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Welcome 
 

Firstly, congratulations on choosing to study with Redmako Learning. We are the experts within the 

hospitality industry specialising in providing both tailored and nationally recognised theoretical 

training whilst working in a practical environment. Redmako delivers qualifications to students to 

fast track their career within Hospitality and / or Management by promoting the application of both 

practice and theory. Redmako prides itself on the relationships we have with schools, trainees and 

business owners and utilises these connections to provide you with a caring service like no other. 

Redmako have vibrant, engaging and industry specialist trainers and assessors who are a dedicated 

team of professionals, each bringing an enormous wealth of experience. It is this high level of 

expertise that benchmarks Redmako as the highest quality hospitality training organisation in 

Queensland. We employ trainers who possess the latest in training qualifications, combined with 

extensive industry skills and experience (industry currency). Redmako strive to inspire all of our 

trainees both in the theoretical and practical elements whilst excelling in their industry. Redmako 

has a hands-on learning approach which offers both results and accountability. We understand the 

needs and expectations of employers and trainees in the real business world. Our mentor style 

training means each student is nurtured throughout the entire learning process to fulfil their studies 

successfully. 

Our passion is providing the highest quality Hospitality training to make studying relevant, current, 

flexible, convenient and future ready. We work closely with industry to ensure our training and 

assessment strategies are relevant and focused on current workplace best practice to meet both 

employer and student needs. 

 

 

We are hospitality specialists, committed to fulfilling your potential. Hospitality - inspired by you; 

centred on you; tailored for you.  
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What is an Apprenticeship or Traineeship? 

Overview 
Apprenticeships and traineeships combine training with working in a real job, for a real boss, with a 

real wage. Apprentices and trainees complete a qualification and learn skills at work. 

Apprenticeships and traineeships can be full-time, part-time, or School-based. School-based 

apprenticeships and traineeships (SAT’s) allow school students to work for an employer, as paid 

employees, and undertake training towards a qualification, whilst studying towards their 

Queensland Certificate of Education and / or Overall Position (OP) score. 

Apprenticeships and traineeships are practised under Competency-based Training (CBT) which 

places emphasis on the workplace application of attained knowledge and skills. CBT allows 

apprentices and trainees to move through their qualification efficiently whilst maintaining an 

emphasis on quality of work. 

Upon completion of an apprenticeship or traineeship, an apprentice or trainee will have learnt new 

skills and gained experience and confidence through working in a real job. 

Competency-based Training 
Queensland apprenticeships and traineeships are competency-based. This means the knowledge 

and skills the apprentice or trainee attains, and quality of work they produce, are what matter, 

rather than the length of time served. 

The employer, apprentice or trainee, and Redmako may commence the completion process before 

the end of the nominal term (see Length of Traineeship), if they all agree that the apprentice or 

trainee has completed all training and assessment required under the Training Plan and can produce 

work to the industry standard. 

What is on-the-job and off-the-job Training? 
On-the-job Training provides the opportunity to apply skills learnt in the workplace. It is where 

training is provided by a suitably qualified member of the apprentice or trainee’s workplace in order 

to provide the necessary range of experience. Tasks set by the supervisor and with the assistance of 

Redmako allow apprentices or trainees to demonstrate their competency and build a portfolio of 

evidence of their achievements. 

As part of the induction and Training Plan development, Redmako will undertake an evaluation of 

the employer’s capacity to deliver all the on-the-job training components and assist by 

recommending strategies to enable the apprentice or trainee to achieve competency and complete 

their apprenticeship or traineeship. 

Off-the-job training provides the opportunity for you to obtain new skills in a formal learning 

environment, whether this is in a classroom or within the workplace. The off-the-job training is to be 

applied by the apprentice or trainee in the workplace. When off-the-job training is occurring, 

employers are responsible for ensuring trainees are withdrawn from routine work in order to 

undertake structured training and assessment. 
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Training Contract 

Overview 
The Training Contract is a legally binding contract which allows the employer and apprentice or 

trainee to enter into a registered apprenticeship or traineeship. 

All the information on the Training Contract must be accurate and truthful. By signing the Training 

Contract, the employer and apprentice or trainee have indicated they understand and are bound by 

the conditions and associated obligations of the Training Contract. If it is discovered that a Training 

Contract contains false or misleading information the Department of Education, Training, and 

Employment (DETE) will not register the contract. 

The Training Contract must be signed within 14 days and returned to the Australian Apprenticeship 

Support Network within 28 days of the start of the apprenticeship or traineeship. 

To enter into a Training Contract an employee must be undertaking either part-time work of at least 

15 hours per week or full-time work with an average of 38 hours per week. A Casual employee 

cannot enter into a Training Contract. 

Unique student identifier (USI)  
The Unique Student Identifier or USI is a reference number made up of 10 numbers and letters that:  

• Creates a secure online record of your recognised training and qualifications gained in Australia, 

even from different training organisations  

• will give you access to your training records and transcripts  

• can be accessed online, anytime and anywhere  

• is free and easy to create and  

• stays with you for life.  

If you are a new or continuing student undertaking nationally recognised training and course you 

need a USI in order to receive your qualification or statement of attainment. If you do not have a USI 

you will not receive your qualification or statement of attainment.  

Your USI will give you access to an online record of the training you have done since 1 January 2015. 

You will also be able to produce a comprehensive transcript of your training. This can be used when 

applying for a job, seeking a credit transfer or demonstrating pre-requisites when undertaking 

further training.  

If you are a New Zealand citizen you cannot apply for a USI while overseas. You will require a USI if 

you undertake a VET course in Australia, and you will be able to apply for a USI once you have 

entered Australia on your NZ passport. However, if you are an Australian expat or resident and have 

an Australian ID, you need a USI even if you do the VET course while outside Australia (some 

exemptions apply)  

You can create an USI by going to https://www.usi.gov.au 

https://www.usi.gov.au/
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Roles, Responsibilities, and Obligations 

Overview 
Each party involved in the apprenticeship or traineeship have their own roles, responsibilities, and 

obligations which are agreed to when the Training Contract and Training Plan (see Training Plan) are 

signed.  

Supervising Registered Training Organisation (SRTO) - Redmako 
Redmako at the start and during the term of a Training Contract, including when a registered 

Training Contract is either permanently or temporarily transferred to a new employer and / or on 

return from a suspension period, will: 

 Provide parties with all relevant information regarding the training and assessment 

requirements of the apprenticeship or traineeship. 

 Conduct an assessment to verify the employer has the capacity to supervise and train the 

apprentice or trainee. 

 Work with the employer and the apprentice or trainee to provide, or arrange to provide, the 

facilities, services, supervision and training required under the Training Plan. 

 Negotiate and develop the Training Plan with the employer and apprentice or trainee within 

three months of the commencement date of the apprenticeship or traineeship, within 28 

days of replacing another SRTO, and within 28 days where there has been a permanent, 

temporary, or statutory transfer of a registered Training Contract. 

 Provide, within 14 days of the Training Plan being signed, a Training Record. 

 Update the Training Record at intervals of no more than three months. 

 Ensure that the apprentice or trainee, their parent or guardian if applicable, and the 

employer are aware of any fees and charges associated with training and, if appropriate, the 

implications of the User Choice Program regarding access to multiple government 

contributions. 

 During the term of the Training Contract, assist the employer and others who contribute to 

the apprentice or trainee’s training to understand their roles and responsibilities in planning 

workforce tasks and delivering workplace training relevant to the apprentice or trainee’s 

calling. 

 Ensure that training and assessment required to be delivered under the Training Plan is 

delivered to the apprentice or trainee. 

 Arrange additional learning support if required. 

 Advise the Department of Education, Training, and Employment if an apprentice or trainee is 

not progressing under the Training Plan. 

 Manage disputes regarding competence as per Redmako’s appeals and complaints 

resolution process. 

 Issue the qualification stated in the Training Plan upon Completion. 

 Together, with the employer and apprentice or trainee, sign a Completion Agreement, when 

all training assessment required under the Training Plan has been completed and give this 

agreement to DETE within 10 days of signing. The SRTO will also contact DETE in the event 

that the Completion Agreement is not signed by one or more parties. 
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Australian Apprenticeship Support Networks (AAC’s) 
AAC’s are contracted by the Commonwealth Government to provide Australian Apprenticeship 

Support Services to employers, apprentices or trainees, and prospective apprentices or trainees 

across Queensland. Your AAC will assist with: 

 Creation of the Training Contract. 

 Administering payment/s under the Australian Apprenticeship Incentives Program. 

 Provide comprehensive information to apprentices or trainees, employers, and other 

interested parties. 

 Establish effective relationships to encourage the commencement and successful 

completion of apprentices or trainees. 

Your AAC will explain their full roles and responsibilities prior to signing the Training Contract. 

Department of Education, Training, and Employment (DETE) 
DETE oversees and administers the apprenticeship and traineeship system in Queensland and 

provides advice and assistance to everyone involved in the apprenticeship or traineeship. DETE helps 

employers and apprentices or trainees to get the most out of the apprenticeship or traineeship 

experience, and provides information, support, and advice to all parties of the Training Contract via 

the Apprenticeships Info Service. 

Employer 
During the apprenticeship or traineeship, the employer must: 

 Deliver on-the-job training as negotiated in the Training Plan. 

 Provide, or arrange to provide, the facilities and range of work as specified in the Training 

Plan, ensuring the apprentice or trainee is adequately supervised by a qualified person. 

 Provide the minimum 375 hours (50 days) of paid employment each year of the School-

based apprenticeship or traineeship. 

 Pay the wages and provide the entitlements as specified in the relevant industrial 

instrument. 

 Release the apprentice or trainee from work and pay the appropriate wages to attend any 

off-the-job training, including assessment as provided for in the Training Plan. This may not 

apply to School-based apprentices and trainees and the employer would need to check the 

relevant industrial instrument. 

 Discharge all lawful obligations of an employer, including those relating to Workplace Health 

and Safety. 

 At reasonable intervals of not more than three months, update the Training Record. 

 Negotiate a Training Plan with the apprentice or trainee and Redmako within three months 

of commencement or 28 days where the current Training Plan has ended due to a change of 

training organisation or transfer of Training Contract. 

Events where the employer must notify DETE: 

 Agreement by the parties to amend or cancel the Training Contract. 

 Sale or disposal of the business by the employer. 

 Dissolution or change of business partnership. 

 Where the purchaser of a business agrees to continue to train an apprentice or trainee, the 

employer must give notice to DETE of the agreement. On receipt of this notification, the 

Training Contract is taken to be assigned to the purchaser of the business. 
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 Temporary transfer of a Training Contract within seven days of date of effect. 

 Suspension of a Training Contract at least seven days prior to date of effect. 

The employer must not directly or indirectly: 

 Obstruct or discourage in any way, the apprentice or trainee from participating in the 

training required under the Training Plan to be delivered by Redmako. 

 Place the apprentice or trainee at a disadvantage because they participate or attempt to 

participate in the required training. 

Apprentice or Trainee 
The apprentice or trainee is required to: 

 Attend work, do the job, and follow the employer’s lawful instructions. 

 Work towards achieving the qualification or Statement of Attainment stated in the Training 

Contract. 

 Participate in negotiating the Training Plan. 

 Obey all Workplace Health and Safety (including dress and equipment) and Code of Conduct 

workplace rules. 

 Undertake the training and assessment required under the Training Plan. 

 Pay Student Contribution Fees to Redmako (the employer may pay these on the apprentice 

or trainee’s behalf). 

 Keep the Training Record and produce it to the employer, Redmako, and / or DETE when 

requested. 

 Do not terminate the apprenticeship or traineeship, except upon completion, or by 

providing written notification (including the employer’s signed agreement) to DETE, or upon 

cancellation by DETE. 

 Where the apprentice or trainee is School-based: 

o Obtain the school’s approval before entering into a School-based Training Contract. 

o Talk to the school about how the training and employment will impact on the 

timetable. 
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Parents / Guardians 
Although the parent or guardian is not a party to the Training Contract, DETE will provide them with 

written copies of correspondence related to various processes which occur during the life of the 

Training Contract. DETE provides correspondence to keep the parent or guardian informed, so they 

may assist the apprentice or trainee to navigate through the processes and help to ensure successful 

completion of the apprenticeship or traineeship. 

It is important to note that DETE may only provide the parent or guardian listed on the Training 

Contract with any information contained in the Training Contract, unless the apprentice or trainee 

has formally, in writing, advised DETE otherwise (for example, where the mother is listed on the 

Training Contract, the apprentice or trainee would need to advise DETE to provide the father with 

information pertaining to the Training Contract). 

An employer who is also the parent or legal guardian of the apprentice or trainee may sign the 

Training Contract as both the employer and parent or guardian. 

The parent or guardian’s involvement in the processes related to the Training Contract automatically 

cease when the apprentice or trainee turns 18 years of age. 

The parent or guardian’s responsibilities are: 

 To sign the Training Contract within 14 days after the day the apprenticeship or traineeship 

starts. 

 If the employer and apprentice or trainee and a proposed new employer agree to 

permanently transfer the Training Contract to the new employer, sign the application. 

 If the apprentice or trainee decides to withdraw their consent to suspend or cancel the 

Training Contract within 7 days, sign the written notice advising DETE of the withdrawal. 

 If the employer, apprentice or trainee, and Redmako agree to sign a Completion Agreement 

to initiate completion of the apprenticeship or traineeship, sign the Completion Agreement. 

 If the employer and apprentice or trainee agree: 

o To apply to DETE to amend the Training Contract, sign the application. 

o To temporarily transfer the Training Contract to a new employer for a period not 

exceeding 1 year, sign the notice informing DETE of this agreement. 

o To suspend the Training Contract for a period not exceeding 1 year, sign the 

application. 

o To apply to cancel the Training Contract, sign the application. 

Supervisor Definition of a Qualified Person 
 The qualified person/s designated to provide on-the-job training to the apprentice or trainee is 

required to be permanently engaged in the same workplace and predominately work during the 

same hours as the apprentice or trainee. 

Persons qualified to provide training in the workplace for apprentices are one of the following: 

1. A person who has satisfactorily completed an apprenticeship in the apprentice’s calling, and 

is the holder of a completion certificate issued under an Act. 

2. A person who holds a certificate of recognition issued under an Act, certifying the person 

has the necessary skills and knowledge in the calling. 

3. A tradesperson in the apprentice’s calling, as defined under a specific industrial instrument. 
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4. A person who holds a tradesperson’s certificate or certificate of recognition as a recognised 

tradesperson issued under the Tradesperson’s Rights Regulation Act 1946 in the 

apprenticeship calling. 

5. A person individually, or persons collectively, who has / have documented competence 

(achieved through RPL or a training pathway) in all the competencies the employer is 

required to provide training for under the apprentice’s Training Plan. 

Persons qualified to provide training in the workplace for trainees are one of the following: 

1. A person who has satisfactorily completed a traineeship in the trainee’s calling, and is the 

holder of a completion certificate issued under an Act. 

2. A person who holds a certificate of recognition issued under an Act, certifying the person 

has the necessary skills and knowledge in the calling. 

3. A tradesperson in the trainee’s calling, as defined under a specific industrial instrument. 

4. A person who holds a tradesperson’s certificate or certificate of recognition as a recognised 

tradesperson issued under Tradesperson’s Rights Regulation Act 1946 in the traineeship 

calling. 

5. A person who holds a relevant qualification in the traineeship calling. 

6. A person individually, or persons collectively, who has / have documented competence 

(achieved through RPL or a training pathway) in all the competencies the employer is 

required to provide training for under the trainee’s Training Plan (cannot be a person or 

persons currently undertaking the same traineeship); and 

7. A person undertaking a traineeship, at a higher level than the trainee’s, whose traineeship 

incorporates supervisory or coordinating skills and who has documented competence 

(achieved through RPL or training pathway) in at least one of the competencies the 

employer is required to provide to the trainee under the Training Plan and who is supervised 

by a person that qualifies under Point 1 and / or 5 and / or 6. 

And where a licence to practise the calling is required, the qualified person holds a current licence. 

Length of Apprenticeship or Traineeship 
A nominal term (or length) is allocated to each apprenticeship or traineeship, giving the Training 

Contract an end date. The probationary period is included as part of the nominal term. 

The part-time and School-based nominal term is double the full-time nominal term. When a Training 

Contract status is changed, the nominal term is automatically updated. 

If the employer, apprentice or trainee and Redmako decide there is insufficient time to complete all 

training and assessment before the end of the nominal term, they must apply to extend the nominal 

term. This application must be made before the end of the original nominal term. 

Probationary Period 
As a general rule, the probationary period for apprenticeships is 90 days and 30 - 60 days for 

traineeships. The probationary period applies from the first day of the apprenticeship or traineeship 

and is included in the nominal term of the Training Contract. Probationary Periods also apply to 

Training Contracts where the apprentice or trainee is recommencing in the same apprenticeship or 

traineeship, but not when the Training Contract has been temporarily or permanently transferred to 

a new employer. 
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The employer and apprentice or trainee may apply in writing to DETE to extend the probationary 

period for the Training Contract. The probationary period cannot be extended further than six 

months from the commencement of the traineeship or apprenticeship. 

Whether a Training Contract has been signed or not, the apprenticeship or traineeship may be 

ended at any time during the probationary period. The party who wishes to end the apprenticeship 

or traineeship must give written notice to the other party. This notice must state the date the 

apprenticeship or traineeship is to end, which can be no later than the end of the probationary 

period. The employer must notify DETE that the apprenticeship or traineeship has ended within 

seven days after it ends. 

Probationary periods for employment are a separate matter from probationary periods for an 

apprenticeship or traineeship. A party requiring further information on the employment contract 

should contact the relevant employer organisation, union, or Fair Work Ombudsman. 

Time Spent Undertaking Training 
Under the requirements of the Training Contract, all employers must release their apprentice or 

trainee from work and pay the appropriate wages to attend any off-the-job training, including 

assessment as provided for in the Training Plan. 

However, this may not apply to School-based apprentices and trainees. The relevant industrial 

relations provisions applicable to the employer will specify whether the School-based apprentice or 

trainee is paid for time spent undertaking off-the-job training. 

Transfer of a Registered Training Contract 
DETE allows registered Training Contracts to be transferred from one employer to another either 

permanently or temporarily. The may be considered for a variety of reasons, such as: 

 A change in circumstances of the employer and / or apprentice or trainee. 

 A lack of ongoing employment. 

 To improve training opportunities. 

 To facilitate the assessment of competency required under the Training Plan when an 

employer is temporarily unable to provide the range of work or facilities required. 

Temporary Transfers of Training Contract must not exceed one year and must end before the 

nominal term of the contract ends. All parties, including the new employer, must agree to the 

change and must notify DETE within seven days after the transfer takes effect. A new Training Plan 

will be developed within 28 days with the temporary new employer and the Training Record (see 

Training Record) must be kept up to date with details of the work and training undertaken within the 

temporary employer. 

Permanent Transfers must be made under application to DETE. Applications will be decided by DETE 

within 28 days of submission and once a decision is made, written notification of the approval and 

transfer effect date will be provided to all parties. The new employer takes on all responsibilities and 

obligations as outlined at the original sign up.  

A new Training Plan will be developed by Redmako within 28 days of the Permanent Transfer. 
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It is important to note when an application is made without the consent of the original employer and 

there was a break in the apprentice or trainee employment arrangements, the application may not 

be approved and a cancellation and recommencement may need to be actioned. 

Probationary periods do not apply to Temporary and Permanent Transfers. 

Training Plan 
All apprentices and trainees require a Training Plan. The Training Plan sets out details of how, when, 

and by whom training and assessment is conducted to achieve the competencies required for the 

qualification. 

The Training Plan outlines the training to be delivered to the apprentice or trainee, by the employer, 

and Redmako and includes the planned assessment arrangements. The Training Plan must be 

negotiated and agreed to by the employer, apprentice or trainee, and Redmako (the parent or 

guardian is not a party to the Training Plan and their signature is not required). 

Each apprentice or trainee in the workplace must have their own Training Plan, and if the apprentice 

or trainee is under more than one training contract, a Training Plan is required for each 

apprenticeship or traineeship. 

Redmako must take all reasonable steps to ensure the plan is: 

 Signed within three months of the commencement of the apprenticeship or traineeship for 

the initial Training Plan. 

 Signed within 28 days of the replacement date, where Redmako has taken over the training 

from another SRTO. 

 Signed within 28 days of the transfer date, where there has been a permanent, temporary, 

or statutory transfer of a registered Training Contract. 

 A copy of the signed Training Plan has been issued to the employer and apprentice or 

trainee within 14 days of signing. 

The Training Plan may be altered if all parties agree. The changed Training Plan must be signed 

within 14 days after the change is agreed to (unless the change is considered minor). A copy of the 

changed Training Plan must be issued to the employer and apprentice or trainee within 14 days. 

Training Record 
Within 14 days of the Training Plan being signed, Redmako must provide the apprentice or trainee 

with a Training Record to record evidence of progression of training. The apprentice or trainee must: 

 Hold the Training Record and produce it to their employer, Redmako, or DETE, when 

requested. 

 Take it with them if they change employers. 

Redmako and the employer must, at intervals of no more than three months, request the apprentice 

or trainee to produce, within a reasonable timeframe, the Training Record to inspect or record 

completed training. Regular checks allow the parties the opportunity to discuss training and ensure 

the apprentice or trainee is receiving the full range of work and progressing satisfactorily. 
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Upon completion of each unit of competency, the Training Record will be signed by all parties: 

 The employer signature supports that the apprentice or trainee is competent in the 

workplace, industry, and company standards. 

 The apprentice or trainee’s signature supports that they agree they have the ability to 

competently perform the workplace tasks. 

 The Redmako Trainer’s signature supports the successful completion of off-the-job training 

in the underpinning knowledge and skills. 

Failure to Make Reasonable Progress 
The Training Plan details competencies to be achieved and timeframes for achievement. Each 

apprentice or trainee will also be provided with a Training Record from Redmako in which to 

document progress towards achievement of these competencies. 

Redmako is responsible for ensuring that the training required to be delivered under the apprentice 

or trainee’s Training Plan is delivered to the apprentice or trainee. 

If it is identified that the apprentice or trainee is not making reasonable progress through their 

apprenticeship or traineeship, without valid reasons, the Redmako Trainer will discuss with the 

apprentice or training and the employer to rectify the situation. If the failure to make reasonable 

progress continues, a letter will be sent to the apprentice or trainee and the employer formally 

documenting it, and if it is School-based, the letter will also be sent to the Industry Liaison Officer of 

the school and the apprentice or trainee’s parent or guardian. 

If the above process is unable to rectify the progression, the Department of Education, Training, and 

Employment will be notified in writing. 

Discipline 
A range of disciplinary actions can be pursued if DETE believe the employer and / or apprentice or 

trainee have engaged in misconduct or contravened the Act or the Training Contract. DETE may 

make any of the following orders to: 

 Reprimand the employer and / or the apprentice or trainee. 

 Impose a fine. 

Examples of misconduct relating specifically where the apprentice or trainee does not: 

 Carry out a reasonable and lawful instruction given by their employer, their employer’s 

agent, Redmako, or DETE. 

 Attend work and do their job. 

 Work towards achieving the qualification or Statement of Attainment stated in the Training 

Contract. 

 Participate in training and assessment required under the Training Plan. 

 Keep the Training Record as required. 

 Produce the Training Record for inspection when requested by another party to the Training 

Contract. 
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Examples of misconduct relating specifically where the employer: 

 Fails to carry out reasonable and lawful instruction that is consistent with the party’s 

obligations under the Training Contract given by DETE. 

 Does not update the Training Record as required. 

 Fails to provide the apprentice or trainee with the facilities, range of work, supervision and 

training as required under the Training Plan. 

 Directly or indirectly obstructs or discourages the apprentice or trainee from participating in 

training required under the Training Plan. 

 Failing to advise DETE of notifiable events affecting the Training Contract that include: 

o Sale or disposition of the business and / or partnership. 

o If the employer is a partnership and the partnership is dissolved. 

o Deciding the apprentice or trainee is unlikely to meet the requirements of the 

Training Plan within the nominal term of the Training Contract. 

o Employment of the apprentice or trainee has ceased. 

Workplace Health and Safety 
Workplace safety is a serious matter. Every person associated with a workplace in any way, has an 

obligation to ensure their own workplace health and safety and the workplace health and safety of 

others, regardless of their role within the workplace. 

Employers have an obligation to ensure the health and safety of apprentices and trainees in the 

workplace. The overall objective of the Work Health and Safety Act 2011 is to prevent death, injury 

or illness in the workplace and workplace activities. Apprentices and trainees are considered to be 

workers under this Act. 

Under the Act employers are obligated to provide apprentices and trainees with an induction to the 

workplace (including hazard identification and risk prevention), training, and ongoing supervision. 

Other responsibilities include: 

 Providing personal protective equipment, including instructions on how to properly use and 

wear the equipment. 

 Controlling the risk of injury and disease from workplace machinery and equipment and 

workplace noise. 

 Reducing the risk of injury and disease from the workplace environment. 

 Preventing and minimising the risk of exposure to hazardous substances and manual 

handling injuries. 

Employers should also be aware of other workplace health and safety legislation that specifically 

relates to the Hospitality Industry. 

Apprentices and trainees have a responsibility to: 

 Comply with instructions given for workplace health and safety by the employer. 

 Comply with correct use of personal protective equipment that is provided by the employer. 

 Not wilfully or recklessly interfere with, or misuse anything provided for workplace health 

and safety. 

 Not wilfully place at risk the workplace health and safety of any other person or themselves. 
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Amendments 
During the term of an apprenticeship or traineeship, there is often the need for the employer or the 

apprentice or trainee to make changes to the details of the registered Training Contract. Employers 

and apprentices or trainees have an obligation to advise DETE of any changes to the Training 

Contract.  

Changes that can be made are: 

Minor Amendment 

 The apprentice or trainee’s name. 

 The employer’s trading name. 

 Correction of a typographical error in a party’s name or address. 

 A party’s address. 

 The qualification (as a result of the original qualification being superseded). 

The person initiating the minor amendment may advise the other to the Training Contract and DETE 

either orally or in writing. 

Amendment 

 The start date of the apprenticeship or traineeship. 

 Employment mode. 

 Change of qualification to another in a different industry or training package. 

 Change of qualification level. 

 Date of birth where it impacts on legislated age restrictions. 

 Change of employer’s legal name. 

All parties to the Training Contract must apply in writing to DETE for approval of these types of 

amendments. Redmako also has to support this application if the change affects the Training Plan. 

Disability Support 
Redmako makes ‘reasonable adjustments’ by adapting their training delivery methods to ensure 

equity and full access to training by all apprentices and trainees with a disability. 

Please discuss with your Redmako Trainer for information on what support is available. 

Entitlements and Wages 
The Department of Education, Training, and Employment, Australian Apprenticeship Support 

Networks, and Redmako do not have authority over, nor are able to advise, on workplace 

Entitlements and wages. 

Please contact the Fair Work Ombudsman on 13 13 94 for information relating to Entitlements and 

wages. 

  



 

Redmako Learning Student Handbook RTO Code 40700 Version 3 Page 17 

Cancellation 
A registered Training Contract may be cancelled either when the parties mutually agree, or in certain 

circumstances, by DETE. When the parties to a Training Contract agree to cancel, a Cancellation 

Form is completed, signed, and forwarded to DETE.  

A party to the Training Contract may withdraw their consent to the agreement to cancel the Training 

Contract. This notification must be in writing and received by DETE within seven days after the 

original application was received. 

In some circumstances, parties may wish to consider a transfer or suspension of the Training 

Contract as an alternative to cancellation. 

DETE may propose to cancel a registered Training Contract if advised of the following: 

 The employer has ceased business. 

 The employer has ceased operating the business in which the apprentice or trainee was 

employed. 

 There has been a substantial changes to a party’s circumstances, affecting the party’s 

capacity to perform their obligations under the Training Contract. 

 The employer has moved the business to a place where it is impractical or unreasonable for 

the apprentice or trainee to travel. 

 The Training Contract contains false or misleading information. 

 The employer has been declared a prohibited employer. 

 The employer is failing, or has failed, to comply with their obligations. 

 The employment of the apprentice or trainee has ceased. 

 The apprentice or trainee is a school student and the school has withdrawn their support for 

the student’s participation in training. 

 The Training Contract was registered in error. 

Completions 
All apprenticeships and traineeships in Queensland are competency-based. This means that when 

the employer and apprentice or trainee are satisfied all training and assessment required under their 

Training Plan has been completed, and Redmako has issued the qualification, then the completion 

process can be commenced. School-based apprentices and trainees must also have completed the 

minimum required paid working hours. 

The employer, apprentice or trainee, and Redmako must sign a Completion Agreement, stating that 

all training and assessment required under the Training Plan has been completed by the apprentice 

or trainee. The parent or guardian’s consent on the Completion Agreement is also required, if the 

apprentice or trainee is still below 18 years of age. 

Upon receiving the Completion Agreement, DETE will issue a Completion Certificate for the 

apprenticeship or traineeship if satisfied the apprentice or trainee has completed. 

Upon deciding that the apprenticeship or traineeship has not been completed, DETE will send 

written notice to the employer, apprentice or trainee, parent or guardian (if applicable), and 

Redmako informing of the decision. 
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School-based Apprentices and Trainees 

Overview 
To commence a School-based Apprentice or Traineeship (SAT), a student must have the support of 

the employer, the school, Redmako, and their parent or guardian. 

The employer, student, and parent or guardian (if applicable and appropriate) will be required to 

sign a Training Contract agreeing to work together for the length of the apprenticeship or 

traineeship. 

There must be some impact on the student’s school timetable for the apprenticeship or traineeship 

to be considered School-based. 

Paid Employment Requirements 
All School-based apprentices or trainees are paid for time spent working with their employer. The 

employer should contact the Fair Work Ombudsman to discuss industrial relations provisions 

applicable to the employer and determine the following matters: 

 Whether or not the apprentice or trainee will be paid for time spent undertaking training 

delivered by Redmako. 

 Leave entitlements. 

Periods of paid employment must never fall below the minimum of 375 hours (50 days) per 12 

month period from the commencement of the School-based Training Contract. 

School-based trainees must not complete in less than 12 months unless they have completed the 

minimum 375 hours (50 days) paid work requirement. The Department of Education, Training, and 

Employment (DETE) may randomly audit completing School-based traineeships and request 

evidence from the employer to confirm the minimum of paid employment was worked. 

Leaving School 
If a SAT has not completed prior to leaving school, it must be converted to full-time or part-time 

arrangements. 

DETE will convert SAT’s to full-time arrangements the day after their Year 12 school ends. However, 

for SAT’s who leave school before the end of Year 12, the employer, apprentice or trainee, and 

parent or guardian must notify DETE in writing to convert the Training Contract to full-time or part-

time. 

Limit to off-the-job Training – Apprentices Only 
There is a limit to the amount of off-the-job training that School-based apprentices may complete 

whilst at school, dependent on the nominal term of the apprenticeship: 

 Four year nominal term – a maximum of 33.3% of the competencies. 

 Three year nominal term – a maximum of 40% of the competencies. 

 Two year nominal term – a maximum of 50% of the competencies. 

In exceptional circumstances, and only with prior approval of DETE, it may be possible to exceed the 

above off-the-job training limits. 
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Training Delivery 

Tutor 
In addition to the Redmako Trainer, all Redmako apprentices or trainees have access to a Tutor 

whom are available via phone or email at any time during the learning journey. Contact details for 

the Tutor will be provided by the Redmako Trainer at Session 1. 

To be successful in completing the apprenticeship or traineeship, it is essential that the learner is 

proactive with their learning and to utilise the support services provided by Redmako. 

Onsite 
For Onsite Delivery the Trainer supports the apprentice or trainee within the workplace by providing 

training, coaching, demonstration, guidance, and mentoring through the Unit of Competency and 

also explains the assessment requirements thoroughly.  

Workplace supervisors also provide training and workplace tasks that will develop the apprentice or 

trainee’s skills pertaining to the relevant Unit of Competency being undertaken. 

Online 
The online component may include the learning guide and theory questions as part of the 

assessment. 

Units of Competency are allocated via the online portal applicable to the apprenticeship or 

traineeship undertaken and it is expected that apprentices and trainees will read through their 

Learner Guide and attempt the quizzes prior to the relevant Session to be delivered by the Redmako 

Trainer. 

Classroom 
Classroom Delivery removes the apprentice or trainee from routine work duties to undertake 

training in a classroom environment. This can take place at Redmako’s campus or another training 

venue.  

Apprentices or trainees will be provided the location and times of the classroom delivery as they are 

scheduled with the consent of the apprentice or trainee and employer. 

Assessment 

Overview 
Assessment by Redmako will primarily involve three different forms, but may include other 

requirements depending upon the apprenticeship or traineeship undertaken. 

 Online Theory Questions – primarily assesses the underpinning knowledge required to be 

deemed competent. 

 Observation / Demonstration – which can include further questioning and projects which 

assesses the ability to competently undertake the unit of competency in the workplace as 

viewed by the Redmako Trainer. 

 Supervisor Report – is a confirmation from the employer that the apprentice or trainee can 

competently undertake the unit of competency in the workplace and has been observed by 

the employer. Supervisor confirmations may also include logs which are required to prove 

the apprentice or trainee has undertaken the unit of competency over a period of time and / 

or completed a number of different items required. 
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Credit Transfers 
Where a person has previously completed equivalent competencies or learning outcomes in the 

same field as their apprenticeship or traineeship, the person may apply for credit towards 

competencies in their current apprenticeship or traineeship. 

Documentation in the form of a Statement of Attainment or Certificate will be required by Redmako 

when developing the Training Plan for assessment. 

Recognition of Prior Learning (RPL) 

Recognition of Prior Learning (RPL) is the process of recognising that you may be competent in an 

area of study or subject, regardless of how, when or where your learning occurred. 

You may have learned through previous experience; you may have learned through a manager 

teaching you on the job; you may have learned through doing previous study (that maybe wasn’t 

accredited, such as a series of short courses, or by doing an equivalent course overseas that isn’t 

recognised in Australia); or you may have learned from a combination of the above. The fact is, you 

already have acquired the knowledge and skills (it doesn’t matter how), and, if you satisfy the 

criteria, can provide evidence and can demonstrate competence, you should be able to receive RPL. 

RPL can enable you to gain Statement of Attainments for individual units, or you can RPL an entire 

qualification. The reason why this is such an important aspect of our Vocational Education and 

Training (VET) system, is that we need to acknowledge that learning occurs through so many diverse 

pathways. You can gain competency in a single unit or for an entire qualification through a number 

of ways, such as formal or informal learning or training, work experience, or general life experience. 

Thus you do not have to complete a formal study program of a unit in order to be deemed 

competent. 

In order to be granted RPL for a unit, subject or qualification, you must be assessed by an assessor 

through a formal process of assessment that demonstrates that you are in fact competent in all 

required areas, including skills, knowledge and outcomes. It is important to note, that the onus to 

provide evidence of competence is on you. That is, it is your responsibility to demonstrate that you 

have the required knowledge and skills required to be deemed competent in a particular subject or 

qualification. 

If you are deemed competent, then you may be granted RPL for the unit or qualification (meaning 

you will be awarded the formal Statement of Attainment (for a unit) or the formal qualification. 

If you are deemed not-yet competent, then you will either need to complete the full unit again, or 

just undertake further study in the area of non-competence. Once assessed as fully competent, you 

will be awarded the Statement of Attainment or Qualification.  
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Funding options 

User Choice 

Overview 
The User Choice Program provides a public funding contribution towards the cost of training and 

assessment services for eligible Queensland apprentices and trainees. 

The program provides flexibility for apprentices, trainees and their employers to select a preferred 

Registered Training Organisation (RTO) from a list of Pre-qualified suppliers for the delivery of 

nationally recognised, accredited training to meet their specific needs. 

Under the User Choice Program, it is specified that each qualification is subsidised by a percentage 

based on the Priority with a contribution made by the employer and / or trainee. 

It is essential that you understand the eligibility requirements, your obligations and responsibilities 

to access a Government subsidised training place through the User Choice program please read the 

information contained in the following link: 

User Choice - https://training.qld.gov.au/training/incentives/userchoice 

Priorities 
Each qualification has a priority ranking. The priority will determine the level of public funds 

contributed to training regardless of whether the qualification is an apprenticeship or traineeship. 

The funding priorities are: 

 Priority One qualifications are those which lead to occupations deemed to be critical 

priorities in Queensland and are 100% subsidised. 

 Priority Two qualifications are those which lead to occupations not deemed critical in 

Queensland but are considered high priority. These qualifications are 75% subsidised. 

 Priority Three qualifications are those which lead to occupations not deemed critical in 

Queensland but are considered medium priority. These qualifications are 50% subsidised. 

Priority Population Groups 
Under the User Choice program the government identifies Priority Population Groups (PPG’s). These 

groups include individuals of Aboriginal or Torres Strait Islander origin, individuals from a non-

English speaking background, and individuals with a disability, impairment, or long-term condition. 

Individuals identified as belonging to a PPG undertaking a Priority Two or Three qualification will 

receive 100% of the government contribution. 

Multiple Contributions 
Apprentices and trainees can only receive one government contribution for a User Choice funded 

qualification at any single point in time. For example, a student cannot be funded to undertake two 

traineeships at the same time. 

In addition, individuals can only receive a maximum of two government funding contributions under 

the current User Choice program for an apprenticeship or traineeship, including a School-based 

apprenticeship or traineeship. A second qualification will only be funded if it has a higher priority 

ranking than the first qualification that has been completed. 

There are other rules relating to funding for School-based apprenticeships or traineeships. Students 

and their parents / guardians should discuss their intentions with their school’s Industry Liaison 

https://training.qld.gov.au/training/incentives/userchoice
https://training.qld.gov.au/training/incentives/userchoice
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Officer (ILO) or their local Australian Apprenticeship Support Network prior to signing up as a School-

based apprentice or trainee. 

Existing Workers 
Existing Workers are eligible for User Choice Funding only when undertaking Priority One 

qualifications irrespective of whether they belong to a Priority Population Group. 

Workers are considered as Existing after they have been employed for more than three months full-

time or twelve months part-time. 

Employer and Student Contributions 
Employers may also be required to contribute towards the cost of training. Any charges must be 

negotiated and disclosed prior to enrolment. Redmako Learning’s fees can be viewed at: 

http://www.redmako.com.au/policies 

In most cases students are required to pay a contribution fee. However, in some cases the fee can be 

partially or fully exempt. 

Students are partially exempt if they hold a Health Care or Pensioner Card (or is a partner or 

dependant named on the card of a person who holds a card), are under the age of 17 at the end of 

February in the year of training commencement and have not completed Year 12, or a person of 

Aboriginal or Torres Strait Islander descent. Student Contribution Fees are discounted by 60% under 

this partial exemption. 

School-based apprentices or trainees are fully exempt from Student Contribution Fees whilst at 

school, but may be required to pay fees once the Training Contract has been converted to part-time 

or full-time. 

Year 12 Graduates are able to access fee-free training. Students must enrol and commence training 

with an approved training provider by the end of the calendar year following completion of Year 12. 

Assistance for Cancelled Apprentices and Trainees 
Apprentices and trainees whose training contracts are cancelled, and were receiving funding under 

the User Choice Program may be eligible to continue to receive funding. This will allow the cancelled 

apprentice or training the opportunity to attend training while looking for a new employer. 

  

http://www.redmako.com.au/policies
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Certificate III Guarantee program 

Overview 
The Certificate III Guarantee program provides eligible individuals with access to a subsidised 

training place in an Australian Qualifications Framework certificate III level qualification. 

The government’s aim is to assist working-age Queenslanders without post-school certificate III or 

higher-level qualification to complete a nationally recognised certificate III qualification that leads to: 

 either a job outcome for individuals trying to enter the labour market or their desired 

industry/career; or  

 advancement in the workplace or career progression for individuals already employed in 

their preferred industry. 

It is essential that you understand the eligibility requirements, your obligations and responsibilities 

to access a Government subsidised training place through the Certificate III Guarantee Program 

please read the information contained in the following link: 

Certificate 3 Guarantee - https://training.qld.gov.au/training/incentives/certificate3 

Eligibility 
In order to undertake training through the Certificate III Guarantee Program, prospective students 

must meet the following eligibility criteria: 

 Aged 15 years or above and no longer at school 

 Permanently reside in Queensland 

 Be an Australian citizen, Australian permanent resident (including a humanitarian entrant), a 

temporary resident with the necessary visa and work permits on the pathway to permanent 

residency, or a New Zealand citizen. 

 Not hold, or currently enrolled in, a Certificate III or higher level qualification, not including 

qualifications completed at school and foundation skills training. 

It is important to note that students can only access subsidised training under the Certificate III 

Guarantee Program once. 

Contribution 
The Department of Education, Training, and Employment require students to contribute towards 

their training under the Certificate III Guarantee Program. Redmako Learning’s fees can be viewed 

at:  

http://www.redmako.com.au/policies 

Year 12 Graduates are able to access fee-free training. Students must enrol and commence training 

with an approved training provider by the end of the calendar year following completion of Year 12. 

Higher Level Skills program 

Overview 
The Higher Level Skills program provides eligible individuals with access to a subsidised training place 

in selected Australian Qualifications Framework certificate IV level and above qualifications or 

priority skill sets. 

The principal aim is to help individuals gain the higher-level skills required to secure employment or 

career advancement in a priority industry or transition to university to continue their studies. The 

https://training.qld.gov.au/training/incentives/certificate3
https://training.qld.gov.au/training/incentives/certificate3
http://www.redmako.com.au/policies
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Higher Level Skills program also provides eligible employers or industry with the capacity to address 

current workforce development needs that are adversely impacting on productivity, where 

individual employees meet the program’s eligibility requirements. 

While it is primarily industry’s role to train its workforce, there is a role for government to invest in 

training that meets emerging industry needs if it will benefit Queensland’s economy and support 

industry to boost productivity.  

It is essential that you understand the eligibility requirements, your obligations and responsibilities 

to access a Government subsidised training place through the Higher Level Skills Program please 

read the information contained in the following link: 

Higher Level Skills - https://training.qld.gov.au/training/incentives/highskills 

Eligibility 
In order to undertake a qualification through the Higher Level Skills program, prospective students 

must meet the following eligibility criteria: 

 Aged 15 years or above and no longer at school 

 Permanently reside in Queensland 

 Be an Australian citizen, Australian permanent resident (including a humanitarian entrant), a 

temporary resident with the necessary visa and work permits on the pathway to permanent 

residency, or a New Zealand citizen. 

 Not hold, and not be enrolled in, a Certificate IV or higher level qualification, not including 

qualifications completed at school and foundation skills training. 

In addition to the standard eligibility requirements, specific restrictions or exemptions may apply to 

participation in certain subsidised qualifications. Any additional eligibility requirements will be based 

on industry advice or requirements under the relevant national training package. Please check with 

Redmako for any further eligibility requirements. 

It is important to note that students can only access subsidised training under the Higher Level Skills 

program once. 

Contribution 
The Department of Education, Training, and Employment require students to make a contribution 

towards their training under the Certificate III Guarantee Program. Redmako Learning’s fees can be 

viewed at: 

http://www.redmako.com.au/policies 

Year 12 Graduates are able to access fee-free training. Students must enrol and commence training 

with an approved training provider by the end of the calendar year following completion of Year 12. 

Australian Apprenticeships Incentives Program 

Overview 
The Australian Apprenticeships Incentives Program provides a number of incentives to assist 

employers who take on an Australian Apprentice or Trainee. This Program can run in conjunction 

with the User Choice Program. 

Eligibility for incentives under this program may be affected by the duration of the employment 

relationship between the employer and student.  

https://training.qld.gov.au/training/incentives/highskills
https://training.qld.gov.au/training/incentives/highskills
http://www.redmako.com.au/policies
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For further information on Australian Incentives, please discuss with your helpful Redmako 

Customer Service Representative or Australian Apprenticeship Support Network. 

Travel and Accommodation Assistance 
The Department of Education, Training, and Employment provides assistance to apprentices and 

trainees who are required to travel to and from their usual place of residence to attend training with 

the nearest training organisation available to deliver the qualification. 

Travel and Accommodation Assistance can be used by apprentices and trainees when attending off-

the-job training with Redmako. To be eligible, the distance travelled must be more than 100 

kilometres return and the claim must be submitted within 6 months of the completion of the 

training period. This subsidy is not available to School-based Apprentices or Trainees. 

Other Funding Initiatives 
State and Federal Governments may release different funding initiatives which can be discussed with 

your helpful Redmako Customer Service Representative. 

Refund 

Policy 
The following policy and procedure outlines the requirements and process for the payment of fees 

and the management of refunds. This policy and procedure has been designed to ensure that 

consumer’s rights are protected at all times through transparent and robust financial management 

processes. The Fees and Refund Policy and Procedure applies to all staff, consumers and products 

listed on Redmako Learning’s scope of registration.  

Clients are encouraged to contact Redmako Learn Pty Ltd if the have issues or concerns prior to 

requesting a refund.  

Refunds are calculated according to the type of enrolment / invoice which will be one of the 

following:  

1. Short Courses  
2. Fee for Service Qualifications  
3. Government Funded Qualifications  

 

ABBREVIATIONS / DEFINITIONS 
 

Accountable Officer    Chief Financial Officer  

Consumers  Students, employers, clients who are engaging the services 

of Redmako Learning to complete a program or 

qualification.  

Commercial courses  Where a students pay a fee determined by the training 

organisation for a qualification or course.  

Government Subsidised Program  A program which is subsidised by the Department of 

Education and Communities.  
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Payment Plan  A structured repayment program RTO Registered Training 

Organisation 

POLICY 
Determination of fees and charges 

Redmako Learning charges consumers in accordance with comparable market prices fees for all 

courses on their scope of registration. Commercial course fees are determined based on the 

programs duration, delivery method, resource requirements and commercial viability. Where 

students receive a credit transfer they are not charged for the already completed unit. The Chief 

Financial Officer is responsible for determining all fees and charges, which are reviewed annually. 

Course fees are inclusive of tuition, learning resources, administration and enrolment processing 

fees. 

Marketing and Advertising  

Fees are advertised on Redmako Learning’s website and are listed in all marketing material. 

Marketing and advertising quality assurance mechanisms and internal audit processes ensure all fees 

and charges are transparent and consumers are able to make an informed decision without risk of 

hidden fees and charges. Where additional charges are required these are listed in the student 

handbook and on the organisations website. 

Payment of fees 

Students are provided with detailed fees, charges and refund information prior to their enrolment 

and are asked to sign a declaration stating that they have been provided with sufficient information 

in which to make an informed enrolment decision. Students are issued with a Confirmation of 

Enrolment, Tax Invoice on application / enrolment. Fees can be paid in full prior to the 

commencement of training where the total amount invoiced to an individual does not exceed 

$1,500.00. If the total fees exceed $1,500.00, the remainder of fees are paid during the course and 

the student is required to pay the amounts as per their repayment plan. 

If student fees are paid by an employer a payment term and plan is negotiated over the duration of 

the course as outlined in the Training proposal / agreement. The fee amount is paid in accordance 

with the fee schedule prior to course commencement. Fees paid are documented in the student 

management system and in the financial accounts where monthly reconciliation occurs. Any type of 

leave or deferral after the commencement of the course does not affect any tuition fee obligations, 

including but not limited to the timing and amount of payments in the fee schedule. 

Fee Protection Strategy  

Redmako Learning, in accordance with the Standards for Registered Training Organisations 2015 

does not accept payment of more than $1,500.00 from each individual student prior to the 

commencement of their course (no matter how these fees are collected). In cases where fees are 

greater than $1,500.00 students are placed on a deferred payment plan over the term of their 

enrolment. At no point in time are individual students invoiced an amount greater than $1,500.00. 

To ensure consumers rights and fees are protected a statistically relevant and random sample size is 

audited by the Compliance Manager quarterly. Redmako Learning guarantees to honour its 

commitment of all fees outlined in marketing material and to provide high quality education services 

to it students once the student has paid and commenced training and assessment. 

 



 

Redmako Learning Student Handbook RTO Code 40700 Version 3 Page 27 

 

Payment Terms 

Payment terms are agreed upon prior to course commencement and are outlined in the students 

Tax Invoice. The Tax invoice identifies the fees to be paid and the dates where payments are 

scheduled. Students are required to pay all fees on tax invoices issued in accordance with their 

Deferred Payment Plan Direct Debit Authority. Failure to pay scheduled fees may lead to a 

discontinuation of training or the delay in the issuance of an award until the outstanding fees have 

been paid. Redmako Learning uses the assistance of debt collection agencies to retrieve outstanding 

fees greater than 90 days. Where training discontinuation or a delay in the issuing of an award is 

likely students will be informed of their rights and responsibilities. Redmako Learning retains all 

evidence of fees collected and all attempts to recover outstanding fees in the students file and in the 

student management system. 

Refunding of Fees 

A full refund will be provided under the following circumstances;  

 Where an overpayment of a fee has occurred.  

 The course has been postponed or cancelled. 

Short Courses  

Cancellations are accepted up to 5 working days prior to the course without incurring any fees. If less 

than 5 days’ notice is given, the full fee is payable; however a substitute person may attend. If more 

than 5 working days’ notice is given the client will be given the opportunity to reschedule to a future 

course. 

Fee for Service Qualifications 

Students enrolled in Fee for Service qualifications will be invoiced as agreed at time of enrolment. If 

the student cancels within 30 days of enrolment, all fees will be refunded provided no training has 

commenced and all materials are returned in ‘as new’ condition. Material returned in ‘used’ 

condition will have replacement costs deducted from the refund amount. If training or assessment 

has commenced, the balance will be available for refund on a pro-rata basis, calculated from the 

date that formal notification was received. Refunds will be calculated based upon the units complete 

and / or commenced. Refund Calculations: Qualification Cost divided by number of units of 

competency within qualification = X. Number of units of competency which have not been 

commenced multiplied by X = Y. Number of units of competency which have been commenced, but 

have not been deemed Competent multiplied by (X divided by 2) = Z. Refund Amount = Y + Z. 

Contribution Refunds  

Redmako Learning provides for refunds to clients for Contributions charged for units of competency 

that have not been completed at the time of cancellation of enrolment. Redmako Learning provides 

for:  

 100% refunds to clients for contributions charged for units of competency where training 
delivery has not commenced at the time of cancellation of enrolment.  

 50% refunds to clients for contributions charged for units of competency where training 
delivery has commenced at the time of cancellation of enrolment.  
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Where clients have booked for additional training at Redmako Learning, which is in addition to the 

students’ Training Plan, clients will be invoiced for the additional training for an agreed fee. The 

above Short Course Refund policy applies for this amount.  

Any training courseware provided must be returned in good condition prior to any refund monies 

being paid. Refer to Methods of Claiming a Refund and the Fees and Charges Policy for further 

details. 

Employer Contribution  

Employer Contribution refunds are calculated as per the Fee for Service Qualifications Section. 

Requesting a Refund 

Students are asked to complete a Request for Refund form which can be obtained by emailing: 

Attention: Compliance Manager 

Email: admin@redmako.com.au 

Claims for refunds must be made by the payer of the fees in writing and supported with proof of 

payment. Claimants must specify how they want to receive their refund. Refunds may be taken in 

the form of a credit note which may be applied to further training, or deposited into a nominated 

bank account. Students will be notified in writing of the outcome of their application within 14 

working days of their application receipt. For those students granted a refund money will be 

transferred into the nominated bank account within 30 calendar days. Outcomes of refund requests 

are documented in the student management system and in the relevant accounting database. 

Deferment of Enrolment Start Date 

Deferment of enrolment may be granted on the request of the student for a period of 12 months 

(from the date of deferment). Refunds are not granted unless extenuating circumstances exist. 

Students can write a letter or email Redmako Learning to request a deferment of their enrolment. 

Redmako Learning will notify the student in writing of the outcome of their deferment application 

within 3 days of its initial receipt. All related correspondence will be stored in the organisations 

student management system. 

Complaints and appeals  

Consumers can lodge a complaint by writing an email or a letter outlining the type and the cause of 

their grievance to;  

Attention: Compliance Manager  

Email: katie.w@redmako.com.au 

Tel: (07) 3339 1408   

Monitoring  

Financial audits review the refund process ensuring records are transparent and adequately reflect 

the refunds given  

 

tel:(07)
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Complaints and Appeals 

Policy 
The Redmako Learning Complaints and Appeals Policy and Procedure provides a consistent, fair and 

equitable framework for resolving student academic or non-academic grievances, complaints and 

appeals. It outlines the procedure to follow and the phases involved to enable a grievance, 

complaint or an appeal to be managed in an appropriate and timely manner. It also reflects the 

expectations and responsibilities of Redmako staff and its students. 

Redmako Learning is committed to providing a high quality education and training service for all 

students. In the context of continuous quality improvement, students may raise grievances, 

complaints and appeals that need to be respectfully managed. This policy provides for the effective 

and efficient management of student academic and non-academic grievances, complaints and 

appeals. 

This policy and its procedure apply to all students including potential students enrolled or seeking to 

enrol in a course of study with Redmako Learning Pty Ltd. It also applies to all students enrolled or 

seeking to enrol in Redmako Learning courses with Redmako Learning Partner Organisations. All of 

the above from here-on referred to as ‘Redmako Learning’. The policy applies to grievances, 

complaints and appeals arising between parties including student-to-student, student-to-staff 

member. 

This policy is to ensure that those involved in the Complaints and Appeals process do so in an efficient 

and legally compliant manner. Redmako Learning values both positive and negative feedback it 

receives from students. It considers this feedback as an integral part of continuous quality 

improvement and as an opportunity to improve the efficiency and effectiveness of the organisation. 

The Redmako Learning Student Complaints and Appeals Policy is designed to be compliant with 

relevant legal, regulatory or government policy requirements or guidelines including:  

 Higher Education Support Act 2003 

 Standards for Registered Training Organisations (RTOs) 2015; 

 Privacy Act 1988 and the Australian Privacy Principles. 

 

ABBREVIATIONS / DEFINITIONS 

 

In the context of this policy the following applies:  

Appeal - if a student is dissatisfied with a decision made by Redmako Learning, he/she has twenty-

eight days from the date stated in the written notification in which to lodge an appeal to have the 

case reviewed.  

Appropriate Confidentiality - refers to situations when a Senior Officer of Redmako Learning may 

disclose to another relevant person only as much information as is necessary for the explicit 

purposes of clarification or assistance to enable the grievances or complaints process to be 

facilitated.  

Complaint - means a statement or expression that something is unsatisfactory or unacceptable. A 

formal complaint takes place if a grievance cannot be resolved informally (for example, the affected 

parties discussing the matter), and is written down for official processing 
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Grievance - Academic is a concern about academic matters, academic situation or academic process 

provided by Redmako Learning in which the student brings to the attention of Redmako Learning in 

an informal way, that is, it is spoken about, not written. Examples include, but are not limited to 

matters related to: 

 academic progress decisions;  

 application for credit transfer or recognition of prior learning (RPL);  

 assessment issues;  

 content or structure of education and training programs or quality of training;  

 issues related to authorship or intellectual property.  
 

Grievance - Non-Academic is a concern about non-academic matters, perceived discrimination, a 

situation, a process, a person or people, which the student brings to the attention of the Redmako 

Learning in an informal way, that is, it is spoken about, not written down. Examples include, but are 

not limited to matters related to:  

 provision of student support services such as those associated with the application and 
enrolment 

 process, and amenities;  

 suspension or cancellation of enrolment for non academic matters;  

 use or misuse of personal information that the provider holds in relation to the student;  

 grievances about financial matters, fines and payments;  

 C3G, PQS, User Choice and other fee-for-service arrangements;  

 perceived discrimination;  

 unfairness and injustice;  

 bullying;  

 sexual harassment; and  

 other forms of harassment.  
 

Partner Organisations – any organisation that provides services on behalf of Redmako Learning Pty 

Ltd, including training, assessment, related educational and support services, and/or any activities 

related to the recruitment of prospective domestic students. As the Registered Training 

Organisation, Redmako Learning Pty Ltd is responsible for ensuring all such services provided are in 

accordance with statutory obligations.  

Responsible Officer - means the staff member or delegate with responsibility for handling the 

grievance, complaint or appeal on behalf of Redmako Learning; or the CEO of a Partner Organisation, 

working in conjunction with the CEO of Redmako Learning. A Responsible Officer must not review a 

decision they were involved in making and must occupy a position that is senior to that occupied by 

any person involved in making the original decision.  

Student - refers to a person enrolled or seeking to enrol in any course or unit of study at Redmako 

Learning or at a partner organisation licensed to delivery Redmako Learning courses on behalf of 

Redmako Learning. Redmako Learning is unlikely to consider a grievance, complaint or appeal from a 

former student whose enrolment ceased six (6) months or more prior to the time of lodging the 

complaint.  

Support Person - refers to a person who is not directly involved in the grievance or complaint such 

as a friend, counsellor or family member. A support person should not be a legal representative. 
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POLICY PROVISIONS AND PROCEDURES 
Redmako Learning believes that a student, who has a complaint or appeal, has the right to raise the 

complaint or appeal and expect that every effort will be made to resolve it in accordance with this 

policy, without prejudice or fear of reprisal or victimisation.  

The student has the right to present the complaint or appeal formally as well as in writing. 

Redmako Learning will manage all complaints and appeals fairly, equitably and efficiently as possible. 

Redmako Learning will encourage the parties to approach the complaint or appeal with an open mind 

and to resolve problems through discussion and conciliation. Where a complaint or appeal cannot be 

resolved through discussion and conciliation, Redmako Learning acknowledges the need for an 

appropriate external and independent person to mediate between the parties. The parties will be 

given the opportunity to formally present their case to the independent person.   

Confidentiality will be maintained throughout the process of making and resolving complaints. 

Redmako Learning Pty Ltd seeks to protect the rights and privacy of all involved and to facilitate the 

return to a comfortable and productive learning environment. 

A copy of this Policy is available to all students and staff via Redmako Learning Office and is available 

online and in the Student Handbook. The information will also contain details of external authorities 

that they may approach. 

General Information Redmako Learning’s Student Complaints and Appeals Policy and Procedure is 

underpinned by a set of principles that apply to all grievances and complaints managed by Redmako 

Learning, either informally or formally. 

There are four (4) phases in the Redmako Student Complaints and Appeals Policy & Procedure:  

Phase 1: Informal Discussion  

Phase 2: Formal Complaint  

Phase 3: Internal Appeal  

Phase 4: External Review.  

All students or potential students can access each of the four phases of the Redmako Learning Student 

Complaints and Appeals Policy at any time. However, it is strongly recommended that each Phase of 

the policy is completed before escalating to the next Phase.  

Phase 1: Informal Discussion  

Overview:  

a. The student is encouraged to raise the grievance directly with person/s involved. For example, if 

the grievance is about fees, the concern should be discussed in the first instance with Administration. 

A grievance about an assessment task should be discussed in the first instance with the unit Trainer.  

b. An informal discussion should take place directly between the relevant person(s) as soon as 

possible. The student may choose to be accompanied or assisted by a Support Person during the 

informal discussion phase.  

c. If the student has attempted to resolve the issue directly with the relevant person(s) and is not 

satisfied with the outcome or does not wish to directly approach the person(s) concerned, the student 

should discuss the grievance with the delegated Responsible Officer as soon as possible.  
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d. The Responsible Officer will consider the issue and may suggest a course of action to resolve the 

issue, or attempt to mediate between the student and the person(s) concerned.  

e. The student and other person(s) directly involved will be advised in writing of the outcome within 

ten (10) working days from the time the grievance was raised with the Responsible Officer.  

f. A record of the discussion and its outcome will be placed on the central Redmako Learning 

Complaints Register by the Responsible Officer.  

g. If the student is not satisfied with the outcome, the student can escalate their grievance to Phase 2 

under this policy  

Phase 2: Formal Complaint  

In the second phase, the informal discussion (i.e. Phase 1) escalates to a formal process. The Complaint 

involves the student lodging a written complaint. The Complaint will be investigated by the 

Responsible Officer.  

Overview:  

a. The student completes a Complaint Form, (available from Student Services) or submits a letter to 

the Responsible Officer at the College where the student is studying or applying to enrol.  

b. The student receives written acknowledgment of the Complaint within ten (10) working days of the 

Complaint lodgement.  

c. The Responsible Officer investigates the Complaint and seeks to resolve it within twenty (20) 

working days of it being received by the Responsible Officer.  

d. The student receives written notification of the outcome of the investigation within five (5) working 

days of finalising the investigation of the Complaint.  

e. If the student is not satisfied with the outcome, the student can escalate the complaint to Phase 3 

under this policy.  

To proceed to Phase 2, the student MUST provide the following information in writing:  

 details of the Complaint;  

 supporting information that the student wishes to have considered;  

 an explanation of the steps already taken to try to resolve the issue informally and why the responses 

received are not considered satisfactory; and  

 what the student thinks needs to be done to address his/her concerns.  

As part of investigation process, the Responsible Officer will discuss the issues with the person(s) 

concerned, and if required, may discuss it with relevant staff observing the principle of Appropriate 

Confidentiality. A meeting with the student may be arranged to enable the student to formally present 

their Complaint in front of an independent person or mediator. The student may be accompanied or 

assisted by a Support Person at any such meeting.  

If the Responsible Officer considers that the Complaint should be upheld, then relevant staff will be 

notified immediately to implement the actions required to resolve the Complaint. The student will be 

provided with a written report of the steps taken to address the Complaint within twenty-five (25) 

working days of the commencement of the complaint process.  
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If the Complaint is not upheld, then the student will be given a written report on the reasons for the 

decision. The student will also be advised of his/her right to access the Internal Appeals Process if not 

satisfied with the outcome of the formal Complaint and lodge this within twenty-eight (28) working 

days of the Phase 2 decision.  

The Responsible Officer will file a written record of the Complaint and its outcome in the central 

Redmako Learning Complaints Register.  

Phase 3: Internal Appeal  

General Complaints  

If the student is not satisfied with the outcome from Phase 2, the student can escalate the complaint 

to Phase 3 under this policy. This phase is referred to as an Internal Appeal and it will be investigated 

through a formal process at no cost to the student.  

Overview:  

a. The student submits a written request for an internal appeal to the Responsible Officer within 28 

days of receipt of the written report from Phase 2;  

b. The Responsible Officer may:  

 make a determination based on the information already provided;  

 decide that there are insufficient grounds to take any further action, thus concluding the 
consideration of the matter under this Internal Appeal Phase; or  

 establish an Internal Appeal Review Panel.  
c. If the decision is made to establish an Internal Appeal Review Panel, the Responsible Officer 

convenes the Panel within 10 working days of receipt of the Appeal Request Form;  

d. The Appeal Review Panel meets within 20 working days of receipt of the Appeal Request Form;  

e. The student is given at least 5 working days of notice in advance of the Internal Appeal Review Panel 

meeting;  

f. The student receives written notification within 5 working days of the Panel‘s decision;  

g. If the student is not satisfied with the outcome, the student can escalate the complaint to Phase 4 

under this policy.  

The Internal Appeal Process will consider all relevant information. The student may attend and be 

accompanied by a Support Person who may speak on the student’s behalf. If the Complaint which is 

the subject of the appeal involves other person(s), they will also be invited to present their case to the 

Panel. A written record of the meeting must be taken.  

The student will be notified in writing within five (5) working days of the decision of the Internal Appeal 

Review Panel. If the appeal is upheld, the student will be informed of the action to be taken to resolve 

the matter. Redmako Learning will immediately implement any decision and/or action required. If the 

Complaint is not upheld, the student will be given a written report including the reason/s for the 

decision, and advising the student of their right to access the External Review Process. The Responsible 

Officer will file a written record of the Complaint and its outcome in the central Redmako Learning 

Complaints Register.  
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Phase 4 - External Review  

If a student is not satisfied with the result or conduct of the formal complaint and/or internal review, 

they may apply for an external review. The external review will be formally investigated by an agent 

external to Redmako Learning such as the external regulator or there may be a recommendation to 

involve other agencies, including legal agencies. 

The student may choose to lodge a complaint to:  

Australian Skills Quality Authority (ASQA) 

Tel: 1300 701 801 

Online complaints form: https://asqanet.asqa.gov.au/Account/Login?ReturnUrl=%2F 

National Training Complaints Hotline 

 Tel: 13 38 73 

Online complaints form: https://www.education.gov.au/email-complaints  

Useful Links and Contacts 
Canvas Online 

redmako.instructure.com  

Futura Online 

http://moodle.futuraonline.com.au 

The Department of Education, Training, and Employment 

Website: www.apprenticeshipsinfo.qld.gov.au  

Apprenticeships Info Phone: 1800 210 210 

Apprenticeships Info Email: apprenticeshipsinfo@dete.qld.gov.au 

Australian Skills Quality Authority 

Website: www.asqa.gov.au 

Phone: 1300 701 801 

Fair Work Ombudsman 

Website: www.fairwork.gov.au 

Phone: 13 13 94 

Australian Apprenticeship Support Networks: 

Apprenticeship Support Australia 

Website: www.apprenticeshipsupport.com.au 

Phone: 1300 363 831 

 

MEGT 

Website: www.megt.com.au  

Phone: 13 MEGT (13 6348) 

MRAEL 

Website: www.mrael.com.au  

Phone: 1300 4 MRAEL (1300 467 235) 

https://asqanet.asqa.gov.au/Account/Login?ReturnUrl=%2F
https://www.education.gov.au/email-complaints
https://redmako.instructure.com/
http://moodle.futuraonline.com.au/
http://www.apprenticeshipsinfo.qld.gov.au/
mailto:apprenticeshipsinfo@dete.qld.gov.au
http://www.asqa.gov.au/
http://www.fairwork.gov.au/
http://www.apprenticeshipsupport.com.au/
http://www.megt.com.au/
http://www.mrael.com.au/

