P-42 Consumer Protection Policy

Purpose

Diamond Valley Learning Centre (DVLC) is committed to ensuring that the rights of current and prospective
students are protected according to Australian Consumer Law, other laws and contractual requirements.

Scope

This policy applies to all DVLC staff, contractors, volunteers and students. This policy does not remove or
limit any consumer rights held by current and prospective students under Australian Consumer Law.

Definitions

AQF documentation | Official documents that confirm that an AQF qualification or VET
statement of attainment has been issued to an individual.

AQF qualification Regulated qualifications in the Australian education and training system.
There are 10 AQF levels: certificate levels | to IV (levels 1 —4), diploma
(level 5), advanced diploma / associate degree (level 6), undergraduate
certificate / vocational or bachelor degree (level 7), bachelor honours /
graduate certificate / graduate diploma (level 8), masters degree (level 9)
and doctoral degree (level 10).

AQTF Australian Quality Training Framework

False or misleading Verbal or written statements or behaviour that provides ambiguous,

representations inaccurate or incomplete information about a good or service.
Misleading or Any conduct that a reasonable person could consider false or lead to an
deceptive conduct error, such as failing to disclose information, or providing incomplete

information about a good or service, whether intentional or not.

NVR National Vocational Education and Training Regulations.
Training product AQF qualification, skill set, unit of competency, accredited short course
and module.
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Transition Specific timeline over which a superseded, removed, deleted or expired
training product is required to change over to the current or replacement
training product. The transition period identifies a date after which no
new enrolments are permitted and/or a date by which students must have
completed their training and received AQF documentation or have
transitioned to the current training product.

Unconscionable Conduct that is exploitative, unfair or unreasonable and goes against good
conduct conscience. This includes taking unfair advantage of vulnerability, applying
undue pressure, or not complying with the requirements of industry codes
or regulations.

VRQA The Victorian Registration and Qualifications Authority (VRQA) is an
independent statutory authority that works to assure the quality of
education and training in Victoria. It regulates Victoria's education and
training sector through applying standards to education and training
providers, accredits courses and qualifications, and registers and monitors
apprenticeships and traineeships. The VRQA registers education and
training providers in vocational education and training (VET), school
education, senior secondary education, overseas secondary student
exchange programs, and home schooling. It also investigates complaints
against registered providers.

Policy Guidelines

DVLC acknowledges that students as consumers are entitled to protections available under Australian
consumer legislation and will avoid harmful behaviours such as:

e misleading or deceptive conduct;
e false or misleading representations; and
e unconscionable conduct.

Prospective and current students have the right to expect:

e training that is suitable and fit for purpose;

e training that matches descriptions in DVLC advertising and promotional materials;

e training that is provided within a reasonable time after fees have been paid;

e accurate, transparent and current information about training products to allow informed choice;
e inclusive and safe (including culturally safe) learning spaces; and

e ethical, respectful and supportive training and other staff.

DVLC strives to provide students with high quality training services that meet student needs. DVLC has a
code of conduct and ethics for staff and volunteers, and a range of policies and procedures to protect the
safety of students undertaking training. The Chief Executive Officer (CEO) has been designated the
Consumer Protection Officer (contact in person, or by phone during weekdays on 9435-9060 or by email
anytime via courses@dyvlc.org.au).

DVLC acknowledges its obligation to students to:
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provide a safe learning environment that is free from discrimination and harassment;

meet public expectations of ethical behaviour at all times;

communicate clear, accurate and transparent information, including subsidised training
entitlements and fees;

treat all students fairly and equally, and support disadvantaged or vulnerable students to make an
informed choice about their training;

provide training services that are appropriate to student needs, adequately resourced and of a high
standard;

support students in their learning needs so that all students have an opportunity to complete their
training;

protect the personal information of students and provide opportunity to correct inaccurate
personal information;

encourage students to give feedback on their training experience for DVLC to use to continuously
improve services; and

provide a clear, timely and accessible complaints and appeals process.

DVLC recognises that a student has the right to expect clear, accurate and transparent information about
the training and to:

feel safe at all times;

be treated fairly and with respect by all staff, teachers and volunteers;

be provided with clear information on fees and refunds, and be offered flexible fee schedules;
be taught by qualified and competent teachers;

be provided with quality training services that comply with current regulations (AQTF, VRQA, NVR
and contractual requirements);

be offered support to complete their training;

be able to review and correct personal information, and be informed about how this is collected;
request that specific information be kept confidential at all times;

complain where services do not meet expectations, and receive a timely response; and

provide feedback on the quality of training services.

DVLC expects students to meet obligations to:

provide accurate personal information at enrolment and during training;
behave responsibly and ethically;

treat other students, staff and teachers fairly and respectfully;

attend all scheduled training sessions and notify absences as required;
submit assessments by the due date or seek an extension;

submit own work for assessment that is free from plagiarism or cheating;
pay fees and charges when they fall due; and

notify DVLC if suspending or cancelling their training.

If a training product is superseded, removed or deleted and/or DVLC is required to terminate training that
has already commenced, DVLC undertakes to:

provide students with clear and timely information, including transition options;

assist students to transfer to another training course and/or provider in a timely manner;
provide AQF documentation for competencies achieved and/or training completed as soon as
possible; and

provide a fee refund for undelivered training.

P- 42 Consumer Protection Policy Version Date: 14/08/25
Approved by: Board Next Review Date: 31/12/29

Page 3 of 4



In the event that DVLC has to cease its business, it will transfer all student records to the VRQA and assist
students as far as possible to transfer to another provider.
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