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Greetings and welcome!

What are you looking for in your celebrant training? Are you looking for the best celebrancy
course in Australia, a course that will provide you with professional and relevant celebrancy
training, education, and ongoing support? Look no further, for this is what The Celebrant
Institute RTO (CIRTO) offers you.

With over 71% of Certificate IV in Celebrancy graduates feeling unprepared for their work as a
marriage celebrant, I have designed a course that tackles that problem head on. My celebrant
students graduate with the confidence needed to stand in front of weddings every day and
absolutely rock at what they do, while also being prepared to address the legal structures and
requirements of being a Commonwealth Registered Marriage Celebrant.

As one of my valued students, you will receive support, information, and inspiration all the way
through. My students always have direct access to me via email
(training@celebrantinstitute.edu.au) and phone (0434 884 834). I am a working celebrant and
may not always be available to chat straight away, but if you leave a message, I will always
call you back.

I will continue to support you after your studies, when you are facing the challenges of
creating best practice ceremonies in the real world. You will be able to stay in touch with the
other students you meet through the course. You will be encouraged to attend ceremonies
(observing appropriate protocols), learn from your colleagues, and enrich each other by
sharing experiences.

Your main trainer is me, Sarah Aird, CEO of The Celebrant Institute RTO, and I am widely
regarded as the best celebrancy trainer in Australia. I have also commissioned videos from
other celebrants and content experts around the country, with their tips and tricks for different
aspects of celebrancy practice. I have a small team of trusted assessors who help me out with
reviewing your assessment tasks, but they work to clear criteria that help them make
consistent decisions the same way I would.

In addition to this initial training, CIRTO offers Professional Development to registered
celebrants, so you can feel confident that I am in touch with a wide range of practising
celebrants on a regular basis, as well as keeping completely up to date with what’s going on in
the world of celebrancy.
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About Me: Sarah Aird, CEO, Celebrant Trainer, Marriage Celebrant, Funeral
Celebrant

I have been a Commonwealth Registered Marriage Celebrant and funeral celebrant since 2013,
and in that time have earned a formidable reputation amongst Australian celebrants as the go-
to person for all matters concerning marriage legalities and business. My knowledge of the
Marriage Act, Regulations and Guidelines is thorough and current, and I work hard to keep up
to date with any changes to the way Australian celebrants work and inform changes when I
have the opportunity.

As one of the founders of the Celebrant Institute I attend biannual meetings with the Marriage
Law & Celebrants Section of the Commonwealth Attorney-General’s Department, and I am
active in responding to their requests for consultation and assistance.

My ceremony clients are just as impressed with my work as my colleagues are; I provide a
warm and compassionate service to my wedding and funeral clients, and they are always quick
to recommend me to others.

I not only know all of the things, I'm also adept at teaching them to new and experienced
celebrants in a way that is friendly and approachable. With expertise spanning all aspects of a
celebrant’s work, from the legalities to writing ceremonies to performing ceremonies to
running a successful, process-oriented business, I have so much to give to the next generation
of Australian celebrants, and I am delighted to have the opportunity to pass on my skills and
knowledge.

If you'd like to hear me speak on all things celebrant-related, have a listen to my podcast with
Josh Withers, The Celebrant Talk Show, available in your podcast app or at
https://celebrant.fm/.

The purpose of this Handbook is to provide you with all the information that you need to know
about studying with The Celebrant Institute RTO.
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Studying through The Celebrant Institute RTO
The Celebrant Institute RTO provides courses that are:

e practical

e informed by industry needs

o flexible

o affordable

e delivered by friendly, professional, and supportive staff.

Our obligation as your RTO

As a Registered Training Organisation (RTO) registered with the Australian Skills Quality
Authority (ASQA), we have an obligation to ensure the quality of the nationally recognised
training and assessment we deliver. We must always comply with the Standards for RTOs
2025, which are part of the VET Quality Framework. To ensure compliance we have developed
comprehensive internal policies, procedures and systems that guide our compliant operations,
and we must participate in audits with ASQA upon their request.

In addition, we must ensure that any third parties that we work with who have any
involvement in your training and assessment comply as well. This includes our training
partners, marketing brokers and salespeople where applicable. Please note The Celebrant
Institute does not currently work with any third parties.

As the RTO we have the responsibility to issue your AQF certification documents in line with
our issuance policy as outlined in this Handbook.

If at any time you feel we have not met our obligations as an RTO, you have the right to make
a complaint following our Complaints and Appeals Policy outlined further on in this Handbook.

Our contact details
Address: PO Box 7101, Glen Iris VIC 3146
Phone: 0434 884 834

Email: training@celebrantinstitute.edu.au

Office hours: 10am-6pm (Melbourne time), Monday to Friday

Courses provided by The Celebrant Institute RTO

The Celebrant Institute RTO offers CHC41015 Certificate IV in Celebrancy; please click the link
to view more information on the course page of our website:
https://celebrant.institute/celebrant-training/
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About CHC41015 Certificate IV in Celebrancy

The Celebrant Institute RTO trains students to become professional marriage celebrants by
offering the qualification CHC41015 Certificate IV in Celebrancy, which is the nationally
recognised training allowing graduates to apply to the Commonwealth Attorney-General’s
Department (AGD) for registration as a Commonwealth-Registered Marriage Celebrant. The
course addresses specific legislative responsibilities of marriage celebrants and provides a
range of electives representing different aspects of celebrancy work.

Selection and enrolment

The Celebrant Institute RTO accepts applications from all students who meet the entry
requirements published in the Course Outline. Applications are accepted on a first come, first
served basis but if a course is full, you will be offered a place in a course starting at a later
date.

To apply to enrol in a course, you must complete and submit the online application form.

If you are applying for credit, you should indicate this on your enrolment and supply certified
copies of your transcripts so we can assess your application for credit. See the section on
credit in this Handbook below.

If your application documents are not complete, you will be advised and required to submit
completed documents before your application will be assessed.

After we have received your online application form, we will email you an invitation to
complete a Language, Literacy, Numeracy, and Digital Literacy Assessment. This is not
optional and must be completed before your application can proceed.

After receiving and reviewing your LLND result, if they above the level required to succeed in
this course you will be emailed a link via which to make a time with me for a pre-enrolment
interview on Zoom. The purpose of this interview is to confirm your suitability and support
needs.

If T accept your application to enrol in the course, you will be required to sign the Student
Agreement we send you and make payment of the Enrolment Fee indicated.

Upon approval of your application and receipt of your signed Student Agreement and non-
refundable Enrolment Fee, you will be sent further information about how to get started in
your course.

Applying to become a Commonwealth-registered marriage celebrant

Once you have completed the Certificate IV in Celebrancy, you will be required to apply for
registration as a Commonwealth Registered Marriage Celebrant. The Attorney General’s
Department will assess your suitability for registration based on the information you provide in
your application. The application fee is currently $400.

Completing this course does not guarantee that you will attain registration as a Commonwealth
Registered Marriage Celebrant.

Creating a successful and sustainable celebrancy business can be difficult. It’s important that
you know it may be tough to earn a full-time living from celebrancy. It is also crucial that
aspiring marriage celebrants are aware they are not allowed to advertise their services or take
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bookings from marrying couples until after they have received their registration as a celebrant
from the Attorney-General’s Department.

Please ensure you have read the information on the Attorney General’s Department’s website
about Becoming a Marriage Celebrant before you enrol for this course:

https://www.ag.gov.au/families-and-marriage/marriage/become-marriage-celebrant

Unique Student Identifier (USI)

A Unique Student Identifier (USI) is a reference number made up of numbers and letters that
creates a lifetime record for an individual of all the nationally recognised training that has been
completed. Under the Unique Student Identifiers Act 2014, all RTOs must ensure they have a
valid USI for any student that enrols in nationally recognised training from 2015. This means
(unless you have an exemption issued by the USI registrar) that you must provide us with
your USI.

If you do not yet have a USI, please visit this link to create one:
http://www.usi.gov.au/Students/Pages/default.aspx

We are unable to issue a qualification or a statement of attainment unless we have a valid USI
or a notice of exemption from the registrar.

For information about exemptions for individuals please visit this webpage:
https://www.usi.gov.au/training-organisations/training-organisation-
requirements/exemptions-individuals/how-apply

Credit

A credit is formal recognition of the previous studies you have completed for the purpose of
reducing the units or modules that you are required to complete in the course you are enrolled in
with us.

The Celebrant Institute RTO can grant you credit towards your course for units of competency or
modules that you have already completed with another RTO or authorised issuing organisation. We
can also grant you credit for subjects or units you have completed where equivalence can be
established between the unit/module in your course, and the subject or unit you have completed.

There is no charge to apply for credit.

To apply, download and fill in the Credit Application Form, and submit it as part of your application.
You can apply for credit at any time however it is best you do this as part of your enrolment so
that credits are known upfront, and you are not required to do any work that you otherwise may
not have needed to do.

Make sure you attach certified copies of transcripts from your previous study. In some cases, we
may ask for additional information about the subject or unit you previously studied so we can
determine equivalence. Your Credit Application may be returned to you if you don't provide the
required information.

In rare cases, credits may lead to a reduction in the course fees if there is less work involved in
offering your course. This will be advised to you in writing.

You will be advised of the outcome of your Credit Application during the pre-enrolment interview.
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Recognition of Prior Learning

Recognition of Prior Learning (RPL) is a process where skills and knowledge that you have
gained through work and life experience and other unrecognised training can be formally
recognised.

Please note that even if you have qualifications and/or work experience in business and/or
legal fields, it is unlikely you will be eligible for RPL unless you have previously worked as a
celebrant in Australia, and even then, your experience will need to be recent to meet the
eligibility criteria.

Please refer to the Course Outline for an outline of applicable RPL fees. For more information
about submitting an application for RPL, contact me for a chat.

Study options

Online courses are self-paced and delivered completely online, beginning on the next start
date after your enrolment is processed. You have 12 months to review the written and video
content and complete the first submission of all assessment tasks, with a further one month to
complete any required task resubmissions. There are no organised face-to-face sessions
involved in online courses, and there is no live content delivery, however there are fortnightly
Zoom sessions for students to ask questions on Wednesdays at 7pm Melbourne time.

Course induction

At the start of your course, you will be provided with a video induction. The induction will
provide you with specific details about your course requirements, how the eLearning platform
works, and assessment processes. It will advise you on a range of other important matters
relating to your rights and responsibilities as a student.

You will also be provided with a Roadmap to Success. The roadmap contains a suggested
timeframe for completion of the tasks for the course. This document is provided as a guide
only. It is your responsibility to monitor your course progress.

Course expectations and requirements

The training and assessment offered by The Celebrant Institute RTO focuses on providing you
with knowledge and skills required to the standard of performance required in the workplace.
This is known as competency-based training and assessment. Each of the components of your
course is part of a “unit of competency”. For the Certificate IV in Celebrancy you will be
studying a set of units that make up a total qualification. Each unit of competency is linked to
specific skills and knowledge required in the workplace.

The course is delivered in a clustered arrangement. This means the units have been packaged
together to avoid repetition. You will receive training and assessment for all units at the same
time.

Training and assessment time requirements

You should be prepared to allow at least 20 hours per week over a 12-month period to
complete the course on time. Of course, if you have more time to devote to your studies you
may be able to complete the course in less than 12 months.
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We offer you a maximum of 12 months to complete the first submission of the required
assessment work, plus one further month to complete any required task resubmissions.

A maximum of two three-month extensions is available for an additional fee (see the
Extensions section of the Fees and Refunds Policy below for information on eligibility).

Training arrangements

We look at ceremonies in general in Australian culture, then take a deeper look at marriages
and funerals. We also look at what is required to set up a sustainable celebrant business, and
to care for and develop the business in the long-term.

All content is provided via our eLearning platform, aXcelerate. There are 20 separate modules,
each including multiple sections of written content for you to work through at your own pace;
this written content is also provided as PDF manuals in case you want to print them out.

Many sections include videos alongside the written content: there are more than 80 core
content videos in which I deliver the content to you just the way I would in a classroom, and
there are more than 60 additional content videos in which my celebrant colleagues and other
content experts provide extra tips and tricks for you to make your celebrant practice the best it
can be.

There are opportunities to check your knowledge throughout the content delivery; these are
not assessment tasks, just chances for you to check you're on the right track and jot down
some initial thoughts about your business.

As well as the required legal marriage documents and completed examples, I provide you with
more than 20 document templates I have designed throughout my years as a celebrant; you
can edit them as you wish and use them for your assessment tasks, and you’ll be able to use
them when you’re out in the world working as a celebrant.

My assessor Tania Marsh has created 30 ceremony certificate samples for non-marriage
ceremonies that you are welcome to use in your assessment tasks and when you're a
practising celebrant.

Finally, you will receive a free 12-month Celebrant Institute membership so that you can
access the more than 500 blog posts written over the years, many of which will be relevant to
your studies.

Assessment arrangements

Assessment will be conducted individually. You will be provided with Assessment Instructions
and Tasks that include:

e A full description of the assessment task

e Assessment instructions for each task

e Assessment resources for each task

¢ Details about assessment submission

¢ Comprehensive information about requirements for a satisfactory result for each task.

Assessment is extensive and involves everything from written assignments through to
simulated interviews, rehearsals and ceremony performances (all of which require people to
assist and must be videoed for submission); at least one ceremony must be performed in front
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of at least 20 people, and at least two ceremonies must be performed using PA equipment
(which can be hired from audiovisual suppliers).

You should expect to spend at least 20 hours per week for 12 months working through the
course requirements.

Submission of assessment tasks will be via the eLearning platform (aXcelerate).

Submitting your assessments

All task submissions require you to complete a Post-Assessment Declaration in which you
make a declaration that the work is your own. Tasks will not be accepted without these
declarations.

Assessments are submitted via our eLearning platform, aXcelerate.

If you are required to resubmit an assessment task, you must complete a new Post-
Assessment Declaration, in which you declare that the work is your own. Tasks will not be
assessed without the signed declaration.

You must keep a copy of all tasks that you submit; we cannot return them to you as we must
keep them as evidence in your file. Any videos or recordings submitted through a third party,
for example Dropbox, must not be deleted after you have received your assessment outcome.
All videos must be accessible for 12 months after you have completed the course.

Tasks will be marked within 15 days of receipt. Your assessor will provide you with written
feedback and confirm the outcome of the task.

Assessment outcomes

Each assessment task will be given an outcome of either Satisfactory (S) or Not Yet
Satisfactory (NYS). You must complete all tasks satisfactorily to achieve an overall outcome of
Competent (C) for each unit.

If one or more of your tasks are assessed as Not Yet Satisfactory, you will have two further
attempts to complete the task and achieve a Satisfactory outcome. If, after the third attempt,
you are still assessed as Not Yet Satisfactory for a task, reassessment fees may apply to
further attempts.

Reasonable adjustment in assessment

Some students may need modifications to assessments due to disability, illness, or other
special considerations - this is called reasonable adjustment.

Reasonable adjustment can involve:
e adapting physical facilities, environment and/or equipment e.g. setting up hearing loops.
¢ making changes to the assessment arrangements e.g. more time allowed for assessments.

¢ making changes to the way evidence for assessment is gathered e.g. written questions asked
orally.

Please speak to us before you begin a task if you think that you may need an adjustment
made. Note these adjustments are made at our discretion based on your identified needs and
the reasonableness of the request. Requests that compromise the integrity of the qualification
requirements will not be approved.
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Appealing assessment decisions

If you do not agree with any assessment decision, you can lodge an assessment appeal. Please
refer to the Complaints and Appeals section in this handbook for information about how to
lodge an appeal.

Student plagiarism, cheating and collusion

The Celebrant Institute RTO has a no tolerance policy for plagiarism, cheating and collusion.
Students are expected to act with integrity at all times and only submit work that is their own
or that has been appropriately referenced and includes acknowledgements of all resource
materials used in the preparing the work.

When you submit your assessments, you will be required to sign a declaration that the work
provided is your own and that you have not cheated, plagiarised the work, or colluded with any
other student/s.

If you are suspected to have plagiarised, cheated or colluded, you will be given an opportunity
to respond to the allegations. If you are found to have plagiarised, cheated or colluded, we will
be required to take disciplinary action which is likely to require you to complete the
assessment again or to complete a substitute assessment task.

Student Code of Conduct

This Student Code of Conduct establishes the behavioural expectations for all students at The
Celebrant Institute RTO. It promotes a respectful, professional, and safe learning environment
while ensuring compliance with academic and industry standards.

This Code of Conduct applies to all The Celebrant Institute RTO students across all modes of

study. It governs behaviour during training, assessments, work placements, and interactions
with The Celebrant Institute RTO personnel, trainers, assessors, fellow students, and external
stakeholders.

General behaviour and respect
Students are expected to:

e Treat fellow students and The Celebrant Institute RTO personnel with respect, fairness, and
courtesy.

e Follow any reasonable direction given by The Celebrant Institute RTO personnel, including
trainers and assessors.

e Engage in live sessions professionally, avoiding disruptive behaviour.
e Use appropriate language and refrain from excessive or offensive swearing.
e Respect the rights, opinions, and privacy of others.

e Maintain a cooperative and inclusive learning environment.

Academic integrity

Students must:

e Complete assessments honestly, demonstrating their own knowledge and skills.
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e Refrain from plagiarism, collusion, or cheating in any assessment activity.
e Follow all academic integrity guidelines, including referencing sources appropriately.
e Submit assessments by the due date or seek approval for an extension.

e Acknowledge and follow The Celebrant Institute RTO’s policies regarding the ethical use of
Generative Al tools.

Attendance and participation
Students are required to:

e Participate actively in all learning activities.

e Refrain from using mobile phones during live sessions unless approved by the trainer for
learning purposes.

Work Health & Safety (WHS) responsibilities

Students must:

e Observe all normal safety practices, including wearing approved clothing and protective
equipment where required.

e Follow all WHS policies and procedures.
e Avoid behaviours that may endanger themselves or others.

e Report any hazards, injuries, or unsafe practices to The Celebrant Institute RTO personnel
immediately.

Use of The Celebrant Institute RTO property and resources
Students are expected to:

e Treat all The Celebrant Institute RTO facilities and materials with care.

e Avoid damaging, stealing, modifying, or misusing any property, including electronic
records.

e Follow ICT policies when using The Celebrant Institute RTO digital platforms and resources.

Behavioural misconduct
The Celebrant Institute RTO students must not:

e Harass, bully, intimidate, or discriminate against fellow students or The Celebrant Institute
RTO personnel.

e Engage in any behaviour that offends, embarrasses, or threatens others.
e Be under the influence of alcohol or drugs while engaged in learning activities.

e Engage in unlawful or unethical behaviour that could damage the reputation of The
Celebrant Institute RTO.

Student support and complaints process
The Celebrant Institute RTO is committed to supporting students through:

e Learning support and academic guidance.
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¢ WHS and student wellbeing resources.

e Clear procedures for raising complaints and appeals, outlined in The Celebrant Institute
RTO Complaints Policy and Appeals Policy.

Support services

We are committed to ensuring that you get all the support you need to be successful in your
studies. You may not have studied for a while and or you might need help with study skills. You
may also need assistance with skills such as reading, writing and maths.

The application form you complete will help us to identify any support you need, and you will also
be required to complete an assessment that looks at your language, literacy, numeracy, and
digital literacy skills. Based on the information you provide in your application and/or the results of
your language, literacy, numeracy, and digital literacy test, we will discuss your support needs
during your pre-enrolment interview. We are committed to ensuring that you have access to
training support services, trainers and assessors and our administration team to support you
though your course.

Services that we can offer to you include:

e Responses to individual questions via our email address, training@celebrantinstitute.edu.au
(we respond within 1 business day)

e Group support at fortnightly Zoom sessions (Wednesdays at 7pm Melbourne time)
e Access to student WhatsApp group (apply for access after enrolment begins)

e One on one support from our trainers/assessors including providing you with their phone and
email contact details (will incur additional fees)

e Referral to relevant external services (see Student Support Services Guide).

Contact us at 0434 884 834 to discuss your support needs.

External support services

For students requiring additional support with their studies, work or life, The Celebrant
Institute RTO provides referrals to community organisations who may be able to assist you.
Please note that some of these services may attract a fee, which is payable by you. The full list
of referral services can be found in the Student Support Services Guide, available in the
learner portal.

Your feedback

Your feedback is important to us and assists in ensuring that our services meet your needs.
We use feedback from students to contribute to our continuous improvement processes, as we
are always striving to do better.

All students will be provided with a Quality Indicator Survey issued by the National Centre for
Vocational Education and Research (NCVER) at the end of their studies. Please help us by
completing the surveys that are provided to you by email.

You may also be contacted by our regulating body ASQA (Australian Skills Quality Authority) to
verbally interview or survey you regarding the quality of the course we have provided you with
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or your experience studying with us. It is your choice to participate; responses may be kept
confidential on request.

We also welcome feedback from you at any time by email and phone.

Access to your records

You may access or obtain a copy of the records that The Celebrant Institute RTO holds about
you at any time. This includes personal information and records of participation and progress.

If you want to access or obtain a copy of records, you must make a request in writing to the
CEO using the Records Access or Update Request Form outlining which records you wish to
access. There is no charge to access your records however there is a cost of 20c per page for
photocopying or printing if you require hard copies.

Access to records may be provided by:
e making electronic or hard copies of the records held in a file
e providing a time for you to review your file

e emailing you reports or exports of data or by providing a link or portal to access records
online.

Amendment to records

If a student considers the information that The Celebrant Institute RTO holds about them to be
incorrect, incomplete, out of date or misleading, they can request that the information be
amended by completing the Records Access or Update Request Form.

Where a record is found to be inaccurate, a correction will be made. Where a student requests
that a record be amended because it is inaccurate, but the record is found to be accurate, the
details of the request for amendment will be noted on the record.

Notifying you if things change

As an RTO under the VET Quality Framework, we must notify you promptly if there are any
changes to our RTO, the course, or the arrangements for training and assessment.

This would include if there were any changes of ownership, or if we were unable to provide the
services you agreed to in your Student Agreement because we are no longer able to deliver
the course you have enrolled in, or no longer operating as an RTO.

If this occurs, The Celebrant Institute RTO will devise a strategy to minimise impact on you
and notify you of the changes and how you will be affected as soon as practicable.

Depending on the type of change, we may send you an email or call you. Please make sure we
always have your most current email address and mobile number on file so we can notify you
of any changes if applicable. You can let us know of any changes to your details by using the
Student Change of Details Form.
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Fees, charges, and refunds policy

Purpose

The purpose of this policy is to outline The Celebrant Institute RTO’s approach to the
management of fees, charges, and refunds. This policy ensures transparency, fairness, and
compliance with the Standards for RTOs and Australian Consumer Law.

Application

This policy applies to all prospective and current students, as well as personnel involved in the
administration of fees, charges, and refunds for courses delivered by The Celebrant Institute
RTO. It includes all payment types, schedules, and refund processes for courses on the
organisation’s Scope of Registration.

Policy statement

The Celebrant Institute RTO is committed to providing clear and accurate information about
fees, charges, and refund conditions to students and stakeholders. The organisation will
maintain a fair and transparent process for managing payments and refunds while complying
with regulatory and legal requirements.

The Celebrant Institute RTO undertakes to provide course services as outlined in the Student
Agreement including a statement of fees.

Rationale

Ensuring transparency and fairness in financial arrangements is fundamental to fostering trust
and accessibility in education and training. Clear communication of costs, payment structures,
and refund processes allows students to make informed financial decisions before committing
to a course. By outlining structured payment options, eligibility for funding or subsidies, and
provisions for refunds, financial arrangements remain equitable and compliant with regulatory
requirements. This approach not only supports consumer rights but also aligns with ethical
business practices in vocational education.

A structured financial approach also enhances organisational efficiency by reducing disputes,
ensuring timely payments, and maintaining compliance with legal and funding body
requirements. Providing flexibility, such as instalment plans or financial hardship provisions,
improves accessibility for a diverse student cohort while maintaining financial sustainability.
Additionally, setting clear policies for refunds and withdrawals ensures that students are
treated fairly in circumstances where course participation changes, reinforcing accountability
and student confidence in the organisation.

Fees and charges

Prior to enrolment, The Celebrant Institute RTO notifies students of a range of fee information
in the student agreement and course outline. This fee information includes:

e All fees payable to The Celebrant Institute RTO, clearly describing all costs involved with
the course,

¢ How and when fees must be paid,

e How to request a refund,

e The conditions under which a refund would be provided, and
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e The student’s rights as a consumer, including but not limited to any statutory cooling-off
period, if one applies.

The Celebrant Institute RTO has implemented enrolment and charging arrangements that
reflect the extent of the students’ engagement with, and progression through, their course.

Fee protection

The Celebrant Institute RTO protects the fees that are paid in advance by students by not
requiring a student to ever pay more than $1,500 in advance for services not yet provided,
either prior to course commencement or at any stage during their course. Fees will be paid off
during the course in instalments according to a set payment schedule that meets these
requirements

Fee information relevant to a course is outlined in detailed in the Student Agreement and
summarised on the Course Outline as well as the RTO’s website. In compliance with the
Standards, detailed fee information is provided prior to enrolment or commencement of
training, whichever is first.

Fee information includes:
e All costs for the course including any materials fees

e Any other costs payable to the RTO including costs for recognition of prior learning if
applicable

e Payment terms and conditions including deposits, refunds and payment schedules if
applicable

The Student Agreement and the Student Handbook, which are provided prior to
enrolment, include this Fees, Charges, and Refunds Policy and inform the student of their
consumer rights. Students are asked to sign the Student Agreement in acknowledgement of
the terms and conditions of the enrolment and this policy.

No cooling-off period applies as The Celebrant Institute RTO does not use unsolicited consumer
agreements (such as telemarketing, door-to-door selling or direct approach marketing in a
public places).

Course fee inclusions

Course fees as applicable to each course are detailed on the Student Agreement and include:

e All of the training and assessment as well as basic educational support services required for
students to achieve the qualification or course in which they are enrolling within the
attempts allowed. Where a student fails to achieve a satisfactory outcome after three
attempts at an assessment task, reassessment fees may apply.

e Issuance of one set of electronic certification documents including the testamur (certificate)
and record of results and/or a Statement of Attainment (where relevant and in the case of
withdrawal or partial completion).

Course fees do not include:

e Any optional books and materials that may be recommended but not required to complete
a course.

e Stationery such as paper and pens or other personal use items such as computers,
printers, or internet access that may be required to complete homework tasks.
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e Printing costs (if required).

e Re-issuance or printing of AQF certification documents. Re-issuance or printed copies of
these documents will attract a fee of $50 per document plus the cost of postage if required.

The Celebrant Institute RTO cannot guarantee that students will successfully complete the
course in which they enrol regardless of whether all fees due have been paid.

Payments

Payments can be accepted by electronic transfer only.

Students who are experiencing difficulty in paying their fees are invited to call our office to
make alternative arrangements for payment during their period of difficulty.

Where fees are more than 40 days past due, debts may be referred to a debt collection agency
or enrolments may be cancelled.

The Celebrant Institute RTO reserves the right to suspend the provision of training and/or
other services until fees are brought up to date. Students with long term outstanding accounts
may have their enrolment cancelled if payments have not been received and no alternative
arrangements for payment have been made

Transfer of enrolment

Fees paid are transferrable to a different online intake if the original start date is no longer
suitable for the student, at no charge to the student.

Only one transfer is allowed per enrolment; additional transfers will attract an administration
fee.

Deferral of enrolment

Students may defer their enrolment for up to 12 months and recommence their training
program at a later date and occur no additional fees. Students wishing to defer their enrolment
for more than 12 months will need to cancel their enrolment and re-enrol when they are ready
to recommence the training program.

The 12 months of deferral time does not need to be taken all at once.
During the period of deferral, students will not have access to course resources.

At the end of the 12-month deferral period, The Celebrant Institute RTO will contact the
student twice (once by email and once by text message) to determine whether they would like
to return to their studies or withdraw from the course. If the student does not respond to
either of these messages, The Celebrant Institute RTO will assume the student does not wish
to return to their studies and will cancel the enrolment. Any student wishing to return to the
course after this will need to re-enrol and start again.

Withdrawal from/cancellation of enrolment

Students may withdraw from/cancel their enrolment in writing at any time, but if their training
program has already commenced, they will not be entitled to a refund of any fees paid.

Students wishing to withdraw from/cancel their enrolment can do so by emailing
training@celebrantinstitute.edu.au.
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Extensions

Students who are unable to complete the training and assessment program within 12 months
may apply to extend their enrolment for three months at a time, at an additional cost of $600
per extension. Only two three-month extensions are available; if the course is not finished
after 18 months, the student will need to re-enrol and start again.

First extensions after the initial 12 months are only available to those students who have
submitted at least Tasks 1-15 by the end of their initial enrolment period.

Second and final extensions are only available to those students who have submitted at least 7
assessment tasks during the period of their first extension.

Applications for extension must be made in writing via the Application for Extension Form,
which must be emailed to training@celebrantinstitute.edu.au no less than two weeks before the
student’s enrolment end date.

Applications for extension are the responsibility of the student. The Celebrant Institute RTO will
not be responsible for following up students coming close to their enrolment end date.
Students who have not completed their first submission of all tasks by their enrolment end
date will have their enrolment cancelled with no notice, and they will not be entitled to a
refund of any fees paid.

Refunds

All course fees include a non-refundable Enrolment Fee, which will only be refunded where The
Celebrant Institute RTO is required to cancel a course before it commences due to unforeseen
circumstances.

A student not achieving the qualification in which they enrolled due to exhausting their
attempts at assessment does not entitle the student to a refund.

RPL application fees are non-refundable.

In the unlikely event that The Celebrant Institute RTO, or any third parties responsible for
delivering training and assessment on its behalf, is unable to deliver the course or any portion
of the course as promised, the student will be issued with a refund for the course or portion of
course that was not provided. This includes the following situations:

e Where The Celebrant Institute RTO ceases to operate.

¢ Where The Celebrant Institute RTO ceases to deliver the course in which a student is
enrolled, and the agreement is terminated.

e Where The Celebrant Institute RTO needs to make a change to the terms of the student
agreement (such as the way the course is delivered or conditions of enrolment) and a new
agreement cannot be reached with the student to account for changes.

In any of the above situations, The Celebrant Institute RTO will automatically conduct a refund
assessment of all affected students and issue the refunds due to the Fee Payer accordingly. In
these cases, there is no need for a student to make an individual application for a refund.
Refunds will be issued within 28 business days.

The refund assessment will be based on reviewing the services and/or materials provided to
the student and the costs incurred by The Celebrant Institute RTO in the provision such as:

e Textbooks or other materials provided

e Training provided and received (i.e. amount of online content accessed)
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e Individual support provided by the trainer/assessor
e Assessments marked or feedback provided (including RPL).

The outcome of the refund assessment will be provided in writing to the student’s registered
email address within 28 business days, outlining the decision and reasons for the decision
along with any applicable refund or adjustment note. Refund decisions can be appealed
following our Appeals Policy.

Recording and payment of refunds
Refunds will be paid to the person or organisation that made the original payment.

Refund assessments can be appealed following our Appeals Policy.

Records of refund assessments and issuance of refunds will be stored securely on the student’s
file and in our accounts keeping system.

Additional fees and charges

The following additional charges may apply in some circumstances.

Tuition Fees Charge

Recognition of Prior Learning (RPL) application fee (per unit) $600 per unit

Total course fees may be reduced to account for the number of units
undertaken via RPL or where Course Credit has been granted.

Reassessment fee (per assessment task) $300 per attempt

Where a student fails to achieve a satisfactory outcome after three
attempts at an assessment task, reassessment fees may apply for
additional attempts.

Extension fee $600 per extension

A first three-month extension may be applied for by students who
will be unable to complete their training program within 12 months
but have submitted at least 15 tasks during their initial enrolment
period.

A second and final three-month extension may be applied for by
students who will be unable to complete their training program
within the first extension period but have submitted at least 7
assessment tasks during this period.

Students who are unable to complete their study after two
extensions will need to re-enrol and recommence their training
program.

Administration fee for transfers and/or deferrals $300 per transfer or

One transfer to a different online intake is allowed per enrolment. deferral

One deferral of up to 12 months is allowed per enrolment. Additional
transfers or enrolments will attract an administration fee.
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Non-Tuition Fees - all students Charge

Re-issuance or printed copies of testamur and statements of results $50 per document
plus the cost of

All course fees include the cost for issuing of one copy of the AQF . .
postage if required

testamur and Record of Results and/or a Statement of Attainment.
This fee applies to each additional copy of a certification document if
required.

Printing and photocopying 20c per page

Printing costs required if students require a copy of any records that
The Celebrant Institute RTO holds about them.

Issuing of certification documents

On completion of a course and payment of all relevant fees, The Celebrant Institute RTO will
issue a qualification (testamur/certificate) and record of results within thirty (30) days. The
record of results will show the units of competency achieved in the course and corresponding
results.

Where a student withdraws or partially completes a course, a Statement of Attainment for the

unit/s completed will be issued within thirty (30) days of withdrawal as long as all relevant fees
have been paid. A record of results will only be provided with a statement of attainment where
requested.

The Celebrant Institute RTO reserves the right to withhold the issuance of qualifications and
Statements of Attainment until all fees related to the course or qualification have been paid,
except where The Celebrant Institute RTO is not permitted to do so by law.

The Celebrant Institute RTO must have a valid USI on file for the student for a qualification or
Statement to be issued.

Re-issuing statements and qualifications

Records of qualifications and unit achievement are kept on record for a period of at least thirty
(30) years. Students can request copies of any of these statements or qualifications at any
time for an additional charge. Refer to the Additional Fees and Charges section for the current
fee.

Student support services fees

If any specific student support options available attract an additional cost, The Celebrant
Institute RTO makes this clear in pre-enrolment information and as a part of the Student
Agreement. Similarly, if there are limitations to the support The Celebrant Institute RTO is able
to provide to particular student cohorts, these limitations are also made clear in information
provided to potential Students.

The Celebrant Institute RTO ensures support provided is reasonable and accessible, with clear
and accurate information on these items included in The Celebrant Institute RTO’s Student
Handbook.
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Notifications and guarantee

The Celebrant Institute RTO guarantees that no additional charges will be imposed during the
period covered by the Student Agreement.

All students and employers must pay fees across multiple instalments.

Monitoring and evaluation

The Celebrant Institute RTO monitors and evaluates financial management processes to ensure
performance is effective and outcomes are met.

A process of performance monitoring, evaluation, and reporting has been established and
implemented.

The organisation continually improves the effectiveness and efficiency of processes. Process
performance and outcomes are regularly audited to identify and remove causes of existing and
potential problems, as well as to uncover any opportunities for improvement.

Please refer to the Quality Policy for further information on the monitoring and evaluation
process.

Privacy policy

Purpose

The purpose of this policy is to ensure that The Celebrant Institute RTO manages personal and
sensitive information responsibly, transparently, and in compliance with the Australian Privacy
Principles (APPs) under the Privacy Act 1988. This policy outlines how personal information is
collected, used, disclosed, stored, and protected by The Celebrant Institute RTO.

This policy applies to all personal and sensitive information collected by The Celebrant Institute
RTO in relation to students, personnel, contractors, and other stakeholders. It covers all
methods of information handling, including digital, physical, and verbal communications.

The Celebrant Institute RTO is committed to protecting the privacy of individuals and ensuring
the confidentiality, security, and integrity of personal and sensitive information. The
organisation will comply with the Australian Privacy Principles and other relevant legislation
while fostering trust and transparency in all interactions.

The Celebrant Institute RTO complies with the Privacy Act 1988 (Cth) including the 13
Australian Privacy Principles (APPs) as outlined in the Privacy Amendment (Enhancing Privacy
Protection) Act 2012 (Cth). Providing an overall framework for our privacy practices, The
Celebrant Institute RTO has developed and implemented this APP Privacy Policy.

Rationale

The Celebrant Institute RTO’s privacy processes are designed to support effective and
compliant privacy practices by aligning with the Privacy Act 1988 (Cth) and the Australian
Privacy Principles (APPs). These processes ensure that personal and sensitive information is
managed responsibly, transparently, and securely, fostering trust among stakeholders while
meeting regulatory obligations. By outlining clear procedures for the collection, use, storage,
and disclosure of information, The Celebrant Institute RTO ensures that all activities are
compliant with national and state-specific legislation. This includes robust measures for
maintaining data quality and security, such as password-protected ICT systems, secure
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physical storage, and regular audits to prevent unauthorised access, misuse, or loss of
personal information.

The organisation demonstrates transparency through accessible privacy policies, detailed
notifications at the point of data collection, and clear avenues for individuals to request access
to or correction of their personal information. Provisions for anonymity and informed consent
further respect individual privacy, while processes for handling complaints and escalating
unresolved issues to external authorities reinforce accountability. Regular monitoring and
evaluation of privacy practices enable continuous improvement, ensuring that processes
remain effective and adapt to evolving legal and organisational requirements. Together, these
comprehensive privacy processes safeguard individual rights and promote organisational
integrity.

Legislation

This policy is designed to maintain requirements with additional jurisdictional requirements
including:

e Privacy Amendment (Notifiable Data Breaches) Act 2017 (Cth)
e FEducation Services for Overseas Students Act 2000 (Cth)

e Information Privacy Act 2014 (ACT)

e Privacy and Personal Information Protection Act 1998 (NSW)

e Information Act 2003 (NT)

e Information Privacy Act 2009 (QLD)

e Personal Information Protection Act 2004 (TAS)

e Privacy and Data Protection Act 2014 (VIC), and

e Privacy and Responsible Information Sharing Act 2024 (WA).

Australian Privacy Principles

The Celebrant Institute RTO manages personal information in an open and transparent way.
This is evident in the implementation of practices, procedures and systems we outline in this
policy, that ensure our compliance with the APPs and any binding registered APP code and
provide suitable procedures for The Celebrant Institute RTO personnel to be able to deal with
related inquiries and complaints that may be received from time to time.

The following sections of this policy outline how we manage personal information.

Australian Privacy Principle 1: Open and transparent management of personal information

Purposes for information collection, retention, use and disclosure

The Celebrant Institute RTO retains a record of personal information about all individuals with
whom we undertake any form of business activity. The Celebrant Institute RTO must collect,

hold, use and disclose information from our clients and stakeholders for a range of purposes,
including but not limited to:

e Providing services to clients,
e Managing employee and contractor teams,

e Promoting products and services,
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e Conducting internal business functions and activities, and
e Requirements of stakeholders.

As a government registered training organisation, regulated by the Australian Skills Quality
Authority, The Celebrant Institute RTO is required to collect, hold, use and disclose a wide
range of personal and sensitive information on students in nationally recognised training
programs. This information requirement is outlined in the National Vocational Education and
Training Regulator Act 2011 (Cth) and associated legislative instruments. In particular, the
legislative instruments include:

e Student Identifiers Act 2014 (Cth)

e National Vocational Education and Training Regulator (Outcome Standards for NVR
Registered Training Organisations) Instrument 2025 (Cth)

e National Vocational Education and Training Regulator (Compliance Standards for NVR
Registered Training Organisations and Fit and Proper Person Requirements) Instrument
2025 (Cth)

e Higher Education Support Act 2003 (Cth), and
e Data Provision Requirements 2020 (Cth).

It is noted that The Celebrant Institute RTO is also bound by various State Government Acts
requiring similar information collection, use and disclosure (particularly Education Act(s),
Vocational Education & Training Act(s) and Traineeship & Apprenticeships Act(s) relevant to
state jurisdictions of The Celebrant Institute RTO operations).

Individuals are advised that due to these legal requirements, The Celebrant Institute RTO
discloses information held on individuals for valid purposes to a range of entities including
governments (Commonwealth, State or Local) and services for data management.

Kinds of personal information collected and held

The following types of personal information are generally collected, depending on the need for
services delivery:

e Contact details,

e Employment details,

e Educational background,

e Demographic information,

e Course progress and achievement information, and
e Financial billing information.

The following types of sensitive information may also be collected and held:
e Identity details,

e Employee details and HR information,

e Complaint or issue information,

e Disability status and other individual needs,

e Indigenous status, and

e Background checks (such as National Criminal Checks or Working with Children checks).
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The Celebrant Institute RTO does not collect personal information of children because we do
not have any students under the age of 18.

How personal information is collected

The Celebrant Institute RTO’s usual approach to collecting personal information is to collect
any required information directly from the individuals concerned. This may include the use of
forms (such as registration forms, enrolment forms or services delivery records) and the use of
web-based systems (such as online enquiry forms, web portals or internal operating systems).

The Celebrant Institute RTO does receive solicited and unsolicited information from third party
sources in undertaking services delivery activities. This may include information from such
entities as governments (Commonwealth, State or Local) and background check providers.

How personal information is held

The Celebrant Institute RTO’s usual approach to holding personal information includes robust
storage and security measures at all times. Information is:

e Collected in electronic format,

e Stored in secure, password protected systems, such as the Xero financial system and the
aXcelerate learning management system and student management system, and

e Monitored for appropriate authorised use at all times.

Only authorised personnel are provided with login information to each system, with system
access limited to only those relevant to their specific role. The Celebrant Institute RTO ICT

systems are hosted internally with robust internal security to physical server locations and

server systems access. Virus protection, backup procedures and ongoing access monitoring
procedures are in place.

Individual information held across systems is linked through an The Celebrant Institute RTO
allocated identification humber for each individual.

Retention and destruction of information

Information is retained in password-protected systems indefinitely. In the event of our
organisation ceasing to operate, the required personal information on record for individuals
undertaking nationally recognised training with us would be transferred to the Australian Skills
Quality Authority, as required by law.

Automated decisions

The Celebrant Institute RTO does not use computer program(s) to make or do a thing that is
substantially and directly related to making decisions.

The Celebrant Institute RTO does use aXcelerate’s Al marking assistant to review short answer
responses, make suggestions about whether or not they meet the benchmark responses, and
generate draft feedback, but a human assessor is always responsible for making the final
assessment decision and providing feedback.

Accessing and seeking correction of personal information

The Celebrant Institute RTO confirms all individuals have a right to request access to their
personal information held and to request its correction at any time. In order to request access
to personal records, individuals are to make contact with The Celebrant Institute RTO CEO,
Sarah Aird, sarah@celebrantinstitute.edu.au
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A number of third parties, other than the individual, may request access to an individual’s
personal information. Such third parties may include employers, governments
(Commonwealth, State or Local) and various other stakeholders.

In all cases where access is requested, The Celebrant Institute RTO ensures that:
e Parties requesting access to personal information are robustly identified and vetted,

e Where legally possible, the individual to whom the information relates will be contacted to
confirm consent (if consent not previously provided for the matter), and

e Only appropriately authorised parties, for valid purposes, will be provided access to the
information.

Complaints about a breach of the APPs or a binding registered APP code

If an individual feels that The Celebrant Institute RTO may have breached one of the APPs or a
binding registered APP code, please refer to the Privacy Complaints Procedure below for further
information on what actions may be taken.

Likely overseas disclosures

The Celebrant Institute RTO confirms that individuals’ personal information is not disclosed to
overseas recipients, for any purpose.

Making our Privacy Policy available

The Celebrant Institute RTO provides our Privacy Policy free of charge, with all information
being publicly available on our website. In addition, this Privacy Policy is:

e Included within our Student Handbook,

e Noted within the text or instructions at all information collection points (such as informing
individuals during a telephone call of how the policy may be accessed, in cases where
information collection is occurring), and

e Available for distribution free of charge on request, as soon as possible after the request is
received, including in any particular format requested by the individual as is reasonably
practical.

If, in the unlikely event the Privacy Policy is not able to be provided in a particular format
requested by an individual, we will explain the circumstances around this issue with the
requester and seek to ensure that another appropriate method is provided.

Review and update of this Privacy Policy
The Celebrant Institute RTO reviews this Privacy Policy:

¢ On an ongoing basis, as suggestions or issues are raised and addressed, or as government
required changes are identified,

e As a part of any external audit of our operations that may be conducted by various
government agencies as a part of our registration as an RTO or in normal business
activities, and

e As a component of each and every complaint investigation process where the compliant is
related to a privacy matter.

Where this policy is updated, changes to the policy are widely communicated to stakeholders
through internal personnel communications, meetings, training and documentation, and
externally through publishing of the policy on The Celebrant Institute RTO’s website and other
relevant documentation (such as our Student Handbook) for clients.
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Australian Privacy Principle 2: Anonymity and pseudonymity

The Celebrant Institute RTO provides individuals with the option of not identifying themselves,
or of using a pseudonym, when dealing with us in relation to a particular matter, whenever
practical. This includes providing options for anonymous dealings in cases of general course
enquiries or other situations in which an individual’s information is not required to complete a
request.

Individuals may deal with us by using a name, term or descriptor that is different to the
individual’s actual name wherever possible. This includes using generic email addresses that
does not contain an individual’s actual name, or generic usernames when individuals may
access a public component of our website or enquiry forms.

The Celebrant Institute RTO only stores and links pseudonyms to individual personal
information in cases where this is required for services delivery (such as system login
information) or once the individual’s consent has been received.

Individuals are advised of their opportunity to deal anonymously or by pseudonym with us
where these options are possible.

Requiring identification

The Celebrant Institute RTO must require and confirm identification in services delivery to
individuals for nationally recognised course programs. We are authorised by Australian law to
deal only with individuals who have appropriately identified themselves. That is, it is a
Condition of Registration for all RTOs under the National Vocational Education and Training
Regulator Act 2011 that we identify individuals and their specific individual needs on
commencement of services delivery and collect and disclose Australian Vocational Education
and Training Management of Information Statistical Standard (AVETMISS) data on all
individuals enrolled in nationally recognised training programs. Other legal requirements, as
noted earlier in this policy, also require considerable identification arrangements.

There are also other occasions also within our services delivery where an individual may not
have the option of dealing anonymously or by pseudonym, as identification is practically
required for us to effectively support an individual’s request or need.

Australian Privacy Principle 3: Collection of solicited personal information

The Celebrant Institute RTO only collects personal information that is reasonably necessary for
our business activities.

We only collect sensitive information in cases where the individual consents to the sensitive
information being collected, except in cases where we are required to collect this information
by law, such as outlined earlier in this policy.

All information we collect is collected only by lawful and fair means. We only collect solicited
information directly from the individual concerned, unless it is unreasonable or impracticable
for the personal information to only be collected in this manner.

Australian Privacy Principle 4: Dealing with unsolicited personal information

The Celebrant Institute RTO may from time to time receive unsolicited personal information.
Where this occurs, we promptly review the information to decide whether or not we could have
collected the information for the purpose of our business activities. Where this is the case, we
may hold, use and disclose the information appropriately as per the practices outlined in this

policy.
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Where we could not have collected this information (by law or for a valid business purpose) we
immediately destroy or de-identify the information (unless it would be unlawful to do so).

Australian Privacy Principle 5: Notification of the collection of personal information

Whenever The Celebrant Institute RTO collects personal information about an individual, we
take reasonable steps to notify the individual of the details of the information collection or
otherwise ensure the individual is aware of those matters. This notification occurs at or before
the time of collection, or as soon as practicable afterwards.

Our notifications to individuals on data collection include:

e The Celebrant Institute RTO’s identity and contact details, including the position title,
telephone number and email address of a contact who handles enquiries and requests
relating to privacy matters,

e The facts and circumstances of collection such as the date, time, place and method of
collection, and whether the information was collected from a third party, including the
name of that party,

e If the collection is required or authorised by law, including the name of the Australian law
or other legal agreement requiring the collection,

e The purpose of collection, including any primary and secondary purposes,
e The consequences for the individual if all or some personal information is not collected,

o Other organisations or persons to which the information is usually disclosed, including
naming those parties,

e Whether we are likely to disclose the personal information to overseas recipients, and if so,
the names of the recipients and the countries in which such recipients are located.

e Alink to this Privacy Policy on our website or explanation of how it may be accessed, and

e Advice that this Privacy Policy contains information about how the individual may access
and seek correction of the personal information held by us, and how to complain about a
breach of the APPs, or any registered APP code, and how we will deal with such a
complaint.

Where possible, we ensure that the individual confirms their understanding of these details,
such as through signed declarations, website form acceptance of details, or in person through
questioning.

Collection from third parties

Where The Celebrant Institute RTO collects personal information from another organisation,
we:

¢ Confirm whether the other organisation has provided the relevant notice above to the
individual or whether the individual was otherwise aware of these details at the time of
collection, and

e If this has not occurred, we will undertake this notice to ensure the individual is fully
informed of the information collection.
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Australian Privacy Principle 6: Use or disclosure of personal information

The Celebrant Institute RTO only uses or discloses personal information it holds about an
individual for the particular primary purposes for which the information was collected, or
secondary purposes in cases where:

e An individual consented to a secondary use or disclosure,

e An individual would reasonably expect the secondary use or disclosure, and that is directly
related to the primary purpose of collection, or

e Using or disclosing the information is required or authorised by law.
Requirement to make a written note of use or disclosure for this secondary purpose

If The Celebrant Institute RTO uses or discloses personal information in accordance with an
‘enforcement related activity’ we will make a written note of the use or disclosure, including
the following details:

e The date of the use or disclosure,
e Details of the personal information that was used or disclosed,
e The enforcement body conducting the enforcement related activity,

e If the organisation used the information, how the information was used by the
organisation, and

e The basis for our reasonable belief that we were required to disclose the information.

Australian Privacy Principle 7: Direct marketing

The Celebrant Institute RTO does not use or disclose the personal information that it holds
about an individual for the purpose of direct marketing, unless:

e The personal information has been collected directly from an individual, and the individual
would reasonably expect their personal information to be used for the purpose of direct
marketing, or

e The personal information has been collected from a third party, or from the individual
directly, but the individual does not have a reasonable expectation that their personal
information will be used for the purpose of direct marketing, and

e We provide a simple method for the individual to request not to receive direct marketing
communications (also known as ‘opting out’).

On each of our direct marketing communications, The Celebrant Institute RTO provides a
prominent statement that the individual may request to opt out of future communications, and
how to do so. An individual may also request us at any stage not to use or disclose their
personal information for the purpose of direct marketing, or to facilitate direct marketing by
other organisations. We comply with any request by an individual promptly and undertake any
required actions for free.

We also, on request, notify an individual of our source of their personal information used or
disclosed for the purpose of direct marketing unless it is unreasonable or impracticable to do
S0.
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Australian Privacy Principle 8: Cross-border disclosure of personal information

Before The Celebrant Institute RTO discloses personal information about an individual to any
overseas recipient, we take reasonable steps to ensure that The Celebrant Institute RTO does
not breach any privacy matters in relation to that information.

Australian Privacy Principle 9: Adoption, use or disclosure of government related identifiers

The Celebrant Institute RTO does not adopt, use or disclose a government related identifier
related to an individual except:

e In situations required by Australian law or other legal requirements,
e Where reasonably necessary to verify the identity of the individual,

e Where reasonably necessary to fulfil obligations to an agency or a State or Territory
authority, or

e As prescribed by regulations.

Australian Privacy Principle 10: Quality of personal information

The Celebrant Institute RTO takes reasonable steps to ensure that the personal information it
collects is accurate, up-to-date and complete. We also take reasonable steps to ensure that
the personal information we use or disclose is, having regard to the purpose of the use or
disclosure, accurate, up-to-date, complete and relevant. This is particularly important:

e When we initially collect the personal information, and
e When we use or disclose personal information.

We take steps to ensure personal information is factually correct. In cases of an opinion, we
ensure information takes into account competing facts and views and makes an informed
assessment, providing it is clear this is an opinion. Information is confirmed up to date at the
point in time to which the personal information relates.

Quality measures in place supporting these requirements include:

e Internal practices, procedures and systems to audit, monitor, identify and correct poor
quality personal information (including training personnel in these practices, procedures
and systems),

e Protocols that ensure personal information is collected and recorded in a consistent format,
from a primary information source where possible,

e Ensuring updated or new personal information is promptly added to relevant existing
records,

e Providing individuals with a simple means to review and update their information on an on-
going basis through our online portal,

¢ Reminding individuals to update their personal information at critical services delivery
points (such as completion) when we engage with the individual,

e Contacting individuals to verify the quality of personal information where appropriate when
it is about to be used or disclosed, particularly if there has been a lengthy period since
collection, and

e Checking that a third party, from whom personal information is collected, has implemented
appropriate data quality practices, procedures and systems.

The Celebrant Institute RTO 22417
PO Box 7101 Glen Iris VIC 33146 | 0434 884 834 | training@celebrantinstitute.edu.au
CIRTO Cert IV in Celebrancy Student Handbook July 2025 | Page 29



Student Handbook

Australian Privacy Principle 11: Security of personal information

The Celebrant Institute RTO takes active measures to consider whether we are able to retain
personal information we hold, and also to ensure the security of personal information we hold.
This includes reasonable steps to protect the information from misuse, interference and loss,
as well as unauthorised access, modification or disclosure.

We destroy or de-identify personal information held once the information is no longer needed
for any purpose for which the information may be legally used or disclosed.

Access to The Celebrant Institute RTO offices and work areas is limited to our personnel only.
Visitors to our premises must be authorised by relevant personnel and are accompanied at all
times.

Regular personnel training and information bulletins are conducted with The Celebrant Institute
RTO personnel on privacy issues and how the APPs apply to our practices, procedures and
systems. Training is also included in our personnel induction practices.

We conduct ongoing internal audits (at least annually and as needed) of the adequacy and
currency of security and access practices, procedures and systems implemented.

Australian Privacy Principle 12: Access to personal information

Where The Celebrant Institute RTO holds personal information about an individual, we provide
that individual access to the information on their request. In processing requests, we:

e Ensure through confirmation of identity that the request is made by the individual
concerned, or by another person who is authorised to make a request on their behalf,

e Respond to a request for access:

o Within 14 calendar days, when notifying our refusal to give access, including
providing reasons for refusal in writing, and the complaint mechanisms available to
the individual, or

o Within 30 calendar days, by giving access to the personal information that is
requested in the manner in which it was requested.

e Provide information access free of charge

Australian Privacy Principle 13: Correction of personal information

The Celebrant Institute RTO takes reasonable steps to correct personal information we hold, to
ensure it is accurate, up-to-date, complete, relevant and not misleading, having regard to the
purpose for which it is held.

Individual requests
On an individual’s request, we:
e Correct personal information held, and

e Notify any third parties of corrections made to personal information, if this information was
previously provided to these parties.

In cases where we refuse to update personal information, we:

e Give a written notice to the individual, including the reasons for the refusal and the
complaint mechanisms available to the individual,
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Upon request by the individual whose correction request has been refused, take reasonable
steps to associate a statement with the personal information that the individual believes it
to be inaccurate, out-of-date, incomplete, irrelevant or misleading,

Respond within 14 calendar days to these requests, and

Complete all actions free of charge.

Correcting at The Celebrant Institute RTO'’s initiative

We take reasonable steps to correct personal information we hold in cases where we are
satisfied that the personal information held is inaccurate, out-of-date, incomplete, irrelevant or
misleading (that is, the information is faulty). This awareness may occur through collection of
updated information, in notification from third parties or through other means.

Request for records access

Individuals or third parties may at any stage request access to records held by The Celebrant
Institute RTO relating to their personal information. The following procedure is followed on
each individual request for access:

1. A request for access is provided by the requester, with suitable information provided to be

able to:
a. Identify the individual concerned,
b. Confirm their identity, and
c. Identify the specific information that they are requesting access to.

This request may be in any form, or preferably using The Celebrant Institute RTO’s Records
Access or Update Request Form.

2. Upon receiving a request for access, The Celebrant Institute RTO then:

a. Confirms the identity of the individual or party requesting access,

b. Confirms that this individual or party is appropriately authorised to receive the
information requested,

c. Searches the records that we possess or control to assess whether the requested
personal information is contained in those records, and

d. Collates any personal information found ready for access to be provided.
Confirming identity

The Celebrant Institute RTO personnel must be satisfied that a request for personal
information is made by the individual concerned, or by another person who is authorised to
make a request on their behalf. The minimum amount of personal information needed to
establish an individual’s identity is sought, which is generally an individual’s name, date of
birth, last known address and signature.

When meeting the requesting party in person, identification may be sighted.

If confirming details over a telephone conversation, questions regarding the individual’s
name, date of birth, last known address or service details must be confirmed before
information is provided.

Once identity and access authorisation is confirmed, and personal information is collated,
access is provided to the requester within 30 calendar days of receipt of the original
request. We will provide access to personal information in the specific manner or format

The Celebrant Institute RTO 22417
PO Box 7101 Glen Iris VIC 33146 | 0434 884 834 | training@celebrantinstitute.edu.au
CIRTO Cert IV in Celebrancy Student Handbook July 2025 | Page 31



Student Handbook

requested by the individual, wherever it is reasonable and practicable to do so, free of
charge.

Where the requested format is not practical, we consult with the requester to ensure a
format is provided that meets the requester’s needs.

4. 1If the identity or authorisation access cannot be confirmed, or there is another valid reason
why The Celebrant Institute RTO is unable to provide the personal information, refusal to
provide access to records will be provided to the requester, in writing. Our notification will
include reason(s) for the refusal, and the complaint mechanisms available to the individual.
Such notifications are provided to the requester within 30 calendar days of receipt of the
original request.

Request for records update

Individuals or third parties may at any stage request that their records held by The Celebrant
Institute RTO relating to their personal information be updated. The following procedure is
followed on each individual request for records updates:

1. A request for records update is provided by the requester, with suitable information
provided to be able to:

a. Identify the individual concerned,
b. Confirm their identity, and
c. Identify the specific information that they are requesting be updated on their records.

This request may be in any form, or preferably using The Celebrant Institute RTO’s Records
Access or Update Request Form.

2. Upon receiving a request for records update, The Celebrant Institute RTO then:
a. Confirms the identity of the individual or party to whom the record relates,

b. Searches the records that we possess or control to assess whether the requested
personal information is contained in those records, and

c. Assesses the information already on record, and the requested update, to determine
whether the requested update should proceed.

Assessing update

The Celebrant Institute RTO personnel assess the relevant personal information we hold,
and the requested updated information, to determine which version of the information is
considered accurate, up-to-date, complete, relevant and not misleading, having regard to
the purpose for which it is held.

This may include checking information against other records held by us, or within
government databases, in order to complete an assessment of the correct version of the
information to be used.

3. Once identity and information assessment is confirmed, personal information is:
a. Updated, free of charge, within 14 calendar days of receipt of the original request, and

b. Notified to any third parties of corrections made to personal information, if this
information was previously provided to these parties.

4. If the identity of the individual cannot be confirmed, or there is another valid reason why
The Celebrant Institute RTO is unable to update the personal information, refusal to update
records will be provided to the requester in writing, free of charge, within 14 calendar days.
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Our notification will include the reasons for the refusal and the complaint mechanisms
available to the individual.

5. Upon request by the individual whose correction request has been refused, we will also
take reasonable steps to associate a ‘statement’ with the personal information that the
individual believes it to be inaccurate, out-of-date, incomplete, irrelevant or misleading.
This statement will be applied, free of charge, to all personal information relevant across
The Celebrant Institute RTO systems within 30 calendar days of receipt of the statement
request.

Privacy complaints

If an individual feels that The Celebrant Institute RTO has breached its obligations in the
handling, use or disclosure of their personal information, they may raise a complaint. We
encourage individuals to discuss the situation with their The Celebrant Institute RTO
representative in the first instance, before making a complaint.

The complaints handling process is as follows:

1. The individual should make the complaint including as much detail about the issue as
possible, in writing to The Celebrant Institute RTO: Sarah Aird, CEO,
sarah@celebrantinstitute.edu.au

2. The Celebrant Institute RTO will investigate the circumstances included in the complaint
and respond to the individual as soon as possible (and within 30 calendar days) regarding
its findings and actions following this investigation.

3. After considering this response, if the individual is still not satisfied, they may escalate their
complaint directly to the Information Commissioner for investigation:

Office of the Australian Information Commissioner | www.oaic.gov.au | 1300 363 992

When investigating a complaint, the OAIC will initially attempt to conciliate the complaint,
before considering the exercise of other complaint resolution powers.

4. Alternatively, if the complaint relates to a non-privacy matter, or should individuals choose
to do so, a complaint may also be lodged with the ASQA complaints handing service for
complaints against RTOs:

Australian Skills Quality Authority | www.asga.gov.au | 1300 701 801

Monitoring and evaluation
The Celebrant Institute RTO monitors and evaluates privacy processes to ensure effectiveness.

A process of performance monitoring, evaluation, and reporting has been established and
implemented.

The organisation continually improves the effectiveness and efficiency of processes. Process
performance and outcomes are regularly audited to identify and remove causes of existing and
potential problems, as well as to uncover any opportunities for improvement.

Please refer to the Quality Policy for further information on the monitoring and evaluation
process.
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Complaints policy

Purpose

The purpose of this policy is to ensure that all complaints raised by students, personnel, and
other stakeholders are handled in a fair, transparent, and consistent manner. The policy aims
to promote a culture of integrity and continuous improvement.

Application

This policy applies to all complaints received from students, personnel, industry partners, and
other stakeholders regarding the services, operations, or conduct of the organisation. This
policy and processes implemented are aligned to requirements outlined in ISO 10002:2018
Quality management - Customer satisfaction — Guidelines for complaints handling in
organizations.

Policy statement

The organisation is committed to providing a safe, supportive, and high-quality environment
for all stakeholders. All complaints will be managed professionally, confidentially, and in
accordance with the principles of natural justice, ensuring that complainants and respondents
are treated fairly and respectfully.

Rationale

The Celebrant Institute RTO ensures that students, personnel, and stakeholders are made
aware of the feedback and complaints processes through multiple accessible channels.
Information on these processes is clearly outlined in The Celebrant Institute RTO Student
Handbook, organisational website, and enrolment documents.

The Celebrant Institute RTO's complaints management system is designed to reflect the
principles of fairness, timeliness, and effectiveness. Complaints are handled by unbiased
personnel to ensure impartiality, and complainants are given the opportunity to present their
case without fear of repercussions. A triage system is in place to prioritise complaints based on
urgency and complexity, ensuring timely responses. Acknowledgements of receipt and updates
on progress are provided regularly to maintain transparency. All complaints are resolved with
procedural fairness, respecting the rights of all parties involved. Clear guidelines, training for
personnel, and accountability measures, such as tracking complaints in the Complaints
Register, ensure consistency and professionalism.

The outcomes of complaints are systematically analysed to identify trends, root causes, and
opportunities for improvement. Substantiated complaints result in corrective actions that are
documented in the Continuous Improvement Register, and relevant policies, procedures,
or practices are updated accordingly. The Celebrant Institute RTO conducts regular audits of
the complaints handling process to assess its effectiveness and make adjustments as needed.
Feedback from complaints is also used to inform strategic planning, risk management, and
resource allocation, contributing to a culture of continuous improvement.

Guiding Principles

The Celebrant Institute RTO’s complaints process and appeals process (refer Appeals Policy)
reflects the fourteen (14) guiding principles as outlined in ISO 10002:2018.
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Commitment

The organisation is actively committed to defining and implementing a
complaints-handling process.

Capacity Sufficient resources are made available for and committed to complaints
handling and are managed effectively and efficiently.
Transparency The complaints-handling process is communicated to customers,

personnel and other relevant interested parties. Individual complainants
are provided with adequate information about the handling of their
complaint.

Accessibility

The complaints-handling process is easily accessible to all complainants.
Information is made available on the details of making and resolving
complaints. The complaints-handling process and supporting information
is easy to understand and use. The information is in clear language.

Information and assistance in making a complaint is made available, in
whatever languages or formats that services are offered or provided in,
including alternative formats, such as large print, Braille, or audiotape
where requested, so that no complainants are disadvantaged.

Responsiveness

The organisation addresses the needs and expectations of customers
with respect to complaints handling.

Objectivity Each complaint is addressed in an equitable, objective and unbiased
manner through the complaints-handling process. Please refer to the
principles of objectivity below for further information.

Charges Access to the complaints-handling process is free of charge to the

complainant.

Information
integrity

The organisation ensures that the information about its complaints
handling is accurate and not misleading, and that data collected are
relevant, correct, complete, meaningful and useful.

Confidentiality

Personally identifiable information concerning the complainant is
available where needed, but only for the purposes of addressing the
complaint within the organisation and is actively protected from
disclosure, unless the customer or complainant expressly consents to its
disclosure or disclosure is required by law.

Customer-
focused
approach

The organisation adopts a customer-focused approach with respect to
handling complaints and is open to feedback.

Accountability

The organisation has established and maintains accountability for, and
reporting on, the decisions and actions with respect to complaints
handling.

Improvement

Increased effectiveness and efficiency of the complaints-handling
process is a permanent objective of the organisation.
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Competence Organisation personnel have the personal attributes, skills, training,
education and experience necessary to handle complaints.

Timeliness Complaints are handled as expeditiously as feasible given the nature of
the complaint and of the process used.

The Celebrant Institute RTO complaints process is free, and easily available, to manage and
respond to allegations involving the conduct of:

e The Celebrant Institute RTO, its trainers, assessors or other personnel, or

e A student of The Celebrant Institute RTO.

Objectivity

The Celebrant Institute RTO is committed to the principles for objectivity in the complaints-
handling process.

Openness Well publicised, accessible, and understood by those involved in a
complaint. The process is clear and well publicised so that both personnel
and complainants can follow.

Impartiality Avoiding any bias in dealing with the complainant, the person complained
against, or the organisation. The process is designed to protect the person
complained against from any biased treatment. Emphasis is placed on
solving the problem and not on assigning blame. If a complaint is made
about personnel, the investigation is carried out independently.

Confidentiality | The process is designed to protect the complainant’s identity, as far as is
reasonably possible. This aspect is very important to avoid deterring
possible complaints from people who might be afraid that giving details
could lead to inconvenience or discrimination.

Accessibility The organisation allows the complainant access to the complaints-
handling process at any reasonable point or time. Information about the
complaints process is readily available in clear language and in formats
accessible to all complainants.

When a complaint affects different supply chain participants, a plan to
coordinate a joint response is made. The process allows any information
arising from the complaints to be known by any suppliers of the
organisation that are concerned by the complaint so that they are able to
make improvements.

Completeness | Finding out the relevant facts, talking to people from both sides involved
in the complaint to establish a common ground, and verifying
explanations, whenever possible.

Equitability Giving equal treatment to all people.

Sensitivity Each case is considered on its merits, paying due care to individual
differences, and needs and expectations.
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Objectivity for Personnel

Complaints-handling procedures ensure that those complained against are treated objectively.
This includes:

e Informing them immediately and completely on any complaint about their performance.

e Giving them the opportunity to explain the circumstances and allowing them appropriate
support.

e Keeping them informed of the progress in the investigation of the complaint and the result.

It is vital that those against whom a complaint has been made are given full details of the
complaint before they are interviewed. However, confidentiality should be observed.

The Celebrant Institute RTO personnel are reassured that they are supported by the process.
Personnel are encouraged to learn from the complaints-handling experience and to develop a
better understanding of the complainant perspectives.

The complaints-handling process ensures confidentiality in the case of complaints against
personnel. The details of such complaints are known only by those directly concerned.

Complaints process approach

The Celebrant Institute RTO is open to receiving feedback and complaints and ensures
information about how to provide feedback and make complaints is publicly available and
easily accessible, including via The Celebrant Institute RTO Student Handbook and website.

The organisation takes a best practice approach that:

o Fostering a receptive, blame-free culture that is open to feedback and improvement.
e Ensures there is no detriment to people who complain.

e Makes it easy and accessible for people to provide feedback and make complaints.

Students are supported to provide feedback and make complaints. Allowing students to easily
engage with the personnel of The Celebrant Institute RTO about any concerns they have can
stop minor issues becoming larger. There are a range of avenues through which complaints
can be made. This includes in person made directly to The Celebrant Institute RTO
representatives, via phone or in writing via email.

The organisation actively seeks to remove any barriers to making complaints and any fear of
repercussions to the complainant.

Complaints are handled impartially, with respect for all parties involved, reflecting procedural
fairness and natural justice.

The Celebrant Institute RTO personnel are well trained and supported to manage complaints,
acknowledging promptly and providing timely responses.

Complaints are resolved without unnecessary delay. The Celebrant Institute RTOs recognises
that some complaints may require more urgent attention than others, and that some
complaints may take longer to resolve than others. The Celebrant Institute RTO’s process
includes triaging complaints where needed.

The organisation communicates transparently with stakeholders about the expected
timeframes for acknowledging, resolving and communicating the outcomes of complaints. In
any situation where timeframes are not being met (because the complaint is taking longer to
resolve than anticipated) The Celebrant Institute RTO maintains regular contact with the
complainant including to explain any delays.
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All complaints are handled by an unbiased person.

The Celebrant Institute RTO ensures the privacy of complainants, and the confidentiality of
information included in a complaint.

Reflecting the principles of natural justice and procedural fairness, both the complainant(s) and
the subject(s) of each complaint are given an opportunity to be heard and to provide relevant
information before a decision is made.

The Celebrant Institute RTO Chief Executive Officer has overall responsibility for managing
complaints and communicating their value to the organisation. The Celebrant Institute RTO
ensures:

e Personnel at all levels understand and comply with complaints management policies and
procedures,

e Personnel have received appropriate guidance, training and support to handle complaints,

e Students are directed to the complaints process and supported to lodge complaints when
they experience a problem or have an issue, and

e Personnel performance is monitored to ensure complaints are handled properly and
appropriate remedies are provided.

The Celebrant Institute RTO maintains a student complainant’s enrolment during any
complaint process.
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Complaint, grievance and dispute resolution procedure

Complaints Handling Flowchart
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Escalation Flowchart
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The following complaints handling framework has been implemented for any stakeholder
raising a complaint or issue. This procedure applies to all complaints, including those about:

Academic matters from students,
Non-academic matters from students, and

Non-academic matters from persons seeking to enrol with The Celebrant Institute RTO in a
VET course or unit of study.

No fees are applicable or levied to the student or other complainant for any stage of the
complaints process.

1.

In the first instance the complainant should discuss the matter with the personnel member
or responsible person concerned. Where this is not considered appropriate then the
complainant is encouraged to discuss the matter with The Celebrant Institute RTO CEO.

If the complainant is satisfied with the outcome of the discussion, it would mean that the
matter is resolved.

Any stakeholder may submit a formal complaint to The Celebrant Institute RTO, preferably
using the Complaint Form, but also by phone or email. Complaints information captured
includes:

e Submission date of complaint,

¢ Name of complainant,

e Nature of complaint,

e Date of the event / activity which lead to the complaint,

e The products and services or related organisation practices complained about,
e A description of the complaint and relevant supporting data,

e Any other relevant information or attachments (if applicable),

e The requested remedy,

¢ Immediate action taken (if any), and

e The due date for a response.

All stages of the complaints process are documented. Complaints may be lodged via
various channels including via telephone and via email.

All complaints are immediately recorded in The Celebrant Institute RTO Complaints
Register.

The Celebrant Institute RTO commences processing of complaints as soon as practicable
and within two (2) business days of a complaint being made and finalises the outcome as
soon as practicable, preferably on the first contact if the complaint is straightforward.
Complaints are assessed on a risk-based approach to assign them priority, considering
items such as severity, safety implication, complexity, impact, and the need and possibility
of immediate action. Personnel are alert in particular to the needs of students who are
vulnerable or require special assistance.

Simple complaints may be easily addressed by the personnel who has received the
complaint. More complex complaints are allocated to The Celebrant Institute RTO Chief
Executive Officer. Serious complaints are immediately reported to The Celebrant Institute
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RTO Chief Executive Officer, who may allocate alternate or additional resourcing to the
investigation and processing of the complaint.

4. The Celebrant Institute RTO acknowledges receipt of complaints in writing immediately, as
soon as practicable, and:

e Arranges a suitable time if needed to discuss the complaint,
e Advises complainants of expected timeframes, and

e Gives complainants the contact details of the allocated contact person they can speak
to about their complaint.

5. The Celebrant Institute RTO CEO investigates complaints. Investigations are expected to be
resolved, and decisions made on the complaint, as soon as practicable and within twenty
(20) working days of the complaint being received in writing.

Complainants are given an opportunity to formally present their case at no cost and be
accompanied and assisted by a support person at any relevant meetings.

An up-to-date status is made available to the complainant upon request and at regular
intervals.

Decisions and outcomes of all complaints are merit-based decisions that consider all
available evidence. The Celebrant Institute RTO ensures complaints are considered with an
open mind and without bias arising from any past issues with the complainant.

Issues raised in complaints are analysed to determine cause(s) and the root cause evident.

6. Complainants are advised on the outcome of complaints in writing, including detailed
reason(s) for the outcome, explanations for decisions and remedies where appropriate.

The organisation ensures appropriate responses to complaints are provided promptly,
addressing the needs and expectations of complainants while aligning with organisational
policies and legal obligations.

Responses are designed to resolve the complaint effectively and prevent recurrence where
applicable.

Types of Responses

Depending on the nature and severity of the complaint, the organisation’s responses may
include, but are not limited to:

e Issuing refunds where justified.

e Providing replacements for faulty or unsatisfactory products/services.

e Conducting repairs or rework to address service/product issues.

e Offering substitute products or services.

e Delivering technical assistance to resolve specific concerns.

e Sharing information to clarify the issue and its resolution.

e Making referrals to relevant personnel, departments, or external parties.
e Providing financial assistance where appropriate.

e Offering other assistance as deemed necessary.

e Awarding compensation for damages or inconvenience caused.

e Issuing an apology to acknowledge the organisation’s responsibility.
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Offering a goodwill gift or token as a gesture of sincerity.

Implementing changes to products, services, processes, policies, or procedures based

on the complaint.

Implementation Considerations

The organisation will take into account the following when deciding on and implementing
responses:

Addressing all aspects of the complaint comprehensively to ensure resolution.

Conducting follow-ups where appropriate to confirm complainant satisfaction and
resolution effectiveness.

Determining if it is suitable to extend remedies to others who might have been similarly

affected but did not file formal complaints.

Ensuring the level of authority required for approving various types of responses.

Ensuring the dissemination of information about the response to relevant personnel for
proper action and future prevention.

Response Authorisations

Response Type

Approval Level
Required

Notes

Refunds

Chief Executive
Officer

Refunds require Chief Executive Officer
approval.

Replacement of
products

Chief Executive
Officer

Ensure replacement aligns with warranty or
return policies.

Repair/rework

Chief Executive
Officer

Repairs/rework require written approval
from the Chief Executive Officer.

Substitutes

Chief Executive
Officer

Substitutes must be of equal or greater
value than the original product/service.

Technical assistance

Chief Executive
Officer

No additional approval required for
standard technical assistance requests.

Information
requests

Chief Executive
Officer

Information shared must comply with
privacy and confidentiality policies.

Referral to external
parties

Chief Executive
Officer

Ensure referral agreements are in place
before providing details to external parties.

Financial assistance

Chief Executive
Officer

Any assistance requires Chief Executive
Officer approval.

Other assistance

Chief Executive
Officer

Assistance must align with organisational
policy and available resources.
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Response Authorisations
Response Type Approval Level Notes
Required
Compensation Chief Executive Compensation claims require Chief
Officer Executive Officer approval.
Apology Chief Executive Standard apologies can be issued;
Officer escalations require Supervisor approval.
Goodwill gift or Chief Executive Gifts require Chief Executive Officer
token Officer approval.
Policy/process Chief Executive Significant changes require consultation
changes Officer and formal approval by the Chief Executive
Officer.

All approvals must be recorded in the Complaints Register, including the name and
role of the approver.

This procedure ensures all responses are effectively authorised, documented,
communicated effectively to the complainant, and aligned with the overall complaints-
handling framework.

With this notification, all complainants receive information on how they can progress
their compliant if still unhappy.

If a complainant is not satisfied with the outcome, they may appeal the decision.
Please refer to the Appeals Policy for further information.

The Celebrant Institute RTO securely maintain records of all details of the complaints process
and retains evidence of all documentation relevant. Each complaint and its outcome is
recorded via the Complaints Register.

Complaints processing delays

If at any stage The Celebrant Institute RTO considers more than twenty (20) working days are
required to process and finalise a complaint, The Celebrant Institute RTO:

e Informs the complainant in writing, including reasons why more time is required, and
e Regularly updates the complainant on the progress of the matter.

The Celebrant Institute RTO retains records of all complaints and grievances for a period of at
least ten (10) years, allowing parties to the complaint or grievance appropriate access to these
records.

Complaints key contacts

If a complainant is not satisfied with the resolution of a complaint, they may seek further
assistance from the Australian Skills & Quality Authority (ASQA), www.asga.com.au, 1300 701
801.
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Improvement actions

The Celebrant Institute RTO is committed to take appropriate action in any case where a
complaint is substantiated. In cases where a complaint is upheld, The Celebrant Institute RTO
endeavours to identify the root cause of the complaint and takes appropriate action to prevent
the situation happening again.

All improvement actions arising from complaints are raised via a Continuous Improvement
Record. The Celebrant Institute RTO maintains a Continuous Improvement Register for
recording the receipt and management of improvement records.

The Celebrant Institute RTO:
e Regularly analyses complaints to identify trends and any further improvements needed,

e Audits the complaints process on an annual basis to assess its effectiveness and improve
the complaints process as needed.

Please refer to the Quality Policy for further information on the continuous improvement
process.

Monitoring and evaluation

The Celebrant Institute RTO monitors and evaluates the complaints handling process to ensure
complaints are handled objectively.

A process of performance monitoring, evaluation, and reporting has been established and
implemented.

The organisation continually improves the effectiveness and efficiency of processes. Process
performance and outcomes are regularly audited to identify and remove causes of existing and
potential problems, as well as to uncover any opportunities for improvement.

Please refer to the Quality Policy for further information on the monitoring and evaluation
process.

Appeals policy

Purpose

The purpose of this policy is to ensure that all appeals raised by students, personnel, or other
stakeholders regarding decisions made by the organisation are managed fairly, transparently,
and consistently. The appeals process is designed to uphold the principles of natural justice
and ensure that all parties are treated equitably.

Application

This policy applies to all appeals relating to decisions made by the organisation, including but
not limited to:

e Application outcomes.
e Assessment outcomes.
e Disciplinary actions.

e Complaints resolution outcomes.
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Policy statement

This policy and processes implemented are aligned to requirements outlined in ISO
10002:2018 Quality management - Customer satisfaction — Guidelines for complaints handling
in organizations.

Rationale

The Celebrant Institute RTO ensures that students, personnel, and stakeholders are made
aware of the appeals process through various accessible and transparent communication
channels. Information about the appeals process is prominently featured in The Celebrant
Institute RTO Student Handbook, organisational website, and enrolment materials.

The Celebrant Institute RTO’s appeals management system is designed to uphold fairness,
timeliness, and effectiveness through a structured and impartial process. Appeals are handled
by unbiased personnel who are independent of the original decision being reviewed. The
process ensures that appellants have an opportunity to formally present their case and are
supported by clear communication and transparent timelines. Appeals are acknowledged
promptly, and stakeholders are regularly updated on the progress of their appeals. Decisions
are merit-based, considering all available evidence, and the process adheres to the principles
of natural justice and procedural fairness. Additionally, all appeals are documented in the
Appeals Register to maintain accountability and consistency.

The Celebrant Institute RTO systematically analyses appeals outcomes to identify trends, root
causes, and areas for improvement. Substantiated appeals are documented in the Continuous
Improvement Register, and corrective actions are implemented to prevent recurrence.
Outcomes of appeals inform policy and procedural updates, ensuring alignment with best
practices and stakeholder expectations. Regular audits of the appeals process are conducted to
assess its effectiveness and identify further opportunities for refinement. Feedback from
appeals also informs resource allocation, risk management, and strategic planning,
contributing to the organisation’s culture of continuous improvement.

Approach

The Celebrant Institute RTO’s appeals process reflects the fourteen (14) guiding principles as
outlined in ISO 10002:2018 (refer Complaints Policy).

The Celebrant Institute RTO is committed to providing a fair and transparent appeals process
that allows individuals to seek a review of decisions that directly affect them. All appeals are
managed in a timely, impartial, and confidential manner.

The Celebrant Institute RTO’s appeals process reflects the following key expectations:

e Right to appeal. All stakeholders have the right to lodge an appeal if they believe a decision
was unfair or incorrect.

e Accessibility. The appeals process is easily accessible and user-friendly.

e Transparency and procedural fairness. Appeals are handled impartially, with a clear process
and open communication at all stages.

e Timeliness. Appeals are acknowledged and resolved promptly, with clear timeframes
communicated to all parties.

e Continuous improvement. Outcomes of appeals inform continuous improvement within the
organisation.
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Stakeholders are informed about avenues for appeal with information about how to make an
appeal publicly available and easily accessible, including via The Celebrant Institute RTO
Student Handbook and website.

Grievances or issues not pertaining to decisions made by the organisation should be referred
to The Celebrant Institute’s complaints process.

Grounds for an appeal
Appeals may be considered valid and accepted for review under the following grounds:

e Procedural fairness or irregularity. Where it is believed that the original decision was made
without following established procedures or policies, resulting in an unfair or biased
outcome.

¢ New evidence. When new, relevant evidence becomes available that was not considered
during the original decision-making process, and this evidence has the potential to affect
the outcome.

e Incorrect or unjust application of policies or standards. If it is believed that the policies,
procedures, or standards were incorrectly applied or interpreted, leading to an unjust
decision.

e Bias or conflict of interest. If there is evidence of bias, discrimination, or a conflict of
interest by the person(s) involved in making the original decision.

e Assessment outcome disputes. When a student believes that an assessment decision was
unfair, inconsistent with assessment criteria, or not conducted in accordance with the
organisation’s assessment policies and standards.

e Severity of outcome or penalty. If the appellant believes the outcome or penalty applied
was disproportionate, harsh, or unreasonable in relation to the situation.

These grounds ensure that appeals are raised on legitimate and substantive bases, supporting
the organisation’s commitment to fairness, transparency, and continuous improvement.

The Celebrant Institute RTO’s appeals process is free, easily accessible and facilitates requests
for a review of decisions, including assessment decisions, made by The Celebrant Institute RTO
or a third-party representative providing services on The Celebrant Institute RTO’s behalf.

The appeals process follows the principles of natural justice and procedural fairness by allowing
anyone subject to a decision by The Celebrant Institute RTO, or anyone who has allegations
made against them, to tell their side of the story before a decision is made.

The Celebrant Institute RTO maintains a student appellant’s enrolment during any appeal
process.

The Celebrant Institute RTO’s process ensures that the decision-maker is independent of the
decision being reviewed (for example, an assessor does not consider or decide an appeal
against an assessment decision they made).

Appeal and dispute resolution procedure

1. Before making a formal appeal, individuals are encouraged to discuss the matter with the
relevant The Celebrant Institute RTO personnel in an effort to reach a shared
understanding of the matter and agreement.

If a stakeholder is still unhappy, they may lodge a formal appeal in writing to The Celebrant
Institute RTO Chief Executive Officer using the Appeals Form.
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2.

Any stakeholder may submit a formal appeal to The Celebrant Institute RTO about a
decision. Information captured on the Appeals Form includes:

e Submission date of appeal,

¢ Name of appellant,

e Nature of appeal,

e Date of the event / activity which lead to the appeal,

e The products and services or related organisation practices relevant,

e A description of the appeal and relevant supporting data,

e Any other relevant information or attachments (if applicable),

e The requested remedy,

¢ Immediate action taken (if any), and

e The due date for a response.

All stages of the appeals process are documented. Appeals must be lodged via email.
All appeals are immediately recorded in The Celebrant Institute RTO Appeals Register.

The Celebrant Institute RTO commences processing of appeals as soon as practicable and
within five (5) business days of an appeal being made and finalises the outcome as soon as
practicable.

Appeals are allocated to The Celebrant Institute RTO Chief Executive Officer, who may
allocate alternate or additional resourcing to the investigation and processing of the appeal.

The Celebrant Institute RTO acknowledges receipt of appeals in writing immediately, as
soon as practical, and:

e Arranges a suitable time if needed to discuss the appeal,
e Advises appellants of expected timeframes, and

e Gives appellants the contact details of the allocated contact person they can speak to
about their appeal.

An up-to-date status is made available to the appellant upon request and at regular
intervals.

Appeal investigations are expected to be resolved, and decisions made on the appeal as
soon as practical and within twenty (20) working days of the appeal being received in
writing.

Appellants are given an opportunity to formally present their case at no cost and be
accompanied and assisted by a support person at any relevant meetings.

Decisions and outcomes of all appeals are merit-based decisions that consider all available
evidence. The Celebrant Institute RTO ensures appeals are considered with an open mind
and without bias arising from any past issues with the appellant.

Issues raised in appeals are analysed to determine cause(s) and the root cause evident.

Appellants are advised of the outcome of the appeal in writing, including detailed reasons
for the outcome. With this notification, appellants also receive information on how they can
progress their appeal if still unhappy.
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If an appellant, on receiving written advice on the initial appeal, is still unhappy they may
escalate the appeal for independent external review. Escalated appeals are to include the
following information:

e Submission date of appeal,

¢ Name of appellant,

e Nature of appeal,

e Reasons why the appellant is not satisfied with the outcome of the original appeal, and
e Any other relevant information or attachments (if applicable).

8. The Celebrant Institute RTO Chief Executive Officer acknowledges receipt of escalated
appeals in writing as soon as possible and within five (5) working days of receipt of the
appeal.

The Celebrant Institute RTO acknowledges the need for an appropriate independent party
to be appointed to review a matter where this is requested by the appellant and the
internal processes have failed to resolve the matter.

Complainants and appellants can find an appropriate independent party by calling the
Resolution Institute on 02 9251 3366 or by searching the following directory, according to
their locality and area of concern: https://www.resolution.institute/australian-directory.
Costs associated with independent parties to review a matter must be covered by the
appellant unless the decision to include an independent party was made by The Celebrant
Institute RTO.

The Celebrant Institute RTO may also appoint the independent party to be involved in the
resolution of an appeal where it is deemed necessary.

The Celebrant Institute RTO will provide complete cooperation with the external mediator
investigating the appeal and will be bound by the recommendations arising out of this
process.

The CEO will ensure that any recommendations made are implemented within twenty (20)
days of being notified of the recommendations. The appellant will also be formally notified
in writing of the outcome of the mediation.

Investigations are expected to be resolved, and decisions made on the appeal as soon as
practical and within twenty (20) working days of the escalated appeal being received in
writing.

Appellants are advised on the outcome of appeals in writing, including detailed reason(s)
for the outcome, explanations for decisions and remedies where appropriate.

The Celebrant Institute RTO securely maintain records of all details of the appeals process
and retains evidence of all documentation relevant. Each appeal and its outcome is
recorded via the Appeals Register.

Appeals processing delays

If at any stage The Celebrant Institute RTO considers more than twenty (20) working days are
required to process and finalise an appeal, The Celebrant Institute RTO.

e Informs the appellant in writing, including reasons why more time is required, and

e Regularly updates the appellant on the progress of the matter.
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The Celebrant Institute RTO retains records of all appeals for a period of at least ten (10)
years, allowing parties to the appeal access to these records.

Improvement actions

The Celebrant Institute RTO is committed to take appropriate action in any case where an
appeal is upheld. In cases where an appeal is upheld, The Celebrant Institute RTO endeavours
to identify the root cause of the matter that was appealed and takes appropriate action to
prevent the situation happening again.

All improvement actions arising from appeals are raised via a Continuous Improvement
Form. The Celebrant Institute RTO maintains a Continuous Improvement Register for
recording the receipt and management of improvement records.

The Celebrant Institute RTO:
e Regularly analyses appeals to identify trends and any further improvements needed,

e Audits the appeals process on an annual basis to assess its effectiveness and improve the
appeals process as needed.

Please refer to the Quality Policy for further information on the continuous improvement
process.

Monitoring and evaluation
The Celebrant Institute RTO monitors and evaluates the appeals process to ensure appeals are
handled objectively.

A process of performance monitoring, evaluation, and reporting has been established and
implemented.

The organisation continually improves the effectiveness and efficiency of processes. Process
performance and outcomes are regularly audited to identify and remove causes of existing and
potential problems, as well as to uncover any opportunities for improvement.

Please refer to the Quality Policy for further information on the monitoring and evaluation
process.

Legislation and you

As a student, you have both rights and responsibilities under applicable legislation.

Workplace Health and Safety

Under the Workplace Health and Safety Act 2011, The Celebrant Institute RTO must provide a
safe environment for both staff and students, as well as providing information to staff and
students in relation to health and safety and welfare. The Celebrant Institute RTO has policies
and procedures in place to ensure your safety and on commencement of your course you will
be provided with information about health and safety.

As a student you also have a responsibility to follow instructions and rules and to behave in
ways that are safe and do not endanger the health and safety of others. Always ensure that
you:

e Immediately report hazards to your trainer/assessor.
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e Seek assistance from a member of staff if you become ill or injured on campus.

e Only assist another person who is ill or injured if it is safe to do so. If you're not sure, call
on a member of staff for assistance.

e Complete an incident report as required.

e Ensure you are familiar with The Celebrant Institute RTO emergency evacuation procedures
and in the case of an emergency, follow the instructions given to you.

e Do not leave bags or personal belongings lying around where someone else could trip over
them.

e Do not smoke or drink alcohol on the premises.

e Observe basic hygiene practices such as hand washing before handling and eating food and
leaving toilets and wash basins clean and tidy, etc).

Harassment, victimisation or bullying

The Celebrant Institute RTO is committed to providing all people with an environment free
from all forms of harassment, victimisation and bullying. The Celebrant Institute RTO will not
tolerate any behaviour that harms, intimidates, threatens, victimises, offends, degrades or
humiliates another person.

Anti-discrimination law defines harassment as any form of behaviour that you do not want,
that offends, humiliates or intimidates you and that creates a hostile environment. Examples of
harassment are making fun of someone, spreading rumours, offensive jokes, ignoring
someone, etc.

Victimisation is where a person is treated unfairly because they have made a discrimination
complaint.

Bullying is verbal, physical, social or psychological abuse by a staff member or student.
Bullying falls under health and safety legislation.

If you at any time feel that you are being harassed, victimised or bullied by a staff member or
student, you should follow these steps.

If you feel that you are being harassed, victimised or bullied, ideally you should tell the person
that you don't like the behaviour and ask them to stop. However, if you are not comfortable
doing this, you should lodge a complaint as per The Celebrant Institute RTO Complaints and
Appeals procedure and detailed in this Handbook.

Equal opportunity

The principles and practices adopted by The Celebrant Institute RTO aim to ensure, that
current and prospective students, clients and other stakeholders are treated fairly and
equitably in their dealings with The Celebrant Institute RTO.

All people will be treated courteously and expeditiously throughout the process of enquiry,
selection and enrolment and throughout their participation in a course.

The Celebrant Institute RTO provides equity in access to the level of training and support
required by each student. All students are supported in a manner that enables them to achieve
their full potential and success in their training outcomes. All students are provided with
opportunities to develop and successfully gain skills, knowledge and experience through
education and training.
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National VET Regulator Act 2011

As a student in Australia’s vocational education and training (VET) sector, you should expect
high-quality training in your area of interest, leading to a qualification that improves your
prospects of gaining the job you want or provides a pathway to further study.

As a Registered Training Organisation registered with the Australian Skills Quality Authority,
we are required to comply with the National VET Regulator Act 2011. This involves meeting a
series of Standards that ensure that the training and assessment and support services are
provided to you in accordance with nationally mandated standards.

Student Identifiers Act 2014

Under this Act, we are required to ensure that all students have a USI. We are unable to issue
a qualification of a statement of attainment for any student if we don’t have a USI on file.

If you're studying nationally recognised training in Australia from 1 January 2015, you will be
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 1
January 2015 onwards. Your results from 2015 will be available in your USI account from
2016.

For students and training organisations, the main benefits of the USI are:

e Students will be able to get a complete record of their Australian-wide VET achievements
from a single, secure and accurate online source.

e There will be immediate access to VET records. This means they can be quickly given to
employers, other training organisations etc. as proof of VET achievements.

e It will be easier for training organisations to assess students’ pre-requisites, credit transfers
and Recognition of Prior Learning (RPL).

For more information about the USI please refer to
http://www.usi.gov.au/About/Pages/default.aspx

Privacy notice

Under the Data Provision Requirements 2012, The Celebrant Institute RTO 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 this enrolment
form), may be used or disclosed by The Celebrant Institute RTO for statistical, administrative,
regulatory and research purposes. The Celebrant Institute RTO may disclose your personal
information for these purposes to:

¢ Commonwealth and State or Territory government departments and authorised agencies;
and

e NCVER.

Personal information that has been disclosed to NCVER may be used or disclosed by NCVER for
the following purposes:

e populating authenticated VET transcripts;
e facilitating statistics and research relating to education, including surveys and data linkage;

e pre-populating RTO student enrolment forms;
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e understanding how the VET market operates, for policy, workforce planning and consumer
information; and

e 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).

For more information about NCVER's Privacy Policy go to https://www.ncver.edu.au/privacy.

Access and equity

The Celebrant Institute RTO is responsive to the individual needs of all students including those
whose age, gender, cultural or ethnic background, disability, sexuality, language skills, literacy
or numeracy level, unemployment, imprisonment or remote location may present a barrier to
access, participation and the achievement of suitable outcomes.

Access and equity principles include:

e Equity for all people through the fair and appropriate allocation of resources,

e Equality of opportunity for all people without discrimination,

e Access for all people to appropriate quality training and assessment services, and
e Increased opportunity for people to participate in training.

Disadvantaged groups include the following groups who traditionally have been under-
represented in Vocational Education and Training:

e People with a disability,

e Aboriginals and Torres Strait Islanders,

o Women,

e People from non-English speaking backgrounds,
e People in rural and remote areas, and

e Long term unemployed.

Inclusive Learning

The Celebrant Institute RTO manages a learning environment that promotes and supports the
diversity of students. We:

e Foster a safe and inclusive learning environment for students.
e Foster a culturally safe learning environment for First Nations people.

The Celebrant Institute RTO recognises the need for affirmative measures to support First
Nations people to enrol, participate in and complete training and is about:

e Acknowledging the unique experience of First Nations people in Australia,

e Recognising that First Nations peoples do not always have the same level of access to VET
as non-Indigenous Australians, nor the same positive experiences, and
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Actively addressing unconscious bias, racism and discrimination, and supporting self-
determination for First Nations people.

Cultural safety is about creating an environment that is safe for First Nations people. This
means there is no challenge or denial of their identity and experience. A culturally safe learning
environment has benefits for all students and staff alike. It creates a positive setting where
people are respected and feel comfortable being themselves.

The organisation:

Engages with local First Nations groups and communities to help identify ways they can
improve,

Engages personnel or industry experts from First Nations communities to deliver or review
training and assessment,

Ensures all personnel are culturally competent,

Reviews learning materials and activities to ensure these are culturally safe and trauma
aware.

Inclusive learning is about a fair go for everyone. Everyone has a right to learn, everyone can
learn, but many people do not get fair access to learning opportunities

Policy definitions

Appeal means a request for a decision made by The Celebrant Institute RTO to be reviewed

ASQA means Australian Skills Quality Authority, the national VET regulator and the RTO's
registering body

Complaint means a person’s formal expression of dissatisfaction with any product or service
provided by The Celebrant Institute RTO

Fee payer means the nominated payer of a student’s course fees, usually either the student
or the employer paying on behalf of the student

Services means training, assessment, related educational and support services and/or
activities related to the recruitment of prospective learners. It does not include services such
as student counselling, mediation or ICT support

SRTOs means the Standards for RTOs 2025 - refer definition of ‘Standards’

Standards means the Standards for Registered Training Organisations (RTOs) 2025 of the
VET Quality Framework which can be accessed from www.asqga.gov.au
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