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Welcome
As a community operated Registered Training Organisation (RTO) we deliver 
nationally accredited training. Our courses and classes are delivered in a relaxed 
and friendly environment.  JSW Training & Community Services Trainers & Assessors 
are experts in their fields; this ensures that you receive the best guidance, 
resources and training.

Our Mission and Values lay the foundation for the way we operate. We strive to 
achieve these by treating you with courtesy, respect and dignity and by providing 
services that meet your needs.

In this handbook we not only wish to welcome you to JSW and to bid you all the best 
for a successful qualification and training program, but to make you aware of how 
we work. How we can and will interact with you, and what we require from you to 
get the most out of your course. Whether you are attending at one of our training 
centre locations, in your own workplace or in an employers’ or agency training 
facility, your training with JSW means doing things one way – the best way.

Remember, we are here to help and support you through your learning journey and 
we welcome your feedback.

On behalf of everyone at JSW Training & Community Services, I look forward to 
hearing about your achievements and I trust you will enjoy your time with us. I wish 
you every success on your learning journey. 
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Introduction

The Student Handbook will aid you in getting 
the most out of your course with us.  There 
is a range of information covered here 
including summaries of our policies and 
procedures, and our code of conduct. 
 
Our objective is to make your studies 
enjoyable, productive and successful 
and, whilst we encourage you to refer to 
this handbook, we also encourage you 

to communicate with us if you have any 
questions, concerns or issues.

ABOUT US

Operating throughout the Peel and South 
West Regions of Western Australia, we deliver 
a growing scope of nationally registered and 
accredited training for Certificate I, Certificate 
II, Certificate III and Certificate IV level 
courses.  

This handbook contains important information about studying with JSW and we 
encourage you to read it carefully prior to commencing your course. 

Coronavirus information
SW Training & Community 
Services ( JSW) takes the 
welfare of its students, staff 
and visitors seriously.

We wish to notify all 
students in upcoming 
courses of the following 
in respect to the potential 
impact of the Coronavirus 
(COVID-19)

The Coronavirus 
is presenting an 
unprecedented situation for 
our community.

Our classes have between 
12 – 15 students at a time 
at scheduled times across 
locations. The volume 
of students attending 

our training centres and 
thus the associated risk 
is relatively small, but we 
are all potentially exposed 
to the virus through our 
daily interactions in the 
community. As a responsible 
business, we must have a 
plan to deal with the risks 
involved.

 It is possible that our 
training schedule may 
be impacted and classes 
cancelled and rescheduled 
for a later date – if this 
occurs we will notify you 
immediately

Please refer to the Australian 
Government’s Department 
of Health website for 
accurate information on 

Coronavirus https://www.
health.gov.au/health-topics/
novel-coronavirus-2019-ncov

If you have been diagnosed 
with Coronavirus, or you are 
displaying symptoms and/or 
have returned from overseas 
or from a declared hotspot/
lockdown location:

Please notify our office 
immediately on 08 9721 
5033 or email: info@jsw.org.
au

Please do not attend any 
classes or attend our 
training rooms – this will 
place others at risk

We will discuss options open 
to you to complete your 
training at another time



Nationally Recognised Training 
and Assessment

DEFINITION OF VOCATIONAL  
COMPETENCY
Vocational competency is 
defined as broad industry 
knowledge and experience 
combined with a relevant 
industry qualification. 

A person who has vocational 
competency will be familiar 
with the content of the vocation 
and will have relevant current 
experience in the industry. 
Vocational competency must 
be considered on an industry-
by-industry basis and with 
reference to any guidance 
provided in the relevant 
training package or accredited 
course.

Nationally recognised training is delivered by a RTO using 
a National Training Package in accordance with the AQF. 

All assessments undertaken in relation to any nationally 
recognised training course by JSW comply with training 
package requirements and may include observation, oral 
and written questioning, project work and both individual 
and group work tasks. 

Your JSW Trainer & Assessor will inform you about how 
and when assessments will occur for your course. In 
competency based assessment you may be deemed as 
‘satisfactory’ or ‘not satisfactory’. 

In the event that you are deemed ‘not satisfactory’, 
you will be provided a second and final attempt to be 
deemed satisfactory. 

While JSW makes every effort to ensure learners 
successfully complete their course of study, we cannot 
guarantee this or employment after their course is 
completed.

In order to deliver nationally recognised training our 
Trainers & Assessors must meet rigorous requirements 
as per the following criteria;

All our Trainers & Assessors hold the required 
Certificate IV in Training and Assessment as a minimum 
qualification; and

Must be able to demonstrate vocational competencies at 
least to the level being delivered and assessed; and  

• Be able to demonstrate how they are continuing to 
develop their Vocational Education & Training (VET) 
knowledge and skills as well as maintaining their 
industry currency.
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WHY USE AN RTO

Only RTOs can: 

• Deliver nationally recognised 
courses and accredited 
Australian Qualifications 
Framework (AQF) VET 
qualifications; and

• Apply for Australian, State 
and Territory funding to 
deliver vocational education 
and training.

Being registered with the 
Training & Accreditation Council 
(TAC) means an RTO must act 
in your best interests and meet 
the Standards for Registered 
Training Organisations (2015).
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Langauge, Literacy 
and Numeracy (LLN) 
support
JSW can provide LLN support 
to students who are engaged 
in training where required.

Reasonable 
Adjustment for 
Assessment
This is to ensure that any 
student with a disability 
(physical, learning, chronic 
medical condition or mental 
illness) is provided with access 
to participate in education, 
training and assessment.

Extensions for 
Assessment
If you are experiencing 
circumstances beyond your 
control and are unable to 
submit your assessments 
on time, you have the option 
to submit an application 
requesting for an assessment 
extension.

Support for students 
to secure work 
placement
Trainers will provide support 
in sourcing and securing host 
employers where required.

Educational Mentoring 
and Guidance
JSW provides students with 
ongoing educational support 
with a caring and experienced 
mentor/trainer who helps 
each individual student 
understand their own learning 
needs and strengths.

Career Mentoring and 
Guidance
The career experts at JSW’s  
Jobs and Skills Centre can 
support students to create 
an individualised career and/
or training plan and access 
to an online career matching 
program.

Access to computers
Every student will have access 
to a computer appropriate for 
their course.

Personal Welfare and 
Guidance
JSW can provide social support 
services directly to students.

Additional Training/
tutorials
Additional training may be 
available dependent on 
individual needs.

Educational & Support Services

The following educational & support services are available at JSW
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Unique Student  
Identifier

USI
If you are studying 
nationally recognised 
training in Australia from 
1st January 2015, you are 
required to have a Unique 
Student Identifier (USI). 

Your USI links to an online 
account that contains all 
your training records and 
results (transcript) that you 
have completed from 1st 
January 2015 onwards. 

When applying for a job 
or enrolling in further 
study, you will often need 
to provide your training 
records and results 
(transcript). One of the main 
benefits of the USI is the 
ability to provide students 
with easy access to their 
training records and results 
(transcript) throughout their 
life. 

It’s free and easy to create 
your own USI and will only 
take a few minutes of your 
time. 

Rights and Responsibilities 

Every student has the right to be 
treated fairly and equitably, and 
students also have the responsibility 
to respect the rights of one another 
and of all JSW personnel and Training 
staff. 

Students will not be placed in a position that compromises their 
personal dignity or personal safety.  Clear educational rationale 
and established procedures and protocols form the basis of all 
activities which students are required to undertake.  
Students must always remain aware that discrimination of any 
nature including sexual, religious and cultural harassment, and 
bullying of any nature and on any level or by any medium are all 
unacceptable and will not be permitted or tolerated. They are 
socially unacceptable and likely to create an offensive, intimidating 
or hostile environment, and are contrary to the educational and 
operational policies of JSW. 

Every student of JSW is to be respectful of their training 
environment, their student cohort, their Trainers & Assessors, 
people working within JSW.

JSW Trainers & Assessors and our personnel will go out of our way 
to respect, uphold and protect your rights and we expect no less 
of you in return. 



JSW Code of Conduct  
includes behaviours 
that must be avoided:

• Disrupting the learning 
of others 

• Preventing staff 
members from 
performing their duties 

• Endangering the health 
and safety of staff or 
students 

• Bullying or harassment 
of any students or 
member of staff and 
this applies to verbal, 
physical or cyber abuse 

• Engaging in any form of 
discrimination based on 
gender, race, age, sexual 
preference or religious 
belief 

• Assaulting or attempting 
to assault any person on 
JSW premises or in the 
workplace

• Displaying aggressive or 
anti-social behaviours 
including:
• Gossiping
• Teasing
• Ridiculing
• Socially isolating 

• Making unwanted 
physical or sexual 
advances 

• Attending JSW premises 
or activities whilst being 
under the influence 
of alcohol and/or 
prohibited drugs 

• Bringing drugs, alcohol 
or prohibited substances 
into JSW premises with 
the intent to use, share, 
sell or supply

• Stealing from or 
damaging any part of 
JSW property 

• Being involved in any 
criminal activity whilst on 
the premises 

• Using personal mobile 
phones or other 
electronic devices 
during class time unless 
otherwise negotiated 
with JSW staff.  

• Using Facebook or other 
forms of social media 
during class time, or 
accessing inappropriate 
images or pornography 
while on JSW premises 

• Smoking at in any JSW  
vehicles

Code of Conduct

A Code of Conduct is an agreement to behave in a certain way to 
ensure the comfort and safety of all clients and JSW Staff while on 
or participating in JSW premises, program and services.



Students will undergo an orientation on their first day of attendance. 
Students studying via classroom or a traineeship method of delivery will participate in an 
induction either face to face or electronically. The orientation session is designed to give you 
important information that will help familiarise you with JSW, our support services and your 
course, along with: 

  understanding the information contained in the Student Handbook, including your 
rights as a student;

  ensuring you are familiar with the facilities, classes and resources;

  meeting your Trainer & Assessor and additional support staff;

  understanding your course timetable, class requirements and attendance;

 understanding your course payment options and requirements; 

  providing you with course resource materials;

  understanding your overall course assessment requirements;

  providing you with assessment requirements and due dates;

  work experience / work placement (if applicable) and associated assessment 
requirements; and

  providing you with essential evacuation and emergency plan procedures.

Traineeships

  ensuring you are familiar with the facilities, classes and resources;

  outline of traineeship requirements; 

  emergency procedures; and

  knowing where to access more information, as required.  

Student Orientation

TRAINING ROOM 
BEHAVIOUR
Any conduct or behaviour 
which causes a disturbance, 
affront or offence by any 
student/course participant 
may result in that person(s) 
being removed from the 
training room by an autho-
rised representative of JSW 
or the Trainer & Assessor.

ATTENDANCE
JSW expects students to attend all scheduled training sessions or visits. 
Non-attendance will impact on your ability to complete assessments 
and/or the course successfully. Student attendance is recorded and 
monitored for all courses. Students are obliged to notify their Trainer & 
Assessor if they know that they are going to be absent from any ses-
sion or visit, or to call JSW to advise administration staff. 

In the unlikely event that JSW is compelled to postpone a course/train-
ing session then our administration staff will contact the students/
course participants/clients as soon as practicable, either by phone or 
text message or by email, to advise of any change.
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Census Date 
Withdrawals & Refunds

Census Date
Each unit of competency that you study has its own census date, this date is determined as 20% 
of your unit of competency delivery.  It is important to know your census date as it is the deadline 
to withdraw from your enrolment and obtain a refund.
Your census date for each unit of competency is located on your Statement of Fees.

Withdrawal
If you choose to withdraw you must withdraw officially using the enrolment adjustment form 
available from our website or this form can be requested from your Trainer & Assessor or 
administrative staff. It is a student’s responsibility to check if fees are owed.
Note: If students do not officially withdraw, within the limits as previously explained, they will still 
be liable for full payment of any outstanding fees.

Students who withdraw while on a fee Payment Plan Agreement (Instalment Plan) 
A student on an instalment plan will only be entitled to a refund if the total owed by the student 
is less than the refund due.  In situations where a student owes more than the refund due, a new 
fee Payment Plan Agreement will be issued and their outstanding debt amended.

Refunds
The amount of fees (including course fee, resource fee and incidental fees) which may be 
applicable for services, and the payment terms where applicable, have been already provided to 
you. Please do not hesitate to speak with our administrative staff should you have any questions 
or concerns prior to the commencement of your course. 
JSW reserves the right to cancel or postpone a course prior to its scheduled commencement 
date, if required. All course fees are to be refunded in full if the RTO is unable to commence 
the course as agreed due to unforeseen circumstances. Pre-paid fees may be transferred to an 
alternative enrolment where the student agrees.

Impact of course classification changes
Where a student has paid for units in a course that has been reclassified and the units will 
commence on or after the reclassification date, the student is entitled to a refund if the amount 
of fees paid exceeds the course fees applicable following  the reclassification. The refund will be 
calculated as the difference between the amount paid and the new applicable course fees.
Where the amount of fees paid is less than the course fees applicable following the 
reclassification, the student is required to pay the difference between the amount paid and the 
new applicable course fees.

Appeal information
JSW acknowledges that students have the right to appeal an assessment decision.
JSW has provision for students to appeal against assessment decisions. JSW ensures that 
students have access to fair and equitable process for lodging an appeal against an assessment 
decision. Refer to JSW website to lodge an appeal and refer to Annex A of Appeal policy for 
guidance on how to lodge.



What % of refund will I receive?

Course Fee Resource Fee
A course or qualification is cancelled or re-scheduled to 
a time unsuitable to you 100% 100%
You were not given a place due to maximum number of 
places being reached 100% 100%
You withdrew officially prior to the unit of competency 
census date 100% 100%
You were withdrawn due to inappropriate behaviour 
prior to the census date 100% 100%
You were withdrawn due to inappropriate behaviour 
after the unit of competency census date 0%  0% 
You withdraw after the unit of competency census date  
(** see special circumstances) 0% 0% 

Please note: If you are eligible for a refund the Accounts Clerk will contact you to obtain your 
bank account details.  All refunds will be processed electronically within 14 days of receipt of 
bank account details. 

Do I meet the special circumstances ** criteria for a refund?

Special circumstances**: 

Serious illness resulting in extended absences from classes; injury or disability that prevents the 
student from completing their program; other exceptional circumstances. 
 
**Medical certificate/evidence is required and application is subject to approval by CEO or  
delegate.

Your condition must also not be pre-existing.  
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Know your  
Census Date
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Plagiarism
You should not attempt to pass off work of  
another person as your own. 

It should be possible for a reader to check the 
information and ideas which you have used by 
referring to the original source material. In which 
regard, you must make note and acknowledge 
material or content from a third party source, 
of any nature, used by you and that notation 
should be sufficiently accurate to enable the 
source to be easily located and checked.

If you are unsure whether to, or how to make 
an acknowledgement, then please ask your 
Trainer & Assessor. In the event that plagiarism 
is discovered then the offending assessment 
involved will be deemed as being “not 
satisfactory” and penalties may apply. These can 
include formal counselling, a verbal and written 
warning and removal from the course. You will 
be instructed to resubmit a completed and 
satisfactory assessment task, should you not be 
removed from the course.

Also students complete a Student Assessment 
Coversheet and Declaration Form.

Student access of 
personal records

Students are provided with the opportunity to 
access the personal information which we hold 
on them, upon request. They are informed of 
assessment outcomes at the time assessment 
takes place. However they may request  
information regarding their participation and 
progress at any time. 
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JSW is committed to a process of continuous improvement based on feedback from 
students, Trainers & Assessors and other stakeholders. We welcome comments which 
might help us to improve our services, products and processes. 

If you would like to undertake a satisfaction survey, please go to our website and select 
the satisfaction survey from the Training drop down menu.  If you are unable to access 
please contact a member of staff to print you a copy.

MId program and end of program surveys will be provided to all students during training.

Satisfaction survey / Feedback

A complaint is made when you are dissatisfied with a service offered or treatment 
received at JSW.

Informal Complaint

If you have a complaint, you are encouraged, wherever possible, to resolve concerns 
or difficulties informally with the person(s) concerned. You can raise an informal 
complaint with your Trainer & Assessor or the General Manager. Please note that it is not 
mandatory to raise a complaint informally. 

Formal Complaint

JSW is committed to providing quality training and assessment in accordance with the 
Standards for Registered Training Organisations (SRTOs 2015).

JSW acknowledges the students’ right to lodge a complaint when they are dissatisfied with 
the training and /or assessment services and experiences that they have been provided 
by JSW.

JSW will ensure that clients have access to a fair and equitable process for expressing 
complaints, and that JSW will manage the complaint with fairness and equity.

If you require a copy of our Complaints Policy or Complaints Lodgement Form please visit 
our website and select Current Students / Complaints and Feedback from the Training 
drop down menu. If you are unable to access our website please contact a member of 
staff to print you a copy.

Complaints



Study Tips
Here are some tips for completing your assessments. 

1. Make sure you understand what is required. Read through 
the tasks when you receive them. If you are unsure of what is 
required ask your Trainer & Assessor for clarification. Make 
sure you are on the right track by asking your Trainer & As-
sessor for feedback prior to submitting your final assess-
ment. 

2. Make sure you understand how your assessments are to 
be submitted.  

3. Participate fully in any group assessments and ensure your 
answers are in your own words. Remember, the assessment 
is designed to prove you have the skills and knowledge re-
quired, not that you can get the answers from other people.  

4. Proof read written answers; check that what you’ve written  
actually says what you mean.  

5. Ensure you address all parts of a question fully. 

6. Check your assessment before you submit it. Make sure 
that you have:
• Completed all the tasks by the due date (as per your Stu-

dent Study Plan)
• Put your name on each page of the assessment. 
• Completed a Student Assessment Cover Sheet & Declara-

tion and attach to the assessment.
• Taken a copy of your assessment before you submit.  If 

your assessment is misplaced in transit, it is your respon-
sibility to provide another copy.

• Securely attached all documentation, if handing in paper-
based assessments. 
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• JSW will retain personal information 
about you relating to your enrolment with 
us. This includes your personal details, 
your ethnicity, individual needs and your 
education background. We will also retain 
your training activity and are required to 
do this in accordance with the National 
Vocational Education and Training 
Regulator Act 2011.  

• Your personal information is retained 
within our hard copy filing system and 
our computer systems. Your information 
is collected via the enrolment form 
and through your completion of 
administrative related forms and based 
on your training outcomes. Hard copy 
files are secured in lockable filing cabinets 
which are monitored throughout the day 
and secured in the evening. Electronic 
data retained on our computer systems 
is protected via virus protection software 
and firewall protection. Our data is 
backed up continuously to our server 
which is secure. 

• JSW is required by the National Vocational 
Education and Training Regulator Act 
2011 to securely retain your personal 
details for a period of 30 years from the 
date your enrolment has completed. 
The purpose of this is to enable your 
participation in accredited training to be 
recorded for future reference and to allow 
you to obtain a record of your outcome if 
required. 

• In some cases we are required by law to 
make student information available to 
Government agencies such as the National 
Centre for Vocational Education and 
Research or the Australian Skills Quality 
Authority. In all other cases JSW will seek 
the written permission of the student for 
such disclosure. JSW will not disclose your 
information to any person or organisation 
unless we have written instructions from 
you to do so. If you require your records 
to be accessed by persons such as your 
parents, you need to authorise this access 
otherwise this access will be denied.  

• You have the right to access information 
that JSW is retaining that relates to you. 
Further instructions are provided on 
how to access records within the section 
titled “Access to your records”. If you have 
concerns about how JSW is managing 
your personal information, we encourage 
you to inform our staff and discuss your 
concerns. You are also encouraged 
to make a complaint directly to us by 
following our formal complaints process. 
Under the Privacy Act 1988 (Privacy 
Act) you also have the right to make a 
complaint to the Office of the Australian 
Information Commissioner (OAIC) about 
the handling of your personal information. 
You can find more information about 
making a privacy complaint at the website 
of the OAIC located at: http://www.oaic.
gov.au/privacy/privacy-complaints

Issuing qualifications &  
Statement of Attainment

JSW takes the privacy of students very seriously and complies with all legislative 
requirements. These include the Privacy Act 1988 and Australian Privacy Principles 
(effective from 12th March 2014). Here’s what you need to know: 

A Statement of Attainment (SOA) is issued to students who have demonstrated com-
petency and satisfied the requirements of one or more units of competency short 
of qualification requirements. A qualification will be issued to students who have 
demonstrated competency for all units of competency within the qualification.

Privacy of student information
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At any time after completing your 
course, you may request a reprint of 
your Qualification or Statement of  
Attainment. 

The request must be in writing and 
a fee per reprint applies, plus any 
postage fees. Proof of identity is 
required when requesting a reprint.

Call admin on (08) 9721 5033  
to organise a reprint.

Reprint of 
qualifications

Privacy Notice
Under the Data Provision Requirements 
2012, JSW Training and Community 
Services is required to collect personal 
information about you and to disclose 
that personal information to the National 
Centre for Vocational Education Research 
Ltd (NCVER).
Your personal information (including the 
personal information contained on your 
enrolment form), may be used or disclosed 
by JSW Training and Community Services 
for statistical, administrative, regulatory 
and research purposes. JSW Training and 
Community Services may disclose your 
personal information for these purposes to:
• Commonwealth and State or Territory 

government departments and authorised 
agencies; and

• NCVER.
Personal information that has been disclosed 
to NCVER may be used or disclosed by NCVER 
for the following purposes:
• populating authenticated VET transcripts;
• facilitating statistics and research relating 

to education, including surveys and data 
linkage;

• pre-populating RTO student enrolment 
forms;

• understanding how the VET market 
operates, for policy, workforce planning 
and consumer information; and

• administering VET, including program 
administration, regulation, monitoring and 
evaluation.

You may receive a student survey which may 
be administered by a government department 
or NCVER employee, agent or third party 
contractor or other authorised agencies. 
Please note you may opt out of the survey at 
the time of being contacted.
NCVER will collect, hold, use and disclose your 
personal information in accordance with the 
Privacy Act 1988 (Cth), the National VET Data 
Policy and all NCVER policies and protocols 
(including those published on NCVER’s website 
at www.ncver.edu.au).



STUDENT CONTACT INFORMATION 
Student Support: (08) 9721 5033 | Email: StudentSupport@jsw.org.au | Website: www.jsw.org.au

TRAINING CENTRE LOCATIONS
BUNBURY       BUSSELTON      MANDURAH
5 Bourke Street      50 Albert Street      Peel Health Hub
BUNBURY WA 6230      BUSSELTON WA  6280   91 Allnutt Street
T: (08) 9721 5033 (all offices)                                 MANDURAH WA 6210 


