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ABSTRACT

Keen Bros. (WA) Pty Ltd, trading as Keen Bros
Driver Training is a Registered Training
Organisation in Western Australia.

The aim of this handbook is to assist you in
understanding our approach to training and
assessment services, providing you with an
opportunity to make an informed decision
regarding your training. This handbook does
not provide specific course information.

STUDENT HANDBOOK



CONTENTS

WWVBICOIME. ...ttt et e e h bt e e et e e e e et e e et et e e abn e e e e e 2
ENFOIMENT .ottt e e et e e e e et e e e e e e e an e e ennn e es 2
About competency-based traiNiNg............eeviiiiiiiiiiiice 3
TraiNiNg @N0 ASSESSIMENL. .....cciiiiiiiiiiit et e e e e e e e e s e e e e s s e b e e e e e e e en e e e e nnneees 3
Student rights and respoNSIDIItIES .........oevvviiiiiiiii 4
S 100 1= 1A o oL 4
Fees, charges, and refUndS ........cooooiiiiiiiii e ernee 5
Complaints and APPEAIS ......cooii i ———b——— e ——brtarrrrrrraeneaennas 6
SUAENT FEEUADACK. ... ittt e e e e et r e e e e e e e annne 7
Privacy and personal iNfOrMatiOoN...............uuuuiuiiiiiiiiiiriieiiieirreeeeeeeeeereeeerereereeererreeressreserereeeseessns 8
Unique student identifiers (USI) ....uuueiiiiieeieeeeeeee e, 9
Workplace safety and hEalth............ ... e eereee e 9
ACCESS AN EQUILY ovveiiiiiiieiiiiec e 10
AMOUNt OF TraiNiNg . ... e 10

KEEN BROS. (WA) PTY LTD 2024v1 1



WELCOME

Keen Bros. (WA) Pty Ltd is a Registered Training Organisation in Western Australia, and we welcome you to our
organisation. We are proud of our training programs at Keen’s and look forward to you joining us in one of them soon.
Keen Bros. (WA) Pty Ltd has over 20 years in the industry of driver and mobile plant training for both recreational and
work-related programs. Our trainers and assessors have extensive experience in the industry and will provide you with
a training experience that will prepare you for own needs in the future.

While we consistently strive to make the information regarding our services clear and concise, if you require further
information or any clarification regarding our services, please do not hesitate to contact us.

You can find more details about Keen’s on our website at http://www.keenbros.com.au

You can contact us via:

Email: bookings@keenbros.com.au
Phone: (08) 9493 5151

Keen Bros. (WA) Pty Ltd Driver Training is located at:

27 Stebbing Road
Maddington WA 6109

Keen Bros. (WA) Pty Ltd are committed to ensuring that all information you provide us with will be treated as
confidential, excepting data that is required to be reported under Commonwealth or State Legislation.

ENROLMENT

All students must complete all enrolment requirements to participate in nationally recognised training programs with
Keen Bros. (WA) Pty Ltd. This is for both our own information, student management system and to meet regulatory
compliance.

The regulation of nationally recognised program providers is an Australian wide requirement. RTQO’s are required to
provide information to Government so that records can be maintained, and a big picture of what qualifications are
being obtained across Australia can be monitored.

As an RTO, Keen Bros. (WA) Pty Ltd require these details so that they can keep a record of your training and the
outcomes of that training to monitor your progress and issue you with documentation to confirm your competence. It
is also important for RTO’s to retain a record for each student in case they undertake further study or lose their
documentation and need to have it reissued at a later date.

At enrolment you will be required to provide details and evidence of your personal details such as, name, current
address, contact details and evidence of a current drivers licence. You will also need to provide details of your
background, employment, current qualifications etc. for reporting requirements. If you would like more information
about this please speak with one of our administrative officers.

You are also requested to advise us of any specific need that you may have that could affect your ability to undertake
the program — this may be needing assistance with language and literacy or support for a physical need or other such
matter. Informing us of these details will not preclude you from the program (unless you do not meet the
requirements set out in the Training Program). The information is needed so that we can discuss your needs with you
and prepare a suitable support strategy to address your needs.
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ABOUT COMPETENCY BASED TRAINING

Competency based training refers to the programs that deliver recognised work skills for employees all over Australia.
The real difference between competency based training and other programs is that they are based on the skills and
knowledge required for the specific job and the individual’s competence is confirmed by an assessment process.
Competency based training results in documentation (Statement of Attainment or a certificate) that is recognised
Australia wide. This means that the documentation is recognised by employers and other trainers all over Australia.

Competency based training also means that you are able to gain recognition for your existing skills and knowledge no
matter where, or how, these were acquired. This occurs through either the Recognition of Prior Learning which is
formal acknowledgement of skills or knowledge, or competencies learned through either formal or informal
experience.

If the skills and knowledge you have learnt in the workplace, through voluntary or social activities, or other
experiences including non-accredited training programs is relevant to your course you may be able to gain recognition
or RPL. If you believe that you have some or all the competencies set out in the program that you are interested in,
you can discuss RPL with us prior to commencing your course.

Competency based training does involve assessment of your ability against the criteria of the program and you must
complete this for your competence to be formally recognised. You should not be anxious about assessment as our
trainers and assessors will have provided you with every opportunity to learn the skills and knowledge that you will be
assessed in, and all processes will be explained to you. Competency based assessment is unlike old school exams
where if you did not get it right the first time you didn’t pass. Competency based training and assessment is about
providing you with opportunities to gain and demonstrate your ability and this means being given more than one
opportunity to do so.

TRAINING AND ASSESSMENT

Your training and assessment will be delivered by qualified trainers and assessors who have current industry
experience and are actively involved in the transport sector. The training program you undertake will involve a mix of
both knowledge and skills development related to your chosen study area in a range of situations and conditions.

The learning will be delivered mainly through face-to-face sessions with Learners Guides, PowerPoint presentations
and workbooks to support and underpin the practical skill development sessions. The skills aspects of training will be
delivered in a range of locations that include settings that are representative of the requirements of the course
outline. As learning is provided either one — on — one or in small groups you will be provided with lots of opportunities
to ask questions.

Assessment of your competence against the unit(s) of competence will occur in several ways. This will include
assessment of your knowledge (some form of written assessment), and an observation of practical demonstration of
the tasks required. You will be advised at the commencement of training what assessment will be undertaken, how
and when it will occur. It will be clearly explained to you, together with the details of who your assessor is.
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STUDENT RIGHTS AND RESPONSIBILITIES

The goal of Keen Bros. (WA) Pty Ltd is to provide quality training and assessment for the people who choose to enrol
with us. This goal can only be achieved with the cooperation and participation of students. Just as Keen Bros. (WA) Pty
Ltd will do everything possible to ensure you reach your goals, and as a student you also have a responsibility for this.

Students are entitled to receive the services that Keen Bros. (WA) Pty Ltd commits to providing and in doing that we
will:

e Provide you with accurate information at all times

e Treat you with courtesy and respect and respond to your individual needs

e Ensure that you have a safe, supportive, and effective environment in which to learn

e Provide access to trainers and assessors who are qualified and experienced in what they do

e Ensure learning and assessment resources are current and of high quality

e Ensure training and assessment activities are current with industry expectations

e Respond to your questions or other matters in an expedient manner

e Treat personal information as confidential

Store your personal information in secure systems
As a student you are expected to:

e  Provide accurate and truthful information

e Follow all safety procedures, instructions, and requirements

e Take responsibility to identify and tell staff about any individual learning needs you have including language,
literacy, or numeracy needs

o  Keep the trainers and assessors informed of any areas that you may need assistance with

e Be aware of and comply with Keen Bros. (WA) Pty Ltd policies that relate to student participation

e  Participate fully in all training and assessment activities

e Make sure that your own behaviour does not have a negative impact upon other students or staff

e Report any matters that concern you and treat information obtained through participation with Keen Bros.
(WA) Pty Ltd in a confidential manner

e Provide Keen Bros. (WA) Pty Ltd any details of personal changes so they can update your student file

STUDENT SUPPORT

Keen Bros. (WA) Pty Ltd will provide learning support to all enrolled students. The aim of this support is to respond to
any needs you have that will impact upon your learning opportunity to improve your experience and outcome in
completing your program

Keen Bros. (WA) Pty Ltd staff can assist you with:

e Answering questions on course specific information and student related matters
e Understanding the written information provided

e  Preparing for assessment activity

e Helping you address physical or other learning considerations

e  Giving you feedback on your progress

e  Providing re-assessment opportunities
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As a student you will need to raise issues and concerns with your trainer and assessor so they can support you.

FEES, CHARGES AND REFUNDS

This information explains the fees and charges that apply when you enrol with Keen Bros. (WA) Pty Ltd. It also gives
details of your responsibilities in relation to withdrawals and refund requests. Please read this information carefully
prior to enrolment.

All fees are required to be paid prior to the commencement of training. To secure a booking Keen Bros. (WA) Pty Ltd
require a 50% deposit and this includes a non-refundable $50 administration fee. Some exceptions may apply, and
these relate to fees paid by your employer or in circumstances where other arrangements have been agreed between
Keen Bros. (WA) Pty Ltd and the client.

Enrolment fees include:

e Training fees
e Assessment fees

e Learner’s resources

The cost for each program you undertake is advertised on the website, booking costs will be confirmed at time of
booking and the price quoted to the client identified on the booking form. This information including
acknowledgement of deposit paid will be written on the booking confirmation. Note until the deposit has been paid
the booking will not be confirmed.

In the event that you do not pass a practical driving assessment, you will need to pay a retest fee before you can book
another practical assessment.

PAYMENTS
Payments can be made via:

e  Credit or debit card over the phone (MasterCard or Visa)
e (Cash, EFTPOS, credit, or debit card in person at 27 Stebbing Road, Maddington 6109
e Direct deposit/internet transfer into our bank account — include invoice and name, this process will take time to

clear. Booking dates are not confirmed and CANNOT be held until funds have cleared.

CANCELLATION AND REFUNDS

All cancellations need to be made over the phone or in person and not by email.

PLEASE NOTE: Any cancellations requiring a refund, will incur a $20 administration fee. All test money will be forfeited
if you are 15 mins or more late to test booking. If you do not rebook or cancel within the appropriate time all money
will be forfeited.

3-Working day’s notice (Monday-Friday) is required for all training cancellation/reschedules.
1-Week’s notice is required for all 1 and 2 day course cancellation/reschedules.
EXAMPLE: If your training is on a Thursday, you must cancel by 5pm Monday prior.

If your course starts on a Thursday, you must cancel by 5pm Thursday prior.

4 working days’ notice (Monday-Friday) is required for all training/test cancellations/reschedules.
EXAMPLE: If your training/test is on a Monday, you must cancel by 5pm Tuesday prior.

GENERAL
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. If you decide to change trucks once training has commenced, where other vehicles are available fees and
charges may apply

. Bookings for truck lesson are a minimum of 3 hours, where you have not undertaken previous training services
with Keen Bros. (WA) Pty Ltd

. Bookings will be confirmed via an email, once the deposit has been paid/cleared

. Receipts will be forwarded to the nominated email address or are available for collection at Keen Bros. (WA) Pty
Ltd

e  Students will not be provided with documentation about the outcome of their course until all fees have been

paid in full, including those fees paid by the employers

COMPLAINTS AND APPEALS

Keen Bros. (WA) Pty Ltd is committed to ensuring that all students have a positive experience in undertaking a course
with Keen Bros. (WA) Pty Ltd, however it is acknowledged that for any number of reasons issues can occur. In
situations where a student if aggrieved or concerned with any matter relating to their experience with Keen Bros. (WA)
Pty Ltd or in the assessment of their competence, a mechanism is available to express these concerns and have your
issues addressed.

Where problems arise, students are required to follow the Complaints and Appeals Policy for resolving the matter.
Most complaints or appeal matters can be resolved at the source level. If you have a complaint or grievance, you
should raise the matter with the appropriate person in accordance with the relevant procedure.

It is important to follow the steps set out in the Complaints and Appeals Policy in raising a complaint or appeal matter
to ensure that the process proceeds smoothly, and that opportunity is available to resolve it quickly and satisfactorily.
It requires that students:

1. Discuss the matter with the person(s) concerned and attempt to resolve the matter at the earliest
opportunity

2.  When escalating a matter relating to appeal of assessment outcomes or complaint about any matter that has
not been resolved through informal options, a written statement is made setting out the details, options
taken and the desired outcome

3. Forward all unresolved matters relating to complaints or assessment appeals to the Managing Director of
Keen Bros. (WA) Pty Ltd for action and response

4. Not discuss the matter with anyone who does not need to know and treat the issue in the same confidential
manner that Keen Bros. (WA) Pty Ltd commits to doing

5. Commit to participation in processes to satisfactorily resolve the issue in fair and open ways

6. If unhappy with the outcomes ask the RTO to have an external review of the matter

Where any issue has not been resolved to the satisfaction of the student, the student can raise the issue with the
Training Accreditation Council in Western Australia who is the Regulatory Body for registration of RTO's.

COMPLAINTS

Complaints arise when a student is not satisfied with an aspect of our services and requests that formal action be
taken to rectify the situation. Complaints may include but are not limited to:

e Personal conflicts
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e Discrimination

e Harassment / Victimisation

e  The provision of information

e Resources used in the training and/or assessment process
e The competence of the trainer or assessor

e The assessment processes

e The general environment, facilities and services provided

APPEALS

Appeals arise when a client is not satisfied with decision that has been made as a result of the assessment process.
Grounds for appeal may include:

e The judgement as to whether competency has been achieved was made incorrectly

e Alleged bias of the assessor

o Alleged incompetence of the assessor or that the assessor was not appropriately qualified to make the
assessment decision

o Alleged inappropriate assessment process for the particular competency

e Insufficient time allowed for the assessment

e Unsuitable equipment or resources to conduct the assessment

e Assessment requirements were not adequately or accurately explained prior to the assessment process being

commenced

For more detailed information regarding Keen Bros. (WA) Pty Ltd Complaints and Appeals process refer to the
“Complaints and Appeals Policy” available on our website or ask the administrative staff for a copy.

STUDENT FEEDBACK

Keen Bros. (WA) Pty Ltd are interested in receiving feedback from students that both tell us what we do well and what
we may be able to do better in relation to your training and assessment experience. You are encouraged to discuss
your comments with trainers, assessors and administration staff at any time and we will collect feedback from you via
a feedback form at the completion of your program.

In accordance with legislation, all RTO’s are required to collect feedback from students and use this data to improve
their services as well as contribute to the national collection student experience in participation of nationally
recognised training programs.

All RTO’s are audited against the Standards for RTO’s 2015 and your feedback provides evidence of our activity in
relation to this set of conditions. Your feedback is also used to contribute to the national collection of statistical data
and Keen Bros. (WA) Pty Ltd can confirm that no identifying details are provided as a result of reporting this data.

PRIVACY AND PERSONAL INFORMATION

In collecting personal information Keen Bros. (WA) Pty Ltd will comply with the requirements set out in the Privacy Act
1958. The Privacy Act is Australian law that regulates the handling of personal information about individuals, this
includes the collection, use, storage, and disclosure of personal information. In addition, Keen Bros. (WA) Pty Ltd
operates in a manner consistent with the 13 Australian Privacy Principles (APPs) that apply to the handling of personal
information.
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PRIVACY PRINCIPLES EMBEDED INTO KEEN BROS. (WA) PTY LTD OPERATIONAS INCLUDE:

e  Open transparent management of personal information

e Anonymity and pseudonymity

e  Collection of solicited personal information

e Dealing with unsolicited personal information

e Notification of the collection of personal information

e Use disclosure of personal information

e Direct marketing

e Cross-border disclosure of personal information

e Adoption, use or disclosure of government related identifiers
e Quality of personal information Adoption, use or disclosure of government related identifiers
e Security of personal information

e Access to personal information

e Correction of personal information

More information on the Australian Privacy Principles is available from the Australian Government Office of the
Australian Information Commissioner.

Keen Bros. (WA) Pty Ltd will only collect the information necessary for our operational function. The learner will be
informed as to the purpose for which the information is collected. Keen Bros. (WA) Pty Ltd do not use or disclose
information to third parties without the student’s express written consent or unless prescribed exception applies, such
as, statutory, or regulatory compliance. Keen Bros. (WA) Pty Ltd will take all reasonable measures to ensure that
personal information collected is protected from misuse.

Access to individual student training records will be limited to those required by Standards for Registered Training
Organisation (RTOs) 2015 such as:

e Trainers and assessors to access and update the records of the learners whom they are working with
e Management staff as required to ensure smooth and efficient operation of the business

e  Officers of TAC or their representatives for activities required under the standards

UNIQUE STUDENT IDENTIFIER (USI)

A Unique Student Identifier (USI) provides all students with access to a secure online record of Nationally Recognised
Vocational Education and Training undertaken anywhere in Australia.

As a Registered Training Organisation Keen Bros. (WA) Pty Ltd is required to collect, verify, and report your USI under
Commonwealth Legislation as a condition of our registration. You will be asked to provide you USI at time of
enrolment. The Student Identifier Act 2014 states that an RTO cannot issue certification documentation unless a
verified USl is received.

If you do not have a USI you can create one online free of charge at

If you require additional information on the management of your privacy / personal information relating to the USI this
can be found at

WORKPLACE SAFETY AND HEALTH
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Keen Bros. (WA) Pty Ltd is committed to implementing, maintaining, and continuously improving Occupational Health
and Safety. The management of Keen Bros. (WA) Pty Ltd acknowledges that it has a responsibility to provide and
maintain a safe environment for all staff, students, and visitors. This responsibility, obligation and involvement is
transmitted to all staff to ensure a safe and healthy workplace is maintained.

The Occupational Safety and Health Act 1984 outlines the requirements of an RTO in establishing and maintaining
workplace standards and provides for the promotion, coordination, administration and enforcement of occupational
safety and health in Western Australia.

KEEN BROS. (WA) PTY LTD IS COMMITTED TO:

e Secure the health, safety and welfare of employees and other persons at work

e Eliminate, at the source risks to health, safety or welfare of employees and other persons at work

e  Ensure that the health safety of members of the public is not placed at risk by the conduct of undertakings by
employers and self-employed persons

e Encouraging active participation, cooperation and consultation with all students, employees and others in the
promotion and development of measures to improve health and safety

e Actively responding to, recording, and investigating all incidents

e Taking immediate action to reduce the risk of identified workplace hazards

STANDARDS AND PROCEDURES IMPLEMENTED TO ACHIVE A SAFE WORKING AND LEARNING
ENVIRONMENT
e Maintain a safe, clean, and efficient working environment
e  Evacuation plan
e Emergency control
e Accident/incident reporting
e Student safety induction
e  Pre-start checks on equipment used in the training and assessment

e Regularly scheduled equipment maintenance

ACCESS AND EQUITY

Keen Bros. (WA) Pty Ltd provides a fair and equitable learning and working environment that is free from
discrimination and harassment for all current and potential students and staff. Access and equity refers to the policies
and approaches aimed at ensuring that VET is responsive to the individual needs of the client 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.

DISCRIMINATION

e Gender e Disability e Religion
e Age e Colour e  Ethnicity
e Race e Nationality e  Marital Status
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Discrimination refers to treating a person less favourably than another because of personal attributes that they may
have. Under State and Federal equal opportunity laws, discrimination based on attributes is unlawful. The attributes
that can initiate a discrimination claim include:

HARASSMENT

Under Australian law, it is a requirement of every workplace to ensure it provides an environment free from all forms
of harassment and discrimination, including victimization and bullying. By ensuring a zero tolerance for any forms of
harassment all students and staff are treated equally and are provided with an environment that is safe, where they
are valued and respected.

Fair Work defines harassment bulling at work if a person or group of people repeatedly act unreasonably towards
them or group of workers and/or behaviour creates a risk to health and safety. Behaviour that may be interpreted as
bullying include:

*  Behaving aggressively

¢ Teasing or practical jokes

*  Pressuring someone to behave inappropriately
¢ Excluding someone from work-related events

* Unreasonable work demands

AMOUNT OF TRAINING

The amount of training provided for each student will be dependent upon the needs of the individual. Given that all
students will hold a previous drivers licence they will have some driving experience and possibly have driven trucks
before (LR or MR class). At enrolment, students complete paperwork outlining prior driving knowledge and
experience, which then is used to determine the amount of training each will need. For a typical student with prior
truck knowledge and driving experience, an assessment only approach may be used which may take between 2 and 10
hours duration depending on the truck type. Each cluster* will have prior reading of between 2 — 4 hours which
outlines road rules pertinent to each licence class, important information about assessment processes and general
student information.

* A cluster includes two or more units taken together in a meaningful and purposeful way and reduces the repetition
of some assessments). As there is an element of overlap between the units, multiple units can be trained and assessed
in less time than if the units were delivered and assessed individually. The amount of training for each licence class in
the table below takes into account these clustered units.

LR (TLIC2002 and TLIB0002) and MR (TLIC3003 and TLIB0002)

Students undertaking either of these licences will undergo 3 hours of training before they complete their PDA which is
conducted through Department of Transport’s Kelmscott Licencing Centre.

HR, HC and MC

Students undertaking any of these have 3 gear box options — Auto, Synchro and Road Ranger. Each gear box has a
different suggested period of training allocated to it. An explanation of the gearbox types can be found on the KEEN
BROS Webpage.

Training includes one-on-one mentoring and skill development during practical driving, interviews, face-to-face
lessons and assessments. Generally, this training is provided by way of individual lessons for students that will include
content to achieve their needs and is delivered in a sequential way to build upon previous experience until they
achieve competence in all aspects of the course requirements and can proceed to assessment.
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HR (TLIC3004 and TLIB0002) *
Auto 3 hours training and then 1-hour practical assessment.
Synchro 7 hours training and then 1-hour practical assessment

Road Ranger 9 hours training and then 1-hour practical assessment

HC (TLIC3005, TLIB0O002 and TLIB2008) *

Auto 9 hours training and then 2-hour practical assessment.

Synchro 15 hours training (6 hours in HR Synchro, then 9 hours HC
driving) and then 2-hour practical assessment

Road Ranger 17 hours training (8 hours in HR Road Ranger, then 9 hours
HC driving) and then 2-hour practical assessment

MC (TLIC4006, TLIBO002 and TLIB2008) *

Auto 9 hours training and then 3-hour practical assessment.

Synchro 15 hours training (6 hours in HR Synchro, then 9 hours MC
driving) and then 3-hour practical assessment

Road Ranger 17 hours training (8 hours in HR Road Ranger, then 9 hours

MC driving) and then 3-hour practical assessment

* The amount of training typically for a novice driver. Instructors will provide progress feedback to students if further
training is needed. Students will have at least 1 x 1-hour lesson to assess their readiness to undertake the assessment
for each of the streams and gear box type. Once the units have been achieved, a student can then elect to undertake a

Department of Transport PDA to obtain an on-road licence.
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