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1.0 Purpose

This policy states how Austech Institute for Further Education uses stakeholder 

feedback to enhance its quality of service and to ensure compliance with the 

AQTF 2007.

2.0 Scope

This policy applies to all forms of feedback and systems of monitoring 

feedback, all services provided by AIFE and all stakeholders, including:

 Students

 Trainers

 Agents

 Industry Advisor Bodies

 Suppliers/Vendors

3.0 Procedure

Note: 

1. Unless otherwise stated, all feedback surveys at AIFE are administered and 

analysed electronically through the IT Network.

2. All surveys and other feedback instruments are listed in the AIFE 

Management Calendar, and reviewed annually. Management calendar is 

available at:  

https://moss.aifemail.edu.au:3349/staff/Lists/Management%20Calendar/ca

lendar.aspx

3. At the completion of each term, a management committee meets to review 

feedback from all sources. This meeting generates a report including 
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recommendations for improvement in accordance with AIFE Continuous 

Improvement Policy.

3.1 Procedure: Student feedback

Post Induction feedback

1. Students complete Post-Induction Student Surveys following student 

orientation to enable AIFE to monitor the comprehensibility, relevance and 

utility of the procedure, and assess client satisfaction with the services of 

recruitment agents. Students also complete Language, Literacy and 

Numeracy Surveys and Learning Styles Surveys at the commencement of 

their courses.

2. Compliance and Quality Assurance Team Leader reviews completed Post-

Induction Student Surveys each term, identifies issues of concern and 

makes any changes needed to the induction procedure. The review will 

follow the benchmark standards that are stated in Appendix A. Compliance 

and Quality Assurance Team Leader also reviews completed Language, 

Literacy and Numeracy Surveys and Learning Styles Surveys and advises 

the Course Co-ordinator of the implications of the data gathered and 

analysed.

3. Compliance and Quality Assurance Team Leader also advises the 

Management along with Marketing Manager in Management Review 

meetings of any concerns raised in relation to the practices of student 

recruitment agents.
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Academic feedback (Post Module)

1. Trainers administer an on-line academic survey (Post-Module Student 

Survey) to classes at the completion of each module of a course. One 

module comprises several related units of competency and normally lasts 

for four weeks. 

2. Students answer questions on the trainer’s performance, the 

appropriateness, comprehensibility and currency of training materials, the 

fairness of assessment, feedback from the trainer regarding the student’s 

academic progress, and the standard of training facilities and equipment.

3. Compliance and Quality Asssurance Team Leader reviews all Post-Module 

Student Surveys each term, identifies issues of concern and takes or 

recommends appropriate action. The review will follow the benchmark 

standards that are stated in Appendix B.

4. Compliance and Quality Assurance Team Leader forwards the 

recommendations to Course Coordinator.

General student feedback

1. Trainers administer an on-line survey monitoring client satisfaction with all 

services and facilities (AIFE Student Satisfaction Survey) provided by 

Austech Institute for Further Education at the end of each term. This 

includes questions on the perceived performance of all staff, support 

services and infrastructure, access and equity, and the quality of 

information provided to clients. Comments on any aspect of the Institute’s 

operations and suggestions for improvement are invited.

2. Compliance and Quality Assurance Team Leader reviews all questionnaires 

within one week of the survey, identifies issues of concern, and takes or 



    

Feedback P&P
Version: 2.4
Implemented: 25/7/2008
To be reviewed:
Responsibility: Compliance

CRICOS CODE: 02442B                RTO PROVIDER CODE: 90839                                                                              
Page 5 of 8

   
   

   
   

   
   

   
  F

ee
db

ac
k 

Po
lic

y
(a

nd
 P

ro
ce

du
re

)

recommends appropriate remedial action. The review will follow the 

benchmark standards that are stated in Appendix B.

Suggestion Box

1. A suggestion box is located in the Student Common Room to facilitate 

anonymous feedback on any issue of concern to students. 

2. Compliance and Quality Assurance Team Leader collects and analyses 

feedback from this source at the end of each term.

3. Idea Scale – Online Suggestion Service where everyone can check out other 

staff ideas and vote on the ones they like the best.
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3.2 Procedure: Staff feedback

Post-induction survey

1. Trainers complete a brief feedback questionnaire after induction, so that 

their orientation to and understanding of the Institute’s policies, procedures 

and resources can be evaluated. This questionnaire is administered by the 

Compliance and Quality Assurance Team Leader.

2. Compliance and Quality Assurance Team Leader reviews Post-Induction 

Questionnaires within one week of induction, identifies issues of concern, 

and makes any changes needed to the induction procedure.

Biannual staff survey

1. Trainers complete the AIFE Staff Satisfaction Survey at the end of each 

semester and express their opinion on training and assessment strategy 

andresources, timetabling and integration of units, facilities and support 

from management and other staff.

2. Compliance and Quality Assurance Team Leader reviews Staff Satisfaction 

Surveys within one week of completion, identifies issues of concern, and 

takes or recommends appropriate remedial action.

Exit interview

1. If able, an exit questionnaire (AIFE Staff Exit Interview) is also given to 

trainers who are ceasing employment to diagnose issues which may have led 

to dissatisfaction or de-motivation. 

2. This will be conducted, wherever possible, by HR Manager; otherwise 

feedback is analysed by HR Manger each term.
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3. The information thus generated is included in continuous improvement 

processes in Magement Review meetings.

3.3 Procedure: Recruitment agents

1. An online survey is available for Agents to provide feedback to AIFE.

2. Survey results are reviewed by the marketing department

3. The Marketing Manager then takes or recommends appropriate remedial 

action in Management Review meetings.
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4.0 Appendix

Extracts from AQTF 2007

Elements

1.1The RTO collects analyses and acts on relevant data for continuous 
improvement of training and assessment.

2.1The RTO continuously improves client services by collecting, analysing and 
acting on relevant data.

3.1 The RTO uses a systematic and continuous improvement approach to the 
management of operations.

Appendix A

The benchmark for each question that has maximum value of 3 and minimum 
value of 1, consecutively rating Good, Fair and Poor;
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Appendix B

The benchmark for each question that has maximum value of 5 and minimum 
value of 1, consecutively rating Agree Strongly, Agree, No Opinion, Disagree, 
and Strongly Disagree;
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