation is received or where nominated participants do not attend, full service fees will be due and payable.

In the event that a cancellation is unavoidable, an alternative person(s) may be nominated to attend without
penalty.

A full refund is payable where Master Grocers Australia (MGA) cancels or reschedules training.

Enrolment is accepted on the basis that MGA will not be held liable for costs incurred due to course cancellation or 
rescheduling. MGA will use all endeavours to give as early advice as possible of any course changes, and the above 
cancellation conditions will not apply where the MGA cancels any training course.

Cancellation policies for specific courses may apply to override this general policy, where special arrangements for the 
conduct of some courses involve significant advance commitments by MGA.

Course dates and fees are subject to change without prior notice.

Clients who have a grievance with the application, or this policy may take action in accordance with the MGA Grievance 
and Appeal process.

NB. Fees will be refunded 100% in full where a course does not commence due to cancellation or rescheduling by Master 
Grocers Australia and participants are unable to attend the rescheduled course.

Concessions
If a participant is in receipt of a government benefit (concession or pension cardholder), a reduction of the government 
tuition contribution fee (applicable to all funded courses except Skills Deepening – Diplomas and above). The concession 
fee will be calculated at 20% of the Government subsidised rate for the same course. Full time students may be eligible 
for travel concessions on Victorian public transport. Application forms for concessions can be obtained from your local 
train station and passed to Training Administration for signing. Fees will be refunded 100% in full where a course does 
not commence due to cancellation or rescheduling by Master Grocers Australia and participants are unable to attend the 
rescheduled course.  

Withdrawals
If for any reason a participant wishes to withdraw from the course, it is essential that the participant notify Training 
Administration to obtain the relevant form: Participant Withdrawal Form, to amend your course records. 

The following criteria apply for the refund of fees, as per the guidelines set out by the Victorian Skills Commission:
If a participant withdraws, by written notice, from government-funded training or further education at any time up until 
4 weeks after the scheduled commencement date of classes (training), the provider must refund the tuition contribution 
paid in respect of the government-funded training or further education less the minimum tuition contribution and any 
other fees and charges paid by or on behalf of the student.

Classroom Based Training – 1 day courses
Cancellations received more than seven (7) working days in advance of the start of the course will be able to transfer to a 
future course without penalty. Cancellations will otherwise attract a 10% administration fee, and the balance of the course 
fee refunded.

Cancellations received less than seven (7) working days before the start of the course will forfeit 100% of the course fee. 
There will however be the option to transfer to a future course without penalty.

Where no cancellation is received or where nominated participants do not attend, full service fees will be due and payable.
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In the event that a cancellation is unavoidable, an alternative person(s) may be nominated to attend without penalty.
A full refund is payable where Master Grocers Australia (MGA) cancels or reschedules training.

Enrolment is accepted on the basis that MGA will not be held liable for costs incurred due to course cancellation or 
rescheduling. MGA will use all endeavours to give as early advice as possible of any course changes, and the above 
cancellation conditions will not apply where the MGA cancels any training course.

Cancellation policies for specific courses may apply to override this general policy, where special arrangements
for the conduct of some courses involve significant advance commitments by MGA.

Course dates and fees are subject to change without prior notice.

Clients who have a grievance with the application, or this policy may take action in accordance with the MGA
Grievance and Appeal process.

NB. Fees will be refunded 100% in full where a course does not commence due to cancellation or rescheduling by
Master Grocers Australia and participants are unable to attend the rescheduled course.

Legislative requirements
Master Grocers Australia aims to meet all legislative requirements of the State and Commonwealth Government.
In particular, Master Grocers Australia must meet Workplace Health and Safety and Workplace Relations standards at all 
times.

Master Grocers Australia acknowledges its legal obligations under State and Federal equal opportunity laws that include:
• The Racial and Religious Tolerance Act 2001 (Cth)
• The Sex Discrimination Act 1984 (Cth)
• The Disability Discrimination Act 1992 (Cth)
• The Equal Opportunity Act 2010 (Vic)
• The Australia Human Rights Commission Act (Cth)
• The Privacy Act 2012 (Cth)
• Work Health Safety Act 2011 (Vic)
• Education Training Reform Act 2006 (Vic)
• Victorian Qualifications Authority Act 2000 (Vic)
• Standard for NVR Registered Training Organisations made under the National Vocational Education and Training 

Regulator Act 2012

Access & Equity
Master Grocers Australia In line with obligations under Victorian and Commonwealth legislation is committed to promoting 
a fair and equitable environment for staff and clients that is free from discrimination, harassment and vilification. Master 
Grocers Australia encourages people with disabilities to apply.

Participant selection decisions comply with Equal Opportunity legislation. The selection processes and criteria are
clear and explicit.

Appropriately qualified staff assesses the extent to which the applicant is likely to achieve the stated competencies
of the courses, based on their qualifications and experience.
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Privacy and Participant Access
Please refer to Privacy Policy for detailed information
• Except as required under the ASQA Standards for NVR Registered Training Organisations, Government Contracts or by 

law, information about a participant will not be disclosed to a third party without the written consent of the participant
• Access by participants to their personal records is available upon request to the Training Administration. Participants 

may contact Training Administration to discuss a suitable time to view their file and access will only be granted once a 
participant can confirm their identification.

• Participant Access to the file will be granted only once written notification is received and the Training Administrator has 
validated the participant’s identification.

• Access shall be provided within 5 business days of confirming the participant’s identification.
• Information that may be accessed includes progress, personal details, and any relevant details of the participant’s 

enrolment that the RTO has collected. 

Child Protection Policy
In line with Government legislation, Master Grocers Australia is committed to ensuring all children (defined legally as less 
than 18 years of age) are protected from abuse and neglect.

Master Grocers Australia complies with all applicable State and Commonwealth legislative requirements for Child
Protection within our scope of operation.

Services offered to learners
Master Grocers Australia has sound management practices to ensure effective client services. Master Grocer’s client 
services standards ensure timely issue of participants’ assessment results and qualifications. Qualifications
will be:
• Appropriate to competency achieved
• Issued in accordance with State and National guidelines.

Studying can sometimes raise a number of concerns and issues and may sometimes cause stress and anxiety. Participants 
who experience any issues should speak with their Trainer/Assessor. For other personal matters, the following list may 
assist in finding a helpful resource:

Victoria
• Victoria Legal Aid 03 9269 0120 (Victorian country callers only: 1800 677 402 (toll free)
• Youthlaw 03 9611 2412
• TAFE and Training line 131 823
• Wageline Victoria 1300 363 264
• Counselling Services www.relationshipsvictoria.com.au

South Australia
• The Language Centre Bookshop www.languagecentre.iinet.net.au/catalogues/adlit.pdf
• South Australian Council for Adult Literacy www.sacal.sa.edu.au

Nation Wide
• Reach out – Helps people get through tough times, Drugs, Alcohol, Depression www.reachout.com.au
• National Children’s and Youth Law Centre www.ncylc.org.au
• Any medical problems or personal problems – please see your GP who will refer you to an appropriate Health Specialist
• Lifeline 13 11 14  
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Language, Literacy and Numeracy Assistance
Where required, Master Grocers Australia can provide information for clients requiring literacy or numeracy support 
programs. Master Grocers Australia must ensure that information regarding these arrangements are disseminated, 
understood and valued by personnel and clients. If at any point you feel you need help, there are many avenues of support 
available to you to gain the assistance or advice you require.

Reading and Writing Hotline
• Telephone: 1300 655 506
• Website: www.literacyline.edu.au/index.html

The Australia Government, Department of Education, Employment and Workplace Relations have developed the
WELL (Workplace English Language and Literacy) Program. For more information visit http://www.innovation.gov.au/Skills/
LiteracyAndNumeracy/WorkplaceEnglishLanguageAndLiteracy/Pages/default.aspx

• For assistance with maths tuition try logging on to the Maths Online website at www.mathsonline.com.au
• My Private Tutor to find your nearest Maths and English tutor at www.myprivatetutor.net.au
• If you would like further information on the types of literacy and numeracy support services in your state, please contact 

Master Grocers Australia Training Administration on 1800 888 479(free call).

What Should I Do If I Need Help with My Training?
In the first instance we encourage you to talk to your manager. If you do not wish to approach them please contact Master 
Grocers Australia.

Adult Migrant English Program (AMEP)
The Australian Government provides a number of programmes and services to Australian immigrants where English is a 
second language. Find help with translation and interpretation by calling 131 450. The following web link will take you to 
the Australian Department of Immigration and Citizenship for further information on living in Australia www.immi.gov.au

The Australian VET sector
Post Training Evaluation
It is a condition as part of maintaining RTOs registration that survey data be collected from a number of sources and be 
reported on an annual basis.

Reports are required from learners, focusing on learner engagement and (if applicable) employer satisfaction this is then 
reported to the state Registering Body (as well as Competency Completion data and the Offshore Indicator) as a condition 
of registration. 

Collecting data from employers and learners helps RTOs to assess their performance against all of the ASQA Standards 
for NVR Registered Training Organisations. In short, the data can help support the continuous improvement processes to 
ensure that:
• Master Grocers Australia provides quality training and assessment across all of its operations
• Master Grocers Australia adheres to principles of access and equity and maximises outcomes for its clients
• Management systems are responsive to the needs of clients, staff and stakeholders and the environment in which the 

RTO operates.

National Centre for Vocational Education Research (NCVER)
NCVER conducts a Student Outcomes Survey (SOS) annually; the survey is aimed at people who have successfully 
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completed vocation training in the previous year. The survey is usually conducted between March and May.

The survey focuses on improving the social and economic outcomes of those who undertake vocational training; it 
highlights positive and negative outcomes of training. As a result of the information collected assists state and territory 
governing bodies in administering planning, and evaluating the VET system.

Australian Apprenticeship Centres (AAC)
Australian Apprenticeships Centres (formerly New Apprenticeships Centres NAC’s) are contracted by the Australian 
Government to provide one-stop shops for those seeking to hire Australian Apprentices and Trainees or to take up an 
Australian Apprenticeship as a career path.

Australian Apprenticeships encompass all apprenticeships and traineeships. They combine time at work with training and 
can be full-time, part-time or school-based.

Find an Australian Apprenticeships Centre in your region by calling 13 38 73 or online athttp://www.
australianapprenticeships.gov.au/search/aacsearch.asp

Australian Skills Quality Authority (ASQA)
The Australian Skills Quality Authority is the national vocational regulator for Australia’s vocational education and training 
sector. ASQA has developed and regulate the standards for NVR Registered Training Organisation’s which are agreed 
standards which assures nationally consistent, high-quality training and assessment services for the clients of Australia’s 
vocational education and training system.

Australian Qualifications Framework (AQF)
The Australian Qualifications Framework (AQF) provides a comprehensive, nationally consistent yet flexible
framework for all qualifications in post-compulsory education and training.

The AQF now comprises 10 levels, contained within the Schools, Vocational Education and Training (VET) and the
Higher Education sector. Within the framework, there are 6 VET qualifications available; Certificate levels I, II, III and IV; 
Diploma and Advanced Diploma.

Industry Skills Councils (ISC)
Industry Skills Councils (ISC) are the bodies recognised as representing a particular industry that provide advice to the 
government on the vocational education and training needs of its particular industry. 

Industry Skills Councils also develop the competency standards in partnership with industry representatives and employers, 
and provide input into the training packages that set out the rules for achievement of qualifications associated with that 
industry.

Privacy statements
Privacy Statement – Skills Victoria
Master Grocers Australia is required to provide the Victorian Government, through the Department of Education and 
Early Childhood Development, with student and training activity data which may include information I provide in this 
enrolment form. Information is required to be provided in accordance with the Victorian VET Student Statistical Collection 
Guidelines (which are available at http://www.education.vic.gov.au/training/providers/rto/Pages/datacollection.aspx). 
The Department may use the information provided to it for planning, administration, policy development, program 
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evaluation, resource allocation, reporting and/or research activities. For these and other lawful purposes, the Department 
may also disclose information to its consultants, advisers, other government agencies, professional bodies and/or other 
organisations. I have been advised by the training organisation that I may be contacted and requested to participate in a 
National Centre for Vocational Education Research survey or a Department-endorsed project or audit or review.

The Education and Training Reform Act 2006 requires Master Grocers Australia to collect and disclose my personal 
information for a number of purposes including the allocation to me of a Victorian Student Number and updating my 
personal information on the Victorian Student Register. For more information in relation to how student information may 
be used or disclosed please contact Master Grocers Australia’s Privacy Officer on phone (03) 9824 4111 or free call 1800 
888 479.

For more information in relation to how student information may be used or disclosed please contact Master
Grocers Australia’s Privacy Officer on phone (03) 9824 4111 or free call 1800 888 479.

Master Grocers Australia Privacy Statement
Master Grocers Australia is committed to protecting the privacy of your personal information. This statement
explains how we handle your personal information.

This statement only applies to our databases and files and does not cover any State, Territory or Commonwealth
Government database or file. You are advised to contact the relevant government agency for a copy of their privacy
policy.

Where we use the words ‘we’ and ‘us’ in this document, it means Master Grocers Australia.

Your Personal Information 
In order to provide you with training, employment and associated services, we may need to collect personal information 
such as your name, address, contact details, work history, qualifications, job seeker identification number, government 
benefit card, etc.

If you decline to provide your personal information, Master Grocers Australia may not be able to:
• provide the product or service you requested, or
• enter into a business relationship with you

Collection of personal information
Where practicable, we will endeavor to collect personal information directly from you.

Where services are provided on behalf of a Commonwealth and/or State Government Department, we may collect
personal information from such government departments and agencies.

We may also need to collect personal information from other third parties with or without your direct involvement or 
consent, such as an employer. However, this will not include sensitive information.

Use and disclosure
We will use our best efforts to ensure that the information you provide to us remains private and is used only for the 
purposes you agree to.

We will only disclose personal information to a third party where one or more of the following apply:
• you have given consent (verbal or written)
• it is authorised or required by law, or necessary for enforcement of law
• it will protect the rights, property or personal safety of another person
• the assets and operations of the RTO business are transferred
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Access to personal information
You can access the personal information we hold on you, except when government legislation requires or
authorises the refusal of access.

To access your personal information, you will need to contact the Training Administrator in writing and specify the
type/s of information you wish to view. You will be required to provide proof of identification.

Storage & Security
We will take reasonable steps to maintain the privacy and security of personal information. We ensure this by having such
security measures as:
• Storing electronic information on a secure server with restricted access
• Storing paper-based documents securely on our premises
• Storing paper based documents more than 2 years old securely off site 

We will take reasonable steps to destroy or permanently de-identify personal information when it is no longer required for 
any purpose.

Resolving privacy concerns
If you wish to raise a concern about a privacy matter you should contact the Training Administrator. 
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State and territory government department 
of education and training contacts
The Australian Federal Government website for 
Apprentices and Trainees
Web: http://www.australia.gov.au/australianapprenticeships
Phone 13 38 73

Australian Skills Quality Authority (ASQA)
www.asqa.gov.au
Phone 1300 701 801

SA
South Australia Department of Further Education 
Employment Science and Technology (DEEFST)
Level 4, 11 Waymouth Street Adelaide SA 5000
Phone: (08) 8226 3821
Web: http://www.dfeest.sa.gov.au

ACT
Australian Capital Territory Department of Education and 
Training (DET)
220 Northbourne Avenue Braddon ACT 2612
Phone (02) 6207 5111
Web: http://www.det.act.gov.au

TAS
Skills Tasmania
1st floor, 99 Bathurst Street Hobart Tasmania 7000
Phone: 1800 655 846
Web: http:// www.skills.tas.gov.au

NSW
New South Wales Department of Education and Training 
(DET) Apprenticeship and Traineeship Administration 
Authority
Level 12 1 Oxford Street Darlinghurst NSW 2010
Phone:(02) 9266 8450
Web: http://apprenticeship.det.nsw.edu.au

VIC
Skills Victoria Department of Innovation, Industry and 
Regional Development
121 Exhibition Street Melbourne Vic 3000
Phone: (03) 9651 9999
Web: http://www.skills.vic.gov.au

QLD
Queensland Department of Education Training and the 
Arts (DETA)
Level 5, Neville Bonner Building 75 William Street Brisbane 
QLD 4000
Phone: 1800 210 210
Web: http://training.qld.gov.au

WA
Western Australia Department of Education and Training 
(DET)
151 Royal Street East Perth WA 6004
Phone: 13 19 54
Web: http://www.det.wa.edu.au


