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Policy Context

Registration Manager Australian Skills Quality Authority (ASQA)

2025 Standards for RTOs and ESOS / CRICOS requirements, where

Conditions of Registration i
applicable

2025 Standards for RTOs — Outcome Standard 4.4; related Outcome
Codes and Standards Standard 2.7 for complaints/appeals-linked improvement processes; ESOS
National Code 2018 — Standard 10

Legislation or Other National Vocational Education and Training Regulator Act 2011; Education
Requirements Services for Overseas Students Act 2000; Privacy Act 1988

Records Management Policy and Procedure; Version Control Policy and
Procedure; Complaints and Appeals Policy and Procedure; Validation Plan;
Industry Consultation Policy and Procedure; Risk Management Policy and
Procedure

Related Documents

Responsible Officer CEO / RTO Manager

The purpose of this policy and procedure is to establish a systematic, documented approach to reviewing,
monitoring and improving MBC’s operations, services, systems, training and assessment practices, and student
experience.
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It is intended to ensure that feedback, data, audit outcomes, validation findings, complaints, appeals, industry
advice, quality indicator information, AVETMISS data and other performance information are collected, analysed,
acted on and reviewed in a planned and ongoing way.

2. Objective
MBC will:

o  Work toward improved stakeholder satisfaction, service quality and business performance.

e Use structured review processes to identify, prioritise, implement and monitor improvement actions.

e Systematically improve training and assessment strategies, resources, facilities, equipment, student support
and administration.

e Analyse relevant data and feedback to confirm good practice and identify areas requiring action.

e Maintain records showing the sequence from issue identification through to action, implementation and
review of effectiveness.

This policy applies to all MBC operations and stakeholders involved in quality assurance and continuous
improvement, including management, trainers and assessors, administration staff, student support personnel,
students, employers, industry representatives, and any third parties delivering services on behalf of MBC.

4. Policy Statement

MBC is committed to continuous improvement as an ongoing and systematic process. Continuous improvement
at MBC means reviewing evidence about performance, identifying opportunities for enhancement, implementing
actions, and evaluating whether those actions improved outcomes.

Corrective actions taken solely to fix non-compliance are not, by themselves, continuous improvement unless
they are incorporated into a broader review cycle that evaluates effectiveness and informs future practice.

5. General Processes

Continuous improvement activities may arise from, but are not limited to:

o student feedback and surveys

e trainer and assessor feedback

e industry consultation and employer feedback

e validation, moderation and assessment review outcomes

e complaints, appeals and critical incidents

e internal audits, external audits and regulatory updates

e AVETMISS and quality indicator data

e course progress, completion, attendance and enrolment trend data

e professional development reviews, staff observations and operational reviews
e changes to training products, legislation, licensing or regulatory requirements

MBC will maintain a clear sequence of evidence showing data collection, evaluation, action planning,
implementation, monitoring and review of outcomes.

6. Data Collection and Review

MBC will collect relevant data at planned intervals and as issues arise. Data sources may include quality indicator
data, AVETMISS data, student and employer feedback, trainer observations, complaints and appeals, validation
outcomes, meeting minutes, industry consultation records, course reports and audit findings.
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Management will review significant findings through management meetings, course review processes, validation
planning, compliance reviews or other designated review forums.

7. Continuous Improvement Cycle
MBC applies a Plan — Do — Check — Act approach:

e Plan: identify the issue or opportunity, assess risk and determine required action.

e Do: implement the agreed improvement action and allocate responsibilities.

e Check: monitor implementation and gather evidence of effectiveness.

e Act: confirm, refine or replace the action based on results and record the outcome.

8. Roles and Responsibilities

The CEO / RTO Manager is responsible for oversight of the continuous improvement framework, review of
significant issues, allocation of actions, approval of major changes, and ensuring records are maintained.

Managers, trainers, assessors and staff are responsible for identifying issues, providing feedback, participating in
reviews, implementing assigned actions and maintaining supporting evidence within approved systems and
registers.

9. Records Management

Continuous improvement records must be retained in approved electronic locations and linked, where relevant,
to meeting minutes, registers, validation records, audit records, policy updates, or other supporting
documentation.

Records should be sufficient to demonstrate the issue identified, source of evidence, risk or priority, action taken,
responsible person, completion date and review of effectiveness.

10. Continuous Improvement Procedure

Procedure Responsibility Reference

Identify improvement opportunity or issue through feedback, data,
1 audits, validation, complaints, appeals, industry advice, meetings All staff / stakeholders
or operational review.

Feedback, reports, meet
agenda items

Record the matter in the appropriate register, meeting record,

o . ) ) . Relevant staff / Cl register / meeting
2 action list or continuous improvement log and provide supporting . . .
. . administration minutes
evidence where available.
3 Review the issue, consider risk, impact, urgency, compliance CEO / RTO Manager / Risk assessment /
significance and whether consultation is required. management management review

Decide the action to be taken, assign responsibility, set completion .
4 . . . . . . Management Action plan
timeframes and determine how implementation will be monitored.

Updated documents /

5 Implement the agreed action. This may include policy updates, Assigned officer
emails / notices

resource changes, staff briefing, professional development,
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timetable or process changes, system updates, or further
consultation.

Review the outcome of the action to determine whether it was CEO / RTO Manager / Review notes / follow-uj

effective and whether further action is required. management evidence

Close the action when effectiveness has been confirmed and retain Document owner /

Closed action record

the evidence on file in the approved location. administration

11. Continuous Improvement

This policy and procedure is designed to ensure that the needs and feedback of students, staff, employers,
industry contacts, partners and regulatory bodies are recognised through regular review and improvement of
MBC'’s systems and services.

Management review will consider repeat issues, common compliance themes, operational inefficiencies, adverse
trends and opportunities to strengthen quality assurance.

12. Confidentiality and Privacy Statement

For more information, refer to MBC's Privacy and Confidentiality Policy. Feedback, quality records and continuous
improvement information will be handled and stored in accordance with approved privacy and records
management requirements.

13. Publication

This policy and procedure, once approved, will be made available to relevant staff and students through approved
MBC document locations, the intranet, the website where appropriate, or on request. It will also form part of staff
induction and internal communication processes.

14. Review Processes

This policy and procedure will be reviewed annually by the CEO or authorised delegate, or earlier where
legislative, regulatory, operational or organisational changes require review.
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