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1.0 EXECUTIVE SUMMARY

The Training Accreditation Council (TAC) conducts a biennial suriRegisteredTrainingOrganisations

(RTOs) an@ACstakeholdersThe purpose of these surveys is to provide TAC with an understanding of how
it is perceived by th®TOst regulates andy ¢ ! /s@keholderdo ensureTAs continually improving its
communications and interaction3 hesurveyalsoseels feedback to help shapis regulatory services and
educationprograms

In 2024, TAC appointed Research Solutions to conduct its RTO and stakeholder perceptioasiigvey
surveyquestions were similar to those of previous yeaith some finetuningandupdates. Henceon
mostissuesthe resultsof the 2024 survey can be compared to the benchmark survey in 2018 and
subsequent surveys in 2020 and 2022.

This yearsomeadditionalquestionswere included to provide informatioan why survey participants gave
WF JUALIRER WAS NEreshdBsesidiich adadto the length of the questionnaires.

A total of89 RTOgarticipated in the online survey, representifg%of TAC regulate®TOsWhile the

RTO surveyeceived a total 094 responseghisincludedfive RTOs where both the registered contact and
the legally responsible person fhre RTOresponded The results are reported for all respondents except
where the response provides percentages of RTiase are 4 instanceshere thisoccurs,andthese

results are footnotedThe53%o0f RTOs respondirtg the survey in 2024vaslower than theproportion of
RTOs respnding to the2022 survey72%)

To investigate reasons for the lower rate of responsesample of the RTOs who had not completed the
surveyto that point were contacted by telephone to determine their reasons formspondingThe tree
main reasons were given:

1. For some RTORe timing of the surveyas problematic. The survepmmenced 10 days before
the beginning ofSpringschool holidays and whilst it remained opfem a weekinto the fourth
term, this period was described as extremely hulsyprevious years, the TAC suny@d been
conducteda month earlieyparticularly for schoolasmany of the school contacts are VET program
or Year 12 coordinators who are extremely busy with exams and school leaver adiviliestime
of year.

2. The increased security of email systems with s&fi€contacts reporting neecollectionof
receivingeither emails fromTACregarding the survey or froithe Research Solutiomsvitations
and reninders indicaingthat theseemailsmay have gone into spam or quarantimailboxes

3. The large number of emails received by respondeaish dayand hence the email not being
actionedat the time.

Based on these responses the survey timelines w&tended,and a TAC Update was issued alerting RTOs
to the survey and to check their emails.

The stakeholder survey was undertaken by telephdifeeTAC provided contact details for 24
stakeholders, of whom 21 stakeholders were interviewed achieving a response &g&oof

In 2024 ratings ofTAC's performanckavecontinued to increase, anithe small number of RTOs and
stakeholders who rated TAC's performancétss lorAPNI2 pEoiidedsome information to explain the
reasons for the sare they gavethesecomments are given as constructive criticiSrhecomments come
from averylimited number of respondents and are not reflective of RTOs and stakeholders genarhlly
should not detract from the extremely positive results in this report

The scores for RTOs have been reported to one decimal place; however, the scores for stakeholders have
been reported to whole numbers due to the small number of key stakehol@&jsComparisons t2018

are limited due to the evolving nature of the questionnaibeit there are extensive comparisons to 2020

and 20221n comparison tdhe 2022RTQGsurvey participants in 2024 are drawn from larger organisations,
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with over a third of the sample in 2024 drawn from organisations with more than 20 empldhées
compares to just over one in five (22.1%) of organisations with more than 20 employees in the 2022 study.

1.1 Perceptions of TAC
Overall perceptions of TAf@ntinue to be very positivavith 93.5%0f RTOs and 88% of stakeholders rating

Figure 1: The Overall Perceptions of TAC

m RTO's m Stakeholders

)
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41%
(0}
Good 50.5%
47%

I 4.3%
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12%
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Poor .Z'ZA)
0%
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Very Poor 0.0%
0%
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R2y Qi 1y26 yrlno

weéh YR aidlF1SK2f RSNJ LISNOSLJiA2ya 2F ¢!/ Qa 2@SNI ¢
2022 (91.3% and 91%, respectively), 2020 (89.2% and 90%, respectively) and 2018 (84.4% and 84%,
respectively).

The areasvhichTAC wasated most highljpy RTOss a regulatoarethe same as in 2022:

1 Promotes and encourages continuous improvement of RTOs 94 6%
1 Provides timely advice to my organisation on its regulatory activities 93.4%
1 Provides quality advice about the VET sector to my organisation 93.4%
1 Improves the quality of VET outcomiesNestern Australia 93.3%
9 Istransparent in its regulatory decisions and activities 93.0%

~ A N = oA

RTOs on each aspatftits role as a regulator measurethere has been a continuing trend of improvement
in TAC's performance as a regulator in all aspects measured since 2018

The areasvhichstakeholdersrated TAC most highly as a regulatoere:

9 Being transparent in its regulatory activities 100%
1 Providing quality advice about the VET sector to our organisation 95%
I Being open to hearing concerns about the quality/B&fT 95%
1 Acting on our organisatida feedback 93%
1 Promoting and encouraging continuous improvement of RTOs 93%

1 Indicates a statistically significant increase since 2022.
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Being transparent about its regulatory activities has shown a significant improvement frot¥ 80%2@ R Q
WS E O S4tirigSny2G22to 100% in 2024.

For all other results, whilst some improvements were in the order of-26% more stakeholders rating

~ A N = oA

therefore, the results are not statistically significant.

1.2 TAC communication

Satisfaction witiTAQ éommunication wasneasured for:
1 The TAC websit& AC Linkedland TAC Update/TAC Special Bulletins; and
1 TAC communication by email or telephone.

1.2.1 TAC website, TAC LinkedIn and TAC Update/TAC Special Bulletins

TAC was ratedsW 3 2 @ RO E O 3y 4Ba6rim@reRTOs anby 93% or moretakeholderson each
aspect of the AC website, TAC LinkedIn and TAC Update/TAC Special Bulletins

For RTOs, the highest performing aspects of A€ websiteTAC Linkedland TAC Update/TAC Special
Bulletinswere:

1 Accurate information 98.9%
1 Easy to understand informatidielarity) 94.6%
1 Helpfulness of information 94.6%

v oA N = oA

i1 Easy to understand information (clarity) 100%
1 Helpfulness of information 100%
1 Easy to navigate (the website) 100%
1 Provides enough information 100%

v A N v A

VVVVVV

~ oA N v oA

~ oA N = oA

almost all RTOs $97%) andstakeholders (8%).

ForRTQ, theareasof emailandtelephonecommunicatiorwith the highest percentage o¥' 3 2 iR Q
WS E O Sdsporsgsiee@:

1 Respecting the privacy of the individuals involved 1000%
1 Respecting the confidentiality of my organisation 98.8%
1 Courtesy 97.8%
1 Impartiality 97.7%

Results for 2024 amongst RTOs are similar to those for 2022; botsirhddrlevels ofoverallW 3 2 2 R Q
performance ancad ahigh level oRTOs rating their performance &S E O Siff fac someabf these
scores appear to have increasatthe W S E O $ebvel, Boligh@he sample is not large enough to identify
theseas a statistically significant increas
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~ A N v oA

communicatiornwere:

1 The efficiency of response 100%
1 The availability of followup assistance 100%
1 Helpfulness 100%
1 Impartiality 100%

In comparison to 2022, the results asttistically similar; however, in comparison to the results recorded
in 2018, there habeen significant improvements in the proportion of stakeholders rating TACH2 & R Q
WS E O Snitern® yfthepfulness, clarity of response and efficiency of respons

1.2.3 The TAC customer service model

The TAC customer service modsbigns &egulationOfficer to each RT@ndthe Officer manages the

v A N v oA

RTOs rating this model as workiégcellentl

Figure 2: How well the TAC customer service model works

91.1%
[ 1
51.1%
40.0%
7.8%
Excellent Good Fair Poor Very poor
Q8.1 2¢ ¢Sttt R2 &2dz FSSt GKIG @l RO@die YISNI @ SNIZm0S Y2 RSt 62 NJ ak

1.3 Lodging an application

Overall, 8.8%4 of RTOs surveyed said they had lodged an application witlsiRd€ 1 July 2023 his
representssignificantlymore applicationghan in 2022 (49.3%7Thismay be dudo a 30%increase in the
number of organisations with over Y LJt 28 SS & Ay [afdihdsecig8nisNidhaver&3sw LI S
more likely to have lodged an applicatidie questionwasaskedhas theorganisation lodged an

application with TAC during the 12 months since 1 July.Z328e survey was conducted between mid
Septemberandthe end of Octobersurvey respondentmay have perceived this period as being inclusive
from 1 July 203 to the date they completed the survey in September/October 2024 which is a period of
approximatelyl5 monthsrather thanthe 2024/2025 financial yeaiThis may also hawntributed to the
increasel number of organisations who had lodged an application since 1 July 2023.

1The percentage is based on one response per RTO. In the case of the 5 RTOs where two people responded the second response has
been removed from this percentage.
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Those RTOs whwadlodged an application with TAC rated their experience hjghith most RTO$94.8%)

~ A N v oA

rating their experience &¢I 2 @ ROE OSt f Sy (i Q

1.3.1 The application process

RTO satisfaction with the application process was,igih 94.8%rating their overall experience &3 2 2 R Q
orWSEO Sthettirﬁe)faﬁe@for TAC to act othe applicationafter RTO was notified that the application

v A N v oA

v A N 2 oA

to those recorded iprevious years

1.3.2 The RTO Portal

Most RTOs surveyed (834') had accessed the RTO portal since July 2RZ&®€bverall experience with
application tasks othe portal was very positive, with 89.2% of users rating their experience as either

~ oA N = oA

T A N = oA

or ¥ S E O $forth&efisi dcompleingthe task required to 93.9%H(3 2 & R Sz EO $fbrba&wfoa@s to
the RTO portal

The experiencef using the portal habecome increasingly positive since 20Z8e upward trendn 2024,
compared to 2022, whilst not a statistically significant improvemappears to have continued with a 5%

VVVVVV

or better improvement in tha? 3 2 @ R QE O SApériéngedi Q

1.4 Audits

Just over half of the RTOs surveye@024(51.7%4") have received an audit since 1 July 2023 (information
provided by TACFurther, under20.0%¢ of organisations have had more than one audikice as many
RTOs hee participated ina site/hybrid audit 42.7%), compared to thosevho hadparticipated ina desk
audit (20.29. Some organisationfad participated in both desk and siteybrid audits (L 1.294").

The majority ofRTOsurveyed(87.8%) considered theitudit(s) to be a worthwhile experience atide
audit added value to the organisation in the following ways:

1 It identified ways tacontinuallyimprove

9 It provided very helpfuleedback

1 Itwas a¥ 3 2 [RakiDdg experience

1 It clarified what was needed

1 It confirmed thatthe RT@ systems were functioning well.

1.4.1 Desk audits
The overall experience with the TAC desk audit was very positive94im% of RTOs rating treverall

v A N = oA T A N v oA

experience with theTAC desk audit a3 2 & R QE O SAll RiS)y’au:@ed TACRI2@ROEODH t Sy (i Q
all the desk audit metrics, and the majority of RTOs scored TAGSas O Sthist isSaybuits@andingresult.

The performance results for the desk audit experience appear to have increased in 2024; however, the
sample of organisationsxperiencing a desk audg small (n=8), so most of the increases are not
statistically significant.

1The percentage is based on one response per RTO. In the case of the 5 RTOs where two people responded the second response has
been removed from this percentage.
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1.4.2 Site/hybrid audits
Just under half of th& TOgparticipating in the survey had received a site/hybrid aud®. 744). Most RTOs

v AN v oA

~ A N > oA

With one exceptiorthe key metrics received aH S E O $dtirig Sypveralfof the RTOgparticipating ina
site/hybrid audit.The results are similar to 2020 and 2022

1.4.3 Experience with the TAC audit team during the site audit
The eperience with the TAC audit team during &ige/hybrid audit vasvery positive all aspects of the

v oA N v oA

audited These results are very similar to those recorded in previous years.

15 ¢!/ Qa SRdzOF A2y LINRBINI Y

TAC provides RTOs with a range of educational opportunities to support compliance with the Standards,
andthis includesarange ofwebinars andublished materialsSince 1 July 2023, 70.2%RFCsurvey
participantshas attended owatched a TAC webinar, and five stakeholders had attended a TAC webinar or
presentation

RTOs rated the overall experience of participating in a TAC webinar verywiitih®b.0% of RTOs liag
W S E O S4tirfg 8197109 of RTOs greater, this is an outstanding resulEhe results were similar to ¢h
ratingsrecorded in 2020 and 2022 for the workshop experience

Four of the five stakeholders who participated in a TAC education webinar or preserdiatieri July 2023

v A N v oA

TAC provides recordings and support material from its educatiwehinarsonthe TAGvebsite.In the

past 12 months61.®%6 of RTOs had accessed these recordings and/or support materials from the TAC
website this is similar to the itidence of accessing recordings aupport materials for its workshops in
previous years.

Almost all respondents who acceskeducational webinar recordings and/or support matesighted the
overall experience in accessing the materials highly and/or rated the information as h&hgkresults
are similar to the 2020 and 2022 results.

As part of its education program, TAC provides a range of educative opportunities to support compliance
with the Standards for RTOs. Respondents were asked what topics they would like TAC to cover in its
education program. Thevo main webinar topics were:

1 Audit requirements, including internal audits
9 TherevisedStandard - including more information on theevisedStandard, the transition process
to the revisedStandardsand the differences between the old anevisedStandards in each area.

Other key areas included:

Validation

Record keeping

Assessment processes

The requirements athe revisedStandard in relation to student wellbeingnd what was expected
of RTOs

1
T
T
1

1The percentage is based on one response per RTO. In the case of the 5 RTOs where two people responded the second response has
been removed from this percentage.
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Topics for podcasts and fact sheets were similar to those of wehmadshe most frequently mentioned
topics were:

TherevisedStandard for RTOs in 202including identifying changes to the curreédandards
Compliance/audit requirements, particularly internal audits andegistration audits
Validation processes

Foundationinformation for new compliancefficers and new RTOs

Developing industry engagement and involvement

Assessment processes and assessment tools development.

=4 =4 =4 =4 -4 =4

Thepreferreddelivery method for participating ithe TAC education program sessions wasugh
webinars.

The most frequently mentioned topics that stakeholders would like TAC to cover in its education program
are:

1 Whatindustryis seeking in terms of skills and knowledigeindividual courseandhow this

compares to the curriculurraught inanRTO

TherevisedRTOStandardsand changes to the existiriandards

Emerging regulatory issues

wS3dzt F NJ dzLJRF §Sa 2y gKFGiQa KIFLIISYyAy3a yEFEdA2y LIl fe
Guidance for trainers and assessors

Documentation to support trainers in general

Subcontracting

=A =4 =4 =8 -8 =9

In addition to education topics, stakeholders also asked for:

Regular meetings with TAC and proactive collaboration

Support for students who graduate to ensure that they can ag@ir knowledge

More information on the website for newly qualified students in the industry

A simpler breakdown and guidelines on assessing units of competency; currently, too many
methodsfor assessing units of competenaxre felt tolead to confusion, ankad toRTOs traiimg
to the lowest standard

T
1
1
)l

1.6 Regulating the VET sector

TheFocus on QualityfAC Regulatory Strategy 2023825(the Strategy) was developed in consultation
with stakeholders. Most stakeholderated theexperience of providing input into the development of the

v A N v oA

v A N v oA

“ AN v oA

that just over a third of stakeholders were unable to rate their experience assta¢gd that theywere not
involved in working with TAC on the Strategyda not makecomment on the Strategy in any way.

Most RTOs (90.3%) responding to the survey were awateedbtrategy though just under one in four
(23.7%) stated they knew a lot of detail about the Stratddye majority of RTOs were aware of the
Strategy but not familiar with the details (66.7%lMis result is similar to 2022.

RTOs identiéd the same key areasf concernabout VETaswere raisedn 2022:

9 Findingand keeping appropriately trained trainers and assessors 33.0%
I Maintaining the currency and professional development of trainers 30.9%

Prepared by Research Solutions for TAC Page| 10
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New concerns raisedy RTO# 2024 included:

1 Changes to the Standasdnd how it reflecton RTOs/navigating theevisedStandard
1 Governance and compliance changesulting fromthe revisedStandars

1 Compliance and trainegainderstanding of compliance obligations

1 Industry engagement and adaptation to industry netmlensuee relevant courses.

This year, concerns about audits have declinitti only three RTOs mentionirsuditscompared to over
50 RTOs mentioning auditstime 2022survey

Stakeholders were invited to hominate the three main concerns specific to their industry sEotoissues
raised were diverseand those issues identified by two or more stakeholders included:

1 Navigating online delivery:
b Definition of onlindearning and assessment
b Enrolling students with low language, literacy and numeracy skills

1 Assessing and verifying the competency of students

1 Quality and consistency of training

T Compliance issues and compliance underrngésedStandard

1 Prevalence of contract cheating services and the inappropriate usetiitial Intelligence (Al)

1.6.1 Contract cheating services and inappriate use of Al

In total, 11.5% of RTOs surveyed had experienced students using contract cheating services or using Al
inappropriately; this appears to have doubled since 202zimpact of contract cheating services or the
inappropriate use of Alvas described asinimal manyrequired the student to resubmit the relevant
assessment in their own words.

The tone of the responses indicated that the RTOs felt that toeyddeal with the outcome effectively
through their own policies, including plagiarism policies and the student code of conduct.

Four stakeholders, one more stakeholder than in 2022, stated that their industry sector had experienced
students using contract cheating services or Al for knowldrgged assignments in the past 12 months.

1.6.2 Specific courses of concern

Stakeholders were asked to identify the three qualifications or units of competency that raise the most
concern for their industry or sector and the reason for their concern. Seventeen of the 21 stakeholders
identified areas of conceras follows

Industry areas:

Rail

Transportand logistics, including forklift operators
Aviation

Catering

Dental

Construction, including dogging, rigging and scaffolding
Innovationand Climate Change

Tourism

Water and Energy

Work Health and Safety

= =4 -4 -4 -4 _a_4a_4a_4a_-23

Training Products:

1 Advanced Diploma of Cosmetic Dermal Science
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Certificate lin Security Operatios

Certificate Ilnd1Vin Individual Support

Allied Health Qualifications

Certificate IMn Motor Vehicle Drier Training

Certificate IVin Work Health& Safety

Certificate IMn Real Estate Practice

Community Services Qualification

Diploma of Children's Services

Certificate Ilnd1Vin EarlyChildhoodEducation & Care
Diploma of Nursing

Graduate Diploma of Cosmetic Nursing & Injectables
Diplomas of Marine Engineeringnd Diploma of Maritime Operations
The Standards of Training Certification aetchkeeping
Prepare to work safely in the construction indusfwyhite Cardl

E R I R

Further details orthe specificqualifications or units of competency that ragkhe concernand the reason
for the concernare provided irsection 17.0 (pages 669).
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1.7 Conclusions
The RTO and stakeholder surveys continue to record high levels of satisfaction with TAC in all areas.
h@SNIrftsx Fd Ay LINBGA2dza @SINEX ¢!/ Qa LISNF2NXIyOS

v oA N = oA v A N = oA

measures, thus indicating that both RTO and stakeholders believe TAC is performing very well
¢!/ Qad LISNF2NXIYyOS Ay GSN¥ya 27F O2YYdzy A OLwithRI@s ¢ A (i K

v A N = oA

~ oA N = oA

by both RTOs and stakeholder® to be congratulated.
Most RTOs (89.4%gportedthat their organisation had acce=m$the RTO portal since 1 July 2028th

VVVVVV

werethe lowest performing areaghe scores fopoth areason all metricsare higher this year

Looking forward, the most significant requirement from RTOs is information and assistance with moving to
the revisedStandads, including identifying the differences between tberrent Standard andthe revised
Standards in each areBRurther, there are some specific new ar&B0s would like information ofor
examplethe RTO's obligation in regard to the wieling of each studenfpr which the RTOs would

appreciate greater clarity and direction.

As in 2022, the proportion of RTOs and stakeholders who rate TAC's performaticareasasW 3 2 & R Q
W S E O Ssthighayfdi i@many cases, between 90% and 1T0%ontinueto improve its service delivery,
we recommend that TAC foaeson areas where its performance is rated sl 2 ghR<€@ek to move their
stakeholders rating TAC's performancetaS E O Sthis isdhgginging to happen in some aread wiill be

an important trend moving forward.

Stakgholders who participated in the development of the Strategy rated the experiete&@a#s@ R Q

WS E O Snftte BgfaiitRofinstances the lowest area was understanding my organisation's concerns, of
involved in the development of the Strategypd hence could not commenmwareness of the Strategy was
high amongst RTOs, althoufgimiliarity with thecontent of theSrategy could improve this suggsts that
encouraging readership and providing the Strategy in forms that are easier to digédtoe considered.

Overall, the results for this survey of RTOs and stakeholders arpositive and as a regulatory authority,
TAC should, once again, be applauded for taking account of its survey results and working hard in those
areas requiring a greater focusiticrease its performance® meet the needs oits stakeholders and RTOs.
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2.0 INTRODUCTION

The Training Accreditation Council (TAC) is an independent statutory body responsible for the registration
of training organisations YR | OONBRAGF A2y 27T \DeateNdEdusatioh ghd 2 S& G SNY
Training (VET) sector.

¢! / Qa20248Huategic Plan requires that TAC effectivedysterstraining organisationsaccreditsVET
coursedo address the requirements of industapnd the communityprovidesspecialised and practical
professional development opportunitiesdworks collaboratively and extensively with State and
Commonwealtlgovernments, VET regulators and other stakeholders on VET policy and regulatory matters
to fulfil its regulatory functions and inform its planning policies and servid@s.research provideme

source offeedback from VET stakeholders.

Thisreport provides the findinggrom two surveys conducteduring September and October 2@2one

gAGK we¢ha |yR GKS aSO2yR gAlGK ¢!/ Qa 1S& aidl 1SK2tR
TAC appointed Research Solutions to conduct itgt FORO and stakeholder perceptions survBye survey

was sent tal69 RTG in Western Australiglust over hlf of these organisations received two linkse link

sentto the legallyresponsiblepersonin the RTO and a second to tihegistrationcontact. Each person

received an email invitation to participate in the survey with an embedded link to the online survey to
FAOSNI Ay KSA NjerfadnbidoeSolaii theZpg(shil2 thanthst | / Qa

A telephone survey was also conducte®@bof TAC'24 major stakeholders comprising government,
industry, employer and professional associatiofisese stakeholders have regular contact with aAC
were interviewed by telephone.

The majority of theguestions requird the respondent to rate the performance of TAC on key measures,

and wherethisratingwasW¥ ¥ JWALI2ER WS NEB the dgspohdbnt was asked to explain the reasons for

their rating. This imposed a significant burden on respondents as there were over 50 possible questions

where respondentsvere askedto explain their ratingThequestiors were made optional however they

FRRSR G2 GKS tSy3adikK 2Fth K aslyaesrai@ribis ¢frespbidents(ld R a2 Y S
RTOs)giving the same rating out of five forast of the services providedany of these people took

between five and ten minutes to complete the questionnawdilst the average time to complete the
guestionnaire was between 15 and 20 minutes.

Another impact of this additional questioning was that in a report where ratings, particularly from the
RTOs, are very positive, the comments are generally rather negative, focusing on the improvements that
TAC should be considering, making the report @ppeore negativehan it is

The results of théwo surveys are detailed in the following pages of this repbiie RTO maltsappear in
the first section, and wherteasible, comparisonisave been madéetween the 202 study and the 2022,
2020 and 2018 studieShe stakeholder results are documented in section two.
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3.0 METHODOLOGY

A summary of how the study was conducted is described below; further details on the method are provided
in section 18.0 Appendicesl8.1Technical Appendipages 7174.

3.1 The questionnaire

The2022 questionnaire waseviewed with a number of small updatesade for the 2024 surveyowever,

the 2024 survewas essentially similar to tH2022 and2020surveysgnabling compdsons to be made

over time.This year, again, some new questions focusing on why RTOs gave particular responses have been
IRRSR (G2 GKS &adz2NBSeés FyR I ¥Sg 2F (GKS NrdAy3a a0l f
operating

Thequestionnairewas discussed at the scopintgeting andhen updated by Research Solutiosfinal

draft wasapproved by TAT he alterations to the RTO questionnaire were then programmed into Web

Survey Creator, an online Australian software package designed specifically for market research in Australia
and compliant withthe Privacy Acand its amendmentsThe questionnaire was tested online by both

Research Solutions and TAC to review the RTO survey expeAeiege minor alterations to the wording

were undertaken before the questionnaire was finally signed off by, TAC

TACemaikd each of its RTOs aitd 24stakeholders in advance, informing them of the importancettod
survey Research Solutions' appointment to undertake the sureeyl asking them to complete the survey.

3.2 Data collection

c2ftt2eAy3a ¢!/ Qa SYI Aiffornirg thewtohtlde skrwiyRAQipdatedts Ksg f R S NA
removing the email addresses of those RTOgmad bounced back and providing alternate contact
details for those stakeholders who were not available during the survey périad.then provided

Research Solutions wittwo contact liss. the RTO contact listontained thedetails of the legally

responsible persoandthe registrationcontact for each RT@here were264 contacts on the final RTO list,
representing 169operating RTQsnd the second list contained theontact details for the4 stakeholders.

An invitation with a unigue hyperlink was emailed to each RTO contact, and where there was no response
to the first invitation, two reminder emails with the hyperlink repeated were sent to the FHacts and
followed bya second email from TAC requesting the RTOs to participaite survey Where email

addresses bounced back, or the RSt®vey participant hathlockedonline surveyparticipation TAC

assisted by seeking alternative email addesss

Thedata collection occurrebetween 12September 2024 and 14 October 20Z4e online survey

achieved a sample &4 responses out of th@64 contacts on the list provided; these people represented
89 RTOs, providing an overedlsponserate 0f53%of the RTOsurveyed.This ignuchlower than the
response rate of 72% from the survey in 2022 investigating the reasons for thig contacting some of

the RT@who had not responded to the survey, the research indicated that there were three reasons for
the lower response rate.

(1) A timing issueThe survey commenceabout a month later than usual which wa8 days beforg¢he
school holidaysommencedand finished a week after the schools had returnpobviding a longer
than usual response time to accommodate ttiming This affectedhe response rate fronboth
schools and many of the RTOs who follow the schooltabmut half of the usual number of schools
responded.The issues were twofold:

1 Atthe end of term, teachers are extremely busy and then have a two break when many do
not look at their emails, then in returning to school, they endeavour to catch up with their
emails, but the beginning dfie term is also very busso emails can be missed
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1 Many of the school contacts are VET program coordinators or Year 12 coord;aait et
this time of year, they are extremely busy with exams and school ieatiwities.

(2) Increased security of email systemSome of the contacts reported not recalling seeing either the
TAC email or the Research Solutions email, though they mentioned that it was unusual not to receive
TAC emailddence it may be that unsolicited emails are going into spanaer beingquarantined for
review, andsometimespeople forget to checkhese It is hard to judge how pervasive this issue is
since it is often combined with the third issue below, where people receive so many emails that they
can forget they received thm.

(3) Alargenumber of emails receivedndhencethe emailfrom TAC/Research Solutiohad not been
actioned possibly beingdded tothe 'to do' pile.Potential respondents contacted by telephone
expressed a desire to do the survey as they understood that iimvasrtant butsaid thatthe survey
may have been buried by otherore recentemails and was slipping backwaid the emailinbox.

In 2024, a response rate from business surveys of 50% or better is considered to lyhigmparison,
response ratd¢o manybusiness surveys can be as lovbd%.Asthe TAGample sizef RTOss limited,
we suggest thain future TAC considers movirig a mixedmode approach using a combination of email
with telephone followup to increase response ratesturning them back taheir original levelsin our
experienceState Governmenhasprogressivelynoved to a combination of online and telephone
interviewingfor businessurveysover the past twdo threeyears

The stakeholder surveig undertaken by telephonelAC providecontact details for 24 stakeholderswvo
stakeholdersvere away for the duration of the study with no suitaléplacementsand one could not be
contacted Asample of 2 stakeholders out of 24takeholders on the contact li§88%) was achieved.

3.3 Data analysis

The guestionnaire comprisatichotomousquestions (Yes/No), rating scale questions (generally using a
five-point bipolarLikertscale with ratings ranging frof S E O $of U ZSyNBandapeiddvled
guestions.Theopen-ended responses are appended to this report.

In the comparative analysis, tmesults are provided for the top two positive mnses ¢ 3 2 gh@R Q

WS E O § anfitiSeyein® compared to previous surveys where the wording of the question has remained
the same.The percentage of respondents is based on the number of people able to answer the question,
that is, they exclude those wigaid, R 2 y Q 1Q {@yhEbglicabl@Np attempt has been made to weigh

the results or assign weights to the rating scales.

The resultdor RTOs have beaeported to one decimal place, and hence, when the responses are added,
they may add up to 0.1% higher or lower than the actual figures appear to be; for example, some tables will
add to 99.9% or 1M1%

Research Solutions hasly reported results which are statistically significamidthis meanghat the
observed results couldot havereasonably have occurred due to chanaedreflect adifferent result for
that group of RTOs adifferent result year on year

When reviewing the results of the survelyee maximunmsamplingerror for:
1 The RTO survey+3%at the 95% level of confidence.

1 The stakeholder survey i#8%at the 95% level of confidence.

Sample sizesor RTOs and stakeholdesse considered reliable and representative of their population.
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3.4  Profile of the RTO sample
Note: The sample size for each of these charts is based on valid responses provided by RTO respondents.

Figure3: Location Figure4: Length of time in Business

Up to 5 years . 9.6%

6 to 10 years - 14.9%

= Perth Metropolitan Area More than 10 years 75.5%

Regional including Peel

Figure5: Number of employees Figure6: Type of Organisation
Private RTO 64.9%

* 0
1to 5 people 36.2% cehool .10.6%
6 to 10 people 22.3% TAFE [ 6.4%

Government Enterprisel 5.3%
11 to 20 people 14.9%
Industry Association 5.3%

Community Based Adult
0,
More than 20 26.6% Education Provider  14.3%
Non Government
0
enterprise I3'2 %
Total | 1.0%
Figure7a: Number of trainers/ assessors Figure7b: Number of students

1105 people 52 1% 0-99 students* 26.6%
100-249 students 22.3%

6 to 10 people
250-499 students

11 to 20 people 18.1%
500-999 students Sl
More than 20 people [GHOLZ: 1,000 or more students 22.3%

* Due to rounding to one decimal place, percentages do not add to 100% exactly.

In comparison to 2022, whilst ttmverallsample size is smaller (n=94), survey patrticipants in 2024 are
drawn from larger organisationwith 26.6%of the sample in 2024 drawn from organisations with more
than 20 employees, compared to 22.1% of organisatiwitis more than 20 employeeis the 2022survey
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3.5 Profile of the Stakeholder sample

Figure 8. Type of organisation

m [ndustry Training Council
= Industry Regulators
= WA Government

Association

Q. Stakeholder questionnaire: Type of organisation (sample sid¢ n=2
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OFFICI£
RTO and Stakeholder Perceptions Report 2024

REGISTERED TRAI
ORGANISATIONS

(RTQ)




OFFICI£

RTO and Stakeholder Perceptions Report 2024

4.0 RTOPERCEPTIONS OF TAC

Overall perceptions of TAC continue to be very positive with 93.5% of respondents rating WACag R Q
W S E O Sanly &3pdiofyespondents ratéideir overall perception oTAC a$V LJ2 PhiisB results are

v A N = oA

~ A N = oA

Figure 9. Overall perceptions of TAC

Excellent 43.0%

Good 50.5%
Fair .4.3%

Poor I 2.20%

93.5%

6.5%

Very poor 0.0%
Q2t t SFaS NIGS ¢!/ Qa rdgl8anF(B=0RY | ROFQA)ENR B yF & |

t SNDSLIGAZYE 2F ¢!/ Q&8 20SNItf LISNF2NNIFyOS-basdiNE aAY
weha gSNB SldzZ-tte tA1Ste G2 NIdS ¢!/ Qa LISNF2NXIyYyO
business nor length of time in business impaatedJ2 y w¢ ha Q LISNOSLIiA2ya 2F ¢!/

~ AN v oA

rated TAQa 2 @S NI  fasW ISdNTAEIRLRing db&dback from a desktoaudit.

¢!/ Q& LIS afazetuikatony all Sspects wagery positive, with 88.9% or more of RTOs rating TAC as

with 6-10 trainers tended to rate TAC #s3 2 rathefxthanW S E O ®1h dach yfih@ measurethis is most
pronounced forratings of TA®@verall as a regulator arfdr TAOmproving the quality of VET outcomes in

Western Australiawhere none of the organisations with-80 trainergassessorsated TACa¥ SEOSt t Sy (i O
though over 90%f these RTOgaveTACa W 3 2 ratiRgThere are no defining features of RTOs v@ith0

trainerd assessorexcept that they are more likely to inclutdon-GovernmentEnterprisesand most have

less than 250 students.
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Figure 100wl GAy3 2F ¢! asaieguld®NF 2 NI y OS

mVery Poor mPoor mFair mGood mExcellent Overall good
performance
Promotes and encourages continuous improvement g 50 16.7% 47 8% 94.6%
RTOs
1.1%
Provides timely advice to r_ny_organisation on its regulato. 42.9% 50 5% 93.4%
activities
1.1%
Provides quality advice .abqut the VET sector to 6.6% 46.2% 47 3% 93.4%*
organisation
Improves the quality of VET outcomes in Western Australig 51.7% 41.6% 93.3%

Is transparent in its regulatory decisions and activitiez 47.7% 93.0%
1.2%
Provides quality advice to my organisation on itsyes o 5 91.3%
regulatory activities .’ 38.0% 53.3% )
1.1%
Open to hearing concerns about the quality of VEENEA 44.4% 44.4% 88.9%
m 1.4%
Applies consistent regulatory decisiongeKeLzs 49.4% 39.5% 88.9%
1.2%

VHO tESHAaS NIdGS ¢!/ Qa LISNF 2Ibuing Heéhs. mPBoRT K 2 yf ilReiykeSsy Ay S OK 2F GKS

*Note: The'goodand ¥xcellenfperformance do not always add up to the overall good performanoeedue to rounding to one
decimal place

The resultdor eachaspec2 ¥ ¢! / Q& LIS NF 2 N I y O Srerershnilad rageiBléss of e G KA &
location of the RTA] KS we¢ hQa GAYS Ay 0dzaAy RaGizelnymBer &2 NJ 1 KS K
employees, number of trainers and number of students.

Compared to the previous studly 2022 the resultsor eachaspectin 2024were similar to those recorded
in 2022 However there hasbeen O2y Ay dzAiy3d GNBYR 2F A YLONBIE@PeSY (i &,
measuredsince 201§Figure 1 overleaf).
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Figure 11.wl GAy 3 2y ¢! /cQéompaldbeiern 2928 8022, 2020 and 2018

2024A Good' Excellent 2022A Good® Excellent 2020/ Good Excellent 2018A Good™ Excellent

Overall good
% Respondents performance
Provides timely advice to my organisation on i_ 0
regulatory activities (new) S8 Sl 93.4%
Provides quality advice to my organisation on i_ 0
regulatory activities (new) S S 91.3%
ProviQes timely and Qll,l(’:.l“.ty advicg to my orgapisati_ . 49 3% 90 6%
on its regulatory activities (previously combined)
36.9% 87.5%
47.1% 32.7% 79.8%
Provides quality advice about the VET sector to 0
organisation (new) 46.2% 47.3% 93.4%*
Provides tmel_y, q_ual|ty adylce about the VET sector ig 48 6% 92 8%
my organisation (previously included timing)
35.3% 84.0%
51.7% 27.5% 79.2%
Open to hearing concerns about the quality of VH 44.4% 44.4% 88.9%*
56.6% 89.9%
35.0% 83.7%
57.9% 23.0% 80.9%
Is transparent in its regulatory decisions and activitig A7 7% 45.3% 93.0%
51.2% 90.4%
35.4% 85.7%
46.0% 33.3% 79.3%
Applies consistent regulatory decision 49.4% 39.5% 88.9%
55.1% 86.5%
25.8% 82.1%
44. 7% 29.3% 74.0%
Promotes and encouralgﬁ_soiontlnuous improvement g 46.7% 47.8% 94.6%*
48.9% 94.3%
44.9% 89.2%
40.7% 42.0% 82.7%
Improves the quality of VE_T outcomes in Westem 41.6% 93.3%
Australia
57.8% 93.7%
31.3% 84.6%
46.7% 34.3% 81.0%

VH® tfSIAS NIGS ¢!/ Qa LISNF2NXYI yOS.. @@& Nrdmi72toF R RE K P2 @02&Hh=§K382 F (G KS T
R2y Qi 187)2620:5=79mc n T R2nE086)(201B:8=63mp o X R2VIQA |1y 26 H

*Note: The'gyoodand Excellenfperformance do not always add up to the overall good performanoesdue to rounding to one
decimal place
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5.0 LODGING AN APPLICATION

Overall, 8.7% of RTOs surveyed said they had lodged an application wittsihea€ 1 July 2023. This
represents significantly more applications than in 2022 (49.B%thiled analysis showed thdterewas no
difference in the lodgement of applications of RTOs regardless of whether theybasee in metropolitan
or regional areasr the length of time in businesslowever there wasa 30% increase in the number of
organisations with over 20 employesssponding to the survey this yeand those oganisationsvere
38% more likely to have lodged application.

Further he question askedasohas theorganisation lodged an application with TAC during the 12 months
since 1 July 2023Asthe survey was conducted between riggptember and the end of October, survey
respondents may have perceived this period as being inclusive from 1 July 2023 to the date they completed
the survey in September/October 2024 which is a period of approximatetponths rather than the

2024/2025 financial year. This may also have contributed to the increased number of organisations who
had lodged an application since 1 July 2023.

Figure 12. Lodged an applicatioin the last 12 monthg

mYes

No

Q9. Has your organisation lodged an application with TAC during the 12 months since 1 Ju{p=8%23?

For hoseRTOs who had lodged an application with A€ majority rating their experience 83 2@ R Q
WS E O §%.8/8 ghd @e in three rat their experience a¥ S E O §36.296) @iy Q.4%f RTOsated
their experiencdodging an applicatioasW ¥ |aikdMbhly one respondent rated their experierdodging an
applicationasW @S NE LJ2 2 ND

¢KS NBadzE da F2NJ ft2RIAY3I Iy FLIWLXAOFIGAZ2Y 6SNB &aAYAf
business and for the three measures of RTO size: numlmmployees, number of trainers and number of
students.

The RT@ €Xperience across the various metrics measured in lodging an application is shiéiguaran B
on the following page.

1The percentage is based on one response per RTO. In the case of the 5 RTOs where two people responded the second response has
been removed from this percentage.
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5.1 The Application Process
The results show thdbr RTOsthe overall experience in lodging an application Wa3 2, fvith 6ne in

threeRTOs ratingitdd¢ SEO®f LYy 6 ©f T dn dy:z 2 F  wtdhdR aNROEDRBsE ISy G D
shown inFigure B below. The results are also very positive for the time taken to act on the application and

the helpfulnes2 ¥ G KS Ay FT2NXI G.A2Y 2y ¢!/ Qad 6So60aArds

Figure 13. Experience when lodging an application

m Very Poor Poor m Fair m Good m Excellent
Overall good
% Respondents performance
Overall experience with the application proce S 58.6% 36.2% 94.8%
B 1.7%
Time taken by TAC to act on the application after 506 43.9% 49 1% 93.0%

you were notified that the application was received
3.5%

ISfLJszlf)/Se}a 2.T.7\)/T2N 49 1%
regarding making applications
3.5%

Q1a Please rate your application experience based on the application/s that you have submitted to TAC? Filtered by thosedgjsul fzed
application (Sample size 57%585 2y Qi 1-) y 2 &

One espondentgave a¥ @ S NEratihgac2hdddverall experience with the application process7¢h)

other lowratings werein relationto theK St LJF dzf ySaad 2F AYTF2N¥I GA2Y 2y ¢!
applications 8.5%rated asW¥ LJ2) @nlldiine taken by TAC to act on the application after notification that

the application had been received (3.58ted asW LJ2.PiNd&e RTOs, both in the metropolitan area and
country areas, were the onrovider typeo rate any aspect of the application procesias JWALIZER NI
WHSNE L2 2N

Across althree aspectsf the application processhe measures of performancare broadly statistically
similar to those recorded in 22,2020and 2018as showrin Figurel4 over page.
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Figure 14. Experience when lodging an applicatiana comparison betweer2024,2022, 2020 and 2018

2024A Good' Excellent 2022A Good® Excellent 2020/ Good Excellent 2018A Good™ Excellent

Overall good
% Respondents performance
Overall experience with the application proces 58.6% 36.2% 94.8%

47.7% 89.2%
27.0% 88.9%

53.1% 34.6% 87.7%

P I -4 ye A - E\
TR | %92 50 ¢ 8os% !
42.4% 92.4%

| St LIFdzt ySaa 2F AyF2NNIQ
making applications

25.4% 82.5%
44.3% 36.7% 81.0%

Time taken by TAC to act on the application after y 0 .
were notified that the application was received SEREN 49.1% 93.0%

49.2% 89.2%
37.7% 85.2%

44.3% 34.2% 78.5%

Q10 Please rate your application experience based on the application/s that you have submitted to TAC? Filtered by thosledgeal tzad
application R024: Sample size n=f¥y T 5 2 Y Q-#)20P Sadplelsizen=6S5c T 5 2 y Q) (2020 Sample size n<®8On T 52y Qi 1y 26T
3-33)Q018:n=72y MX R2yDi 1y26 n
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6.0 THE RTO PORTAL

Most RTOs surveyed (89¢") saidthat their organisation had accessed the RTO Psitalel July 203.
These results are almost identicalttise ofthe 2022surveyand are shown ifrigurel5 below.

Figure 15. Accessed the RTO Porialthe last 12 months
3.4%

m Yes
No
52y Q0 1y26

Q12. Has your organisation accessed the RTO Portal during the 12 months since B3(H=29)2

*Note: The'goodand ¥xcellen€performance do not always add up to the overall good performanoeedue to rounding to one
decimal place

TheRTOportal user§ébverall experiencevasvery positivewith 89.2% of users ratinthe overall
experienceas eitherd 3 2 @ RO E O Sab $h&winiiF@yure 6 below. The performance of th&TO portal
was also verhighin a range of aspectas showrin Figure 1éelow.

Figure 16. Your experience with the RTO Portal

m Very Poor Poor mFair mGood mExcellent Overall good
performance
% Respondents

Overall experience with application tasks 8.4% 56.6% 32.5% 89.2%
2.4%

Easy to access 6.1% 53.7% 40.2% 93.9%

Easy to access my RTO details and scope B#L%) 42.2% 49.4% 91.6%
1.2%

Easy to navigate 6.0% 54.2% 37.3% 91.6%*
2.4%

Clarity of instruction 7.2% 54.2% 37.3% 91.6%
1.2%

Easy to complete the task required 8.4% 53.0% 34.9% 88.0%*
3.6%

Q13. Please rate your experience with the RTO Piittaed by those who have used the po(#82-83T R2y Q@) 1y 26T m

*Note: The'gyoodand Excellenfperformance do not always add up to the overall good performanoesdue to rounding to one
decimal place

1The percentage is based on one response per RTO. In the case of the 5 RTOs where two people responded the second response has
been removed from this percentage.
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¢ KS we¢h L¥xpdidndes dza SANBEYOA £ | NJ NB3IF NRf Sda 2F (GKS €20 {7
business and for the three measures of RTO size: number of employees, number of trainers and number of
students.

Survey participants who rated the overall experience with application tasks on the RTO pé&ttallasd NI
W LI2certidiznted on:
I TheRTO portal being neaperational on occasion
1 Loading evidencw the RTO portak a lengthy process
T 2YS SELISOGSR R20dzYSy i Rlhotal,ankla y Qi F @G At o6tS 2y
1 Applications have to be completed in one sitting, which is challenging when there is a lot of
information and documentation that needs to be uploaded

TheRTO portal experienagasnot measured in 2018 and B020the tasks weremeasured separately
divided into lodging an application and registraticated tasksHence the 2020 resulre not directly
comparable to 2022and 2024where these two tasks are measured toget.

Theresults for theoverallexperiencewith the RTO portahavebecome increasingly more positive since

2020¢! / Qa STF2NIa FYR KFENR 62N)] fSIFIRAYy3I dzLJ 2 GKS +
significant improvement positive responses compared to the 2020 study in all arEa2024 whilst not

a statisticallysignificant improvementthe upward trendappeasto have continued witla 5% or better

improvement in the 3 2 gh@RIS E O SAkpériSngdin 2lation to:

9 Overall experience with application tasks
1 Ease of navigation

1 Ease of completing the task required

1

Clarity of instruction.
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Figure 17. Experience vth the RTO Portat a comparison betweer2024,2022 and 2020

2024A Good " Excellent 2020- Lodging an applicatiort. Good  Excellent
2022A Good® Excellent 2020- Registrationrelated tasks’ Good ' Excellent
Overall good
% Respondents performance

Overall experience with application tasks on t 89.2
RTO Portal 56.6% 32.5% 270
56.2% 84.3%

16.7% 65.0%
49.5% 20.4% 69.9%

Easy to access RTO Port 53.7% 40.2% 93.9%
52.8% 90.4%

26.7% 75.0%

44.1% 25.8% 69.9%

Easy to navigate RTO Porta 54.2% 37.3% 91.6%*
56.0% 84.8%

25.0% 63.3%
46.2% 21.5% 67.7%

Easy to complete the task required using Rm 34.9% 88.0%*
Portal
50.0% 79.8%

18.3% 61.7%
43.5% 20.7% 64.2%

Clarity of instruction in RTO Porta 54.2% 37.3% 91.6%*
58.4% 86.4%

20.0% 65.0%
40.9% 25.8% 66.7%
Easy to access my RTO details and scope (n 42.2% 49.4% 91.6%

Q13. Please rate your experience with the RTO Péiltmled by those who have used the po2024: n=8% o T R 2 y Q#); 202Z:2#21 m
MHpPT RZ2Yy-§) U020 @12. ®lBame rate your experience with the RTO Portal based on the application/s that you have submitted to TAC. (2020:
n=60; missing n=3) Q15. Please rate your experience with the RTO Portal for registtaténttasks (n=92po T R2y @ 1y 26T ™

*Note: The'goodand ¥xcellenfperformance do not always add up to the overall good performanoesdue to rounding to one

decimal place

Prepared by Research Solutions for TAC Page| 28



OFFICI£

RTO and Stakeholder Perceptions Report 2024

7.0 TAC COMMUNICATION

TAC communication was rated in termgiud following
1 TheTAC website, TAGnkedln and TAC Update/TAC Special Bulledims
1 TAC communication by email or telephone

7.1 TAC website, TAC LinkedIn and TAC Update/TAC Special Bulletins

RTOsespondingtai KS & dzZNI3Se O2y (G AydzS (2 NAQvébsite, TACRiakedh2 Y Y dzy A

and TAC Update/TAC Special Bullegissgery high in all areasHoweverthough theTAGwnebsite continues

v A N 2 oA

Figure18.¢ ! / Q& O2YYdzyAOF (A 2y glinkedinand MACIUpdates/Spatial Bullairg o & A G S

m Very Poor Poor mFair mGood mExcellent

Overall good
% Respondents performance
Accurate information 47.8% 51.1% 98.9%
" 11%
Easy to understand information e 51.6% 43.0% 94.6%
1.1%
Helpfulness of information EHelR) 46.2% 48.4% 94.6%
1.1%
Informs on a wide range of issue §iLz 50.5% 41.9% 92.5%"
Timeliness of information &4 51.6% 40.7% 92.3%
Provides enough information a8 49.5% 91.4%

Easy to navigate (website onIy| 12.8% 51.1% 33.0% 84.0%"
H 1.1%m 2.1%

Q4. TheTAC websiteTAC Linkedend TAC Update/TAC Special Bulletiieskey tools used by TAC to communicate with RAlEsse rate your
experience with these communication tools over thenbihths since 1 July 282(n=91-94;5 2 y Q(in=Q-3y 2 &

*Note: The'gyoodand Excellenfperformance do not always add up to the overall good performanoeedue to rounding to one
decimal place

There was no difference RTO perceptionsdf ! / Q& 02 Y'Y dzy XATWEDSItRTAC Idnkddiand K S
TAC Update/TAC Special Bullebgdocation, size or type of RTO.
Navigationof the website continues to receive the lowest scate€84.0%good or excellent

Informs on a wide range of issueseived a significantlyigher proportion of¥ § E O $doffeSayhdngst
RTOsvho have begn in business for betwe@10 years (78.6% excellent scoaed Timelinessvas more
likely to score¥ S E O Sufndngstybiisidesses with 20 or mdrainers

Perceptionsof | / Qa O2 Y Ywdzga OY LifAl2NJANB I NRf Saa 2F GKS f20F G

business and for the three measures of RTO size: number of employees, number of trainers and number of
students.
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A comparison of 202 2022 2020and 2018are shownin Figure B below. After significant improvemers,

0SG6SSY HnHn YR HAHH LISNOSLIIAZ2
level and have stabilised.

V4

2T tat ake®yanighO2 Y Y dzy

Figure 19.¢ ! / Q& 02 Y Y dzy A Odailcdmpafisomsdetivéen 2024h2822, 2020 and 2018

2024 A Good Excellent 2022A Good® Excellent 2020 Good Excellent

2018 Good™ Excellent

Overall good

% Respondents performance
Accurate information 47.8% 51.1% 98.9%
48.9% 95.6%
39.7% 90.4%
43.2% 92.6%
Easy to understand information (clarity 51.6% 43.0% 94.6%
92.2%
34.2% 83.5%
48.7% 36.8% 85.5%
Provides enough information 49.5% 41.9% 91.4%
92.0%
29.1% 82.3%
52.3% 35.1% 87.4%
Helpfulness of information 46.2% 48.4% 94.6%
48.6% 93.6%
33.1% 86.0%
35.5% 85.5%
Timeliness of information 51.6% 40.7% 92.3%
93.5%
28.4% 87.1%
56.6% 33.6% 90.1%
Informs on a wide range of issue 50.5% 41.9% 92.5%
94.8%
31.6% 83.6%
51.7% 36.2% 87.9%
Easy to navigate (website only, 51.1% 33.0% 84.0%
20.7% 83.3%
23.7% 78.2%
30.29% 85.2%

Q4. TheTAGnebsite TAC Linkediend TAC Update/TAC Special Bulletiieskey tools used by TAC to communicate RillOsPlease rate your

experience with these communication tools over the 12 months since 1 2aly{2IP4: n=9194; n=0-3
know) Q020 n=152158; n=2y R2Yy Q@01§nfR@&p v R2Y QM 1y26 yTlo

domQ (i

1(30226n5136140; n=1p R2y Qi

*Note: The'gyoodand Excellenfperformance do not always add up to the overall good performanoeedue to rounding to one

decimal place.
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7.2 Communication with TAC by email or telephone

RTOs rated their experience of communicating with TAC by email or telephone verywith856.7% of

RTOs describing the overall experience of communicating with TAC by email or telephidBe2ad® R Q

WS E O SNo ar&ayoféngail or telephonesommunication dropped below 93.566 RTOs ratingitagd 32 2 R Q

or ¥ S E O SAurth& yivéli®ver half of RTOs described their interaction with TAC by enbgitelephone

asW S E O Sthd hi§lyedt Performing areas and those areas with the highest proportioBs®f20R Q

WS E O SdtirfigSvgréréspecting the privacy of individuals involved (180)(respecting the
O2yFARSYGAIItAGEe 2F (KS ;M8 acuiesyR03.8@<showRilRiBuUre0A a | G A 2 Y
below.

Figure 20. Communications with TAC by email or telephone

mVery Poor mPoor mFair mGood mExcellent

Overall good
% Respondents performance
Overall expgrience_ communicating wit 33%  32.6% 63.0% 95,79
TAC via email and/or phone
m11%
Respected privacy of individuals involve 27.7% 72.3% 100.0%

Respected the confidentiality of m

organisation 28.9% 69.8% 98.8%
H 1.2%
Courtesy 27.2% 70.7% 97.8%
m11%m 11%

H11%m 1.1%

Helpfulness 30.4% 66.3% 96.7%
m1.1% m 2.2%

Clarity of response 38.5% 57.1% 95.6%
®11% m 3.3%

Availability of follow up assistancel 34.1% 61.5% 95.6%

B 1.1%m 2.2%m 1.1%

Efficiency of response (took minimal 0 0
amount of time, including waiting time)l e SR 93.5%
B 11% = 1.1%m 4.3%

Q6. Please rate your most recent experienadmmunicating with TAC by email and/ or telephone8&82T R2y Q®-11).y 26 y T

Note: 1. * Thel§oodand ¥xcellen€performance do not always add up to the overall good performanoeedue to rounding to
one decimal place. Where the bar is too small to insert the percentage it is shown on the line below.

No morethan 4% of RT@articipantsgave a rating o T JWALIRER2 WS NRBacrasgeacNdithe email or
telephonecommunication metricsthose that did give such a ratimgere predominantly Private RT@sd
long-established organisationSmallerorganisations were more likely to perceive that TAC Was) A NX2
WL WIS NBA VLI22SNIa 2F KSf LJFdz ySaa FyR fSaa fA]1Ste
WS E O §45.6U8MSED Sdnipdey b @n average of 66.3%especting the confidentiality of my
organisatiorfwvas rated significantly lower by organisations employing ten or less trainers/assessors
compared to those with more than 20 trainers/assesswith those with more than 20 trainers/assessors
rating TAC a8’ S E O $nfthis &rgai Q

¢!/ Qa GasoediaSBRE O $y ®.®4/olthe larger RTOs who had 20 or more employees
however,the smaller RTOs with between 1 and 5 employeere less likely toate TAGSWS EO St f Sy (i Q
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terms of beindhelpful, with less than half45.5%2 ¥ G KS&S a Yl t £ SN weommkd tthd G Ay =
the larger RTOs who were almost twice as lik80,0%Yo rate TAC a¥’ S E O $nfthe &ehdf Belpfulness

The communications experientigat RTOs receive from TACdayail or telephone has remained stable
since the 2018 studyl'he results for 2024 are similar to those for 2022, both an oviéral2 ifofnance
andahigh level ol S E O $érfor@afcen fact, some of these scores appear to have increased at the
WS E O $ebvel, holghGhe sample size is not large enough to identify a statistically significant increase
(Figure21 over page)
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Figure 21. Communications with TAC by email or telephoge comparison between 2024, 2022, 2020 and 2018

2024A Good ' Excellent 2022 Good® Excellent 202C. Good Excellent 2018 Good™ Excellent

Overall good
% Respondents performance
Overall experience communicating with TAC via emﬁm 63.0% 95 704
5 0 .
and/or phone 150 94 1%
48.8% 93.2%
42.8% 49.3% 92.1%
Courtesy IEINEZ 70.7% 97.8%*
33.3% 98.5%
56.6% 94.3%
40.1% 56.6% 96.7%
Respected the confidentiality of my organisation (spli o
in 2024) 28.9% 69.9% 98.8%
Respected privacy of individuals involved (split in 20 ZFPARER 72.3% 100.0%

Respected confidentiality of organisation and priva %0 0% 98.3%

of individuals involved (combined)

48.6% 94.5%

41.3% 58.0% 99.3%

Impartiality 33.0% 64.8% 97.7%

44.3% 95.9%

46.3% 94.0%

45.8% 50.7% 96.5%

Helpfulness 30.4% 66.3% 96.7%

31.9% 94.1%

46.5% 91.8%

41.8% 51.6% 93.4%

Clarity of response 38.5% 57.1% 95.6%

36.3% 91.1%

39.4% 90.7%

42.5% 47.7% 90.2%

Efficiency of r?:gagisr? (\tl(\;;)ilzir:mr;ilrr::s)l amount of tlmm 59 8% 93.5%
d d 35.8% 93.3%

40.6% 86.9%

46.7% 43.4% 90.1%

Availability of follow up assistance (ne 34.1% 61.5% 95.6%

Q6. Please rate your most recent experience in communicating with TAC by email and/ or tel@fifgne=82pH T  KhawA=£2d1) (2022:
n=120Mo p T R2y @)(2020:h#46y ¢ £ T R2 Yy Qlid) (20A88=443p oiT R2Y QR). 1y26 Yy I H

*Note: The'Joodand ¥xcellenfperformance do not always add up to the overall good performance score due to rounding to one
decimal place.
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7.3 The TAC Customer Service Model
The TAC customer service modssigns &egulationOfficer to each RTO; tha&fficer managsthe RT@ a

VVVVVV

rating this model asvorking‘¥xcellenlyQ

Figure 22. How well the TAC customer service model works

91.1%
[ 1
51.1%
40.0%
7.8%
Excellent Good Fair Poor Very poor
Q81 2¢ ¢Sttt R2 &2dz FSSt G(KI{ @OUTOR2Q@#i2Yyam ¥FENWAOS Y2RSE 62N] &K

The wording of the question in 2024 was a little different to previous years, and the scale has changed,;
hence, the results, whilst extremely high, are not directly comparable to those of previous years (which had
remained similar for the previous threerseys) when 87.6% of RTOs described the model as wodkatip

or ¥xtremely welD

In the 2024 surveythere were nosignificant differences in perceptions of how the model worked by type
of organisation, sizer length of time in business.
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8.0 AUDITS

The2024survey indicated that just over half BfTOgarticipating in the survesl.7%¢) had participated in
an audit since 1 July 2023; this information waduded in the initial contact ligirovided by TA® assist
in filtering RTOs ttough toquestions on theappropriatetype ofaudit. Further,19.1%of organisations
have had more than one audiThe number of auditandertaken per RTO surveyed is shown inFigure
below.

Figure23(a) Number of Auditsin the last 12 months

= No Audits
1 audit

= 2 audits

= 3 audits

m 4-5 audits

m 6-10 audits

Number of audits: information provided by Tia€luding RTOs with no audits undertaken in 2@234 (n=89)

TheRTOsurveyed had experienced the following types of ayditsshown irFigure 3(b) below:
Figure 3(b) Audittypesboth desktop and site/hybrid2023/2024

= Both
Desktop
= Site/hybrid

= Not audited

Audit types information provided by TA@cluding RTOs with no audits undertaken in 2023/20289).

The majority (87.8%9f survey participants who hageenaudited felt that the audit provided a worthwhile
experience for their busines$his is similar to previous yeard there is no differencie whether the
experience was worthwhile Hgcation, size of business or length of time in business.
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2The percentage is based on one response perfofinformationattached to each contact on the ligtovided by TAGn the
case of the 5 RTOs where two people responded the second response has been removed from this percentage.

Figure 3(c) Did the Auditadd value or provide a worthwhile experience

mYes
No
52y Q0 1y26

Q17. Did the audit/s add value or provide a worthwhile experience for your busfne48? Filtered by those who experienced an audi

The audifs) added value to those RTO®ho experiened an audiin the last year irthe followingways

9 Itidentified ways to continually improve 28.6%
1 It provided very helpful feedback 18.4%
1 It was agoodlearning experience 12.2%
1 It clarified what was needed 10.2%
f LG O2y TANXSR ( Kweik fuickoBingweéllh Q& aeai ! 10.2%
T LG AYLINROGSR (GKS we¢hQa R20dzySyddl G 4.1%
T LG WT¥Et SaKSR 2dz2iQ AaadzsSa G2 | RRNB: 4.1%

It was a very thorough auditvhich brought greater clarity to our processes.

Audit was thorough. Discussions with the auditor made us critically reflect on processes
and our continuous improvemerftheAuditor was experienced, approachable and we
felt that she was there to assist with our continuous improvementthatktarning
journey of the students.

It gave us an excellent road map for future work for our students and lecturers

As one might expect, half of the larger organisations audited experienced both desktop audits and
site/hybrid audits in the last year, including all the TAFEs in the survey. Most of those organisations in
business for €0 years had also experienced boypés of audits in the last year.
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8.1 The desk audits

The overall experience amongst those RTOs who experienced a TAC desk audit was rated extremely highly,

AAAAAA

experience a¥ ¥ }ahd\iline rated it a9’ LI2c2 WADS NE RTIOR sdddDACas100.0%¢ 3 2@ R Q
WS E O S dll 6 yhé desk audit metrics, and further, the majority of RTOs scored TRG &0 91 f Sy i Q
these metrics, as seen kigure 24 below.

The information that TAC provided about the evidence required to be submitted by the organisation was
rated by almost thregquarters of RTOs undertaking a desk audi¢’é® E O SThefreSsysdim@ opportunity

to improve the information provided on the scope of the desk audit, moving the rating by RTO¥ o2 R Q
to WS E O $ds shéwhriiAgure 29.

Figure 24. The desk audit experience

m Very Poor Poor mFair mGood mExcellent
Overall good
% Respondents performance
The overall experience with the TAC desk au gL/ Iy L7 52.6% 94.7%

The information it provided about the audit purpost
and process before the desk audit

36.8% 63.2% 100.0%

The information it provided about the evidence
required to be submitted by your organisation as paelssei 73.7% 100.0%
of the desk audit

The information it provided on the scope of the deg
audit

47.4% 52.6% 100.0%

Providing clear information in the audit report on th¢ 0 0
audit outcomes and actions required ElLisve e 100.0%
The information it provided on the purpose an(

0 0
process following the desk audit SleiiE 08:2% 100.0%

Q19. The following questions relate to your desk audit experidflease rate. Filtered byhose who had a desk audit. (t9)

None of therespondens rated the audit process a LJ2a2 WS NEB antietesldbndentwho
described the overall experience #st did Mé&provide any additional information.
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Figure 25. The desk audit experiencea comparison betweer2024,2022, 2020 and 2018

2024A Good' Excellent 2022 Good® Excellent 2020 Good' Excellent 2018 Good™ Excellent

Overall good
% Respondents performance
The overall experience with the TAC desk auf 42.1% 52.6% 94.7%
40.6% 84.4%
31.4% 88.6%
57.4% 31.5% 88.9%
The information it provided about the audit purpos 0 0
and process before the desk audit SlEE B 100.0%
50.0% 93.8%
37.1% 91.4%
56.5% 33.3% 89.8%
The information it provided about the evidence
required to be submitted by your organisation as pafidsser) 73.7% 1 100.0%

of the desk audit 46.9% 87.5%

37.1% 91.4%

53.7% 34.3% 88.0%

The information it prov;iztijt on the scope of the des 47 4% 52 6% 100.0%
43.8% 90.7%

42.9% 88.6%
58.3% 34.3% 92.6%
Providing clear information in the audit report on thg 31.6% 68.4% 100.0%

audit outcomes and actions required

46.9% 87.5%
o5.6%

38.3% 88.8%

The information it provided on the purpose an 0 o
process following the desk audit e G2 100.0%

Q19. The following questions relate to your desk audit experiéfease rate... Filtered Itfose who had a desk aud@ample siz€2024: n=19)
(2022: n=32J2020: n=35) (2018 n=167ny = R2y Qi 1y 26 y I n
*Note: The'§oodand ¥xcellenfperformance do not always add up to the overall good performance score due to rounding to one

decimal place.
14 Indicates a statistically significant increase since2202

Ratingdor desk audit experience appear to have increased in 2024; however, the sample size is small

(n=19), so most increases are not statistically significant. The exception is the increas&/i6tBeD St t Sy (i Q
score between 2022 and 2024 in relation to information provided about the evidence required to be

submitted by your organisation as part of the desk audit, which has increased significantly in 2024
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8.2  The site/hybrid audit

Just under half of the RTOs participating in the surveydaaticipated ina site/hybrid audit (2.794"). The
majority (87.8%) of RTOs rated the overall experience of the TAC site/hybrid auditd ge@ R Q

WS E O Sds shBwh ih Bigurzs below. Overall, 12.2% of respondents rated the overall experience of the
site/hybrid audit agV T JYALIRIBrNIZI S NB  LJ2 2 ND

The performance of the site/hybrid audit on its key metrics WeS E O Switth edgh @sfect rated by

close tohalfor moreof the RTOs experiencirgsite/hybrid audit
Figure 26. The site/hybrid audit experience

m Very Poor m Poor mFair mGood mExcellent

Overall good
% Respondents performance
The overall experience with the TAC site / hybrid auti. 7.3% 41.5% 46.3% 87.8%
m 2.4% 2.4%
The information it provided on the scope of the site aud 48.8% 48.8% 97.6%
H 2.4%
Providing sulfficient information about the audit at thd 43.9% 53 7% 97 6%

entry meeting
u 2.4%

Providing clear information in the audit report on th¢

audit outcomes and actions required 2.5% A47.5% 97.5%

Informing me of any changes to the audit timetable a

the reasons for changes 2.6% 38.5% 59.0% 97.4%*

Providing information about the audit purpose and

process before the site audit 41.5% 53.7% 95.1%*

2.4%m 2.4%

Giving my organisation an opportunity to discuss our

particular business 34.1% 58.5% 92.7%*

4.9% W 2.4%

Willingness to discuss the audit findings at the time @
the audit

39.0% 53.7% 92.7%

2.4%m 49%

Providing a clear overview of the audit outcomes,
including any non compliances identified during the audi#Za 36.6% 53.7% 90.20%*
at the exit meeting

2.4%
The information provided on the purpose and process @ . 7
the exit meeting M 34.1% 56.1% 90.2%
2.4%

Q2. The following questions relate to your sigbrid audit experiencePlease rate. Filteredby those who had a site/ hybrid audin=39-41;
R 2 y Qin=0-2*Nate: Thelfoodand Excellenfperformance do not always add up to the overall good performance score due to
rounding to one decimal place.

RTOs who had been in businessfiee years or less were more likely to give TAC site/hybrid audits a lower
score on excellencen all aspects of the audit than other groups. Private RTOs were the only group to rate
the TAC site/hybrid audit 88 ¥ JYALIRER WAS NB  LJ2 2 N

1The percentage is based on one response per RTO. In the case of the 5 RTOs where two people responded the second response has
been removed from this percentage.

Prepared by Research Solutions for TAC Page| 39



OFFICI#
RTO and Stakeholder Perceptions Report 2024

The comparison betweethe results for2024, 2022 and 20Qis shown irFigure27 below. There was no
hybrid auditcategoryin 2020, so the comparison is based on the site amdligin that year The sitéhybrid
audit experiencasa comparison betwee024,2022 and 2020

Figure 27. The sité hybrid audit experience; a comparison betweer2024,2022 and 20

2024A Good' Excellent 2022 Good®™ Excellent 2020" Good Excellent

Overall good
% Respondents performance
The overall experience with the TAC site/hybrid aug 41.5% 46.3% 87.8%
50.0% 86.1%
41.7% 86.7%
Providing information about the audit purpose anim 0 0
process before the site audit A4 40 DS giéojz
_ 0 .
40.0% 95.0%
Providing clear information in the audit report on thm 50 0% 97 5%
audit outcomes and actions required 38 20¢ -7 88'2%
_ 0 .
43.3% 86.6%
The information it provided on the scope of the sit— 418.8% 48.8% 97.6%
audt 38.9% 91.7%
45.0% 95.0%
Providing sufficient information about the audit at th_ 43 9% 53.7% 97.6%
entry meeting 36 1'% . 91:7%
50.0% 95.0%
Informing me of any changes to the audit timetable a 0 9
7.4%
the reasons for changes 33'555/?)/ 59.0% 91 00/2
o 0 .
53.6% 94.7%
Giving my organisation an opportunity to discuss o 0 o
particular business SE8530 gggoﬁz
. 0 .
56.7% 93.4%
Willingness to discuss the audit findings at the time g 30 00¢ 53,70 92.7%
. E 0 . 0 .
the audit 37 10 91.4%
55.0% 91.7%
Providing a clear overview of the audit outcomes,
including any non compliances identified during t 36.6% 53.7% 90.2%
audit at the exit meeting 41.7% 88.9%
48.3% 93.3%
The information provided on the purpose and process m 56.1% 90.29%*

the exit meeting

Providing clear and concise information on the proce 24, 4% 91.606**

and timelines at the exit meeting 48.3% 93.3%
. 0 .

Q20. Theollowing questions relate to your site/ hybrid audit experiellease rate. Filteredby those who had a site/ hybrid audi2024: n=39
nmT R2Yy QR)Q202Z:2#BDEITN R2 y Q83,2000 2=b6 5 T n R 2 y Q&) Ndte/ PhégoofEnd ¥xcellenfperformance do not
always add up to the overall good performance due to rounding to one decimal place

*Note also thatthe 90.2% is a new measure in 2024 and ** denoteslifierentmeasureusedin previous/earssee the description of the measures
on theleft-handside.
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The results are simildor overall¥ 3 2 ffofinance and at ak S E O 3et/el betyiee£2024 and 2020.

8.3  Experience with the TAC audit team during the site/hybrid audit

Experiences with the TAC audit team during the site/hybrid audit were very positive, with all aspects of the

~ oA N = oA

who had a site/hybrid audit

Figure 28. Experience with the TAC audit team

m Very Poor Poor m Fair m Good m Excellent
Overall good
% Respondents performance
Objective =1 (LEPPEIS 70.0% 92.5%
m 2.5%
Knowledgeable = sJ{olZuEKoLZ) 77.5% 92.5%
2.5%
Organised [ ZMNVELZ) 75.0% 92.5%
Non-threatening % 20.0% 72.5% 92.5%
B 2.5%
TOINEUINT7 50 20.0% 70.0% 90.0%
2.5%
Constructive b | 17.5% 72.5% 90.0%
m 2.5%

Q21A Please rate your experience with the TAC audit team during the siteFilidied by those who had asite audity ' nn T R2y Qi 1y 26 Y

~ A N = oA

RTOsbetween 11% and 15% ofiggroup ratedthe TACaudit teamasW ¥ WAL I2G2 WIS NEon €dgh2 NI
aspect ottheir experiencdisted aboveWhilst not critical, RTOs with between 500 and 999 students
tended to rate the TAC audit team 953 2 ratRefthanW S E O 91 dach yfith@ metrics above

Experiences with the TAC audit team during the site/hybrid audie similar regardless of the location of

GKS we¢hs GKS wehQa GAYS Ay o0dzaAySaa yR F2N GKS 0
of trainers and number of student$he results weralsovery similar to those recorded in previous years,

with no statistically significant difference.

Prepared by Research Solutions for TAC Page| 41



OFFICI£

RTO and Stakeholder Perceptions Report 2024

8.4  Suggestiongor ways in which TAC could improve any aspect of the audits it conducts
RTOs made the following suggestions to improve TAC audits:

(1) Allow the upload of bigger zipped files, as uploadingumentation is very timgonsuming due to
restrictions on the upload file sizéllow RTOs to edit their files when uploaded

(2) t NPGARS Y2NB AYyTF2NXIFGA2Yy Fo62dzi SI OK I dzRA(G2NDa !
interest, for example, a dredown box for each auditor, with name and relevant information. Then,
conflicts can be identified in advance before the auditor esmut. Currently, unless you recognise
0KS FdzZRAG2NR&A yIYSE || O2yFtA00 Aa y24 SOARSyYyGO®

(3) Provideexamples of best practice templates.
(4) Provide nicro-audits and online audits, like ASQA.

(5) Beflexible in the time of year for reegistration audits; the period leading up to December is
extremely busy for schools.

(6) Greater uniformity between auditors to improve consistency.

(7) More information on risk assessments and what triggers an audit.
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9.0 TAC EDUCATION PROGRAM

TAC provides a range of educational opportunities to support compliance with the Standards, including a
range of webinars and published materigdsce 1 July 2023, 70.2% of Riudvey participantfiad viewed

or attendeda TAC webinafThis may reflect theontinued expansion of the range of professional
developmentopportunities available to RTOs through the TAC Educ&iogram The range of education

program initiatives has increased since 2022, with thgiaarters of the workshops delivered by webiriar
2023HnHnTE aS@Sy yS¢é 2N dzZARFGSR FIF OO aKBASTaled yR St S¢
The incidence ohttendance aia webinar identified in the survey in 2024 (70.2% attended a webinar) is
significantly higher, though not directly comparable to the measure used in previous years (58.9% attended

a workshop or webinar in 2022, and 51.3% attended a workshop or webin@2@).2

Figure 29. Attendance at al ACeducation webinar

= Yes
No

Q23. TAC provides a range of educative opportunities to support compliance with the Standards for RTOs, includingveetangies and
published materialsDuring the 12 months since 1 July 2023 did you attend a TAC wenin@4)

RTOs were fairly evenly divided between those who had not attended a TAC education webinar, those who
had attended one or two, and those who had attended three or meebinars.

The survey indicated that staff fromAFEand other large RTOs were more likely to attéhicee or more
webinarsin the last 12 month$§48%) with some attending five or more webinars in the last 12 months
(8.0%) Allthe people attending five or more webinangere from the larger organisations with more than
20 employeel However the results were similaNB 3+ NRf Saa 2F (KS 20 GA2y 27
in business.
Figure 30. Number of TAQvebinarsattended in the last 12 months
3.2%

= No webinars
1-2 webinars
= 3-4 webinars

= 5 or more webinars

Q24. How many TAC education webinars did you attémed2)
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9.1 Perceptions of TAC webinars

Surveyrespondentsvho hadparticipatedin aTAC webinar ratechie overall experienceery highlyandthis
applied toall metricsmeasuredwhich is an outstanding result

v A N = oA

the informationas? SEOSt t Sy i Q
Figure 31. Experience withTAC vebinars

m Very Poor m Poor mFair mGood mExcellent
Overall good
% Respondents performance

Overall experience ej{el%) 50.0%

97.0%

Information provided was up to date 42.4% 57.6% 100.0%
Knowledge of TAC presenter sieL Ry 66.7% 98.5%
Information provided was easy to understan@XeeZ] 47.0% 50.0% 97.0%

Information provided was useful KX 47.0% 50.0% 97.0%

Clarity of information EXeEZ 50.0% 47.0% 97.0%

Q25. Please rate on average your experience in attending a TAC education webinar filtered by those who had atehided @=66;28 did not
attend awebinar)

Larger organisations (20 plus employees and organisations with 1,000 or more students) rated their
webinar experience as more positive across all metrics. They were consistently likely to rate the TAC
webinar as¥ S E O SSmiliBnobiigadisations (1 to 5 employees) were consistently the most critical in all
aspects, with up to 10% of small RTOs rating their experiendetalP&rd&Rtions of webinagxperience

were similaregardless of the location of the RE®di KS w¢h Qa GAYS Ay odzaAySaa

No one rated the performance of TAC webinars’dsi2ae WAES NE Unfaudatel), those who gave a
rating of ¥ ¥ id md&yo on to provide a reason for their score

In 202 and 2022perceptions of theT AC educatiomorkshop were measured rather than perceptions of
the webinar experience as in 202dbove) Figure 2, overleaf, compares perceptions of the webinar in
2024 to that of the workshop in 2020 and 20Zhese perceptions are similar and continue to be high.
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Figure 32. Please rate your experience articipating inTACwebinarsin 2024 and in TAC workshops 2022 and 2020

2024A Good' Excellent 2022A Good® Excellent 2020/ Good Excellent

Overall good
% Respondents performance
Overall experience 50.0% 47.0% 97.0%
51.8% 96.4%
42.7% 95.1%
Information provided was up to date 50.0% 47.0% 97.0%
45.8% 97.6%
47.6% 97.6%
Information provided was easy to understan 47.0% 50.0% 97.0%
49.4% 98.8%
42.7% 97.6%
Information provided was useful 47.0% 50.0% 97.0%
45.8% 96.4%
46.3% 98.7%
Clarity of information 50.0% 47.0% 97.0%
51.8% 97.6%
40.2% 95.1%
Knowledge of TAC presenter§ el 66.7% 98.5%
34.9% 100.0%
58.5% 98.7%

Q2. Please rate on average your experience in attending a TAC education witeiread by those who had attendedweebinar in 2024 and
workshops in 2022 and 202(2024: n=66; 28 did not attend a webin&2)22:n=83; 58 did not attend a workshg®020: n=82; 72 did not attend a
workshop)

*Note: The'§oodand ¥xcellenfperformance do not always add up to the overall good performance score due to rounding to one
decimal place.

9.2 TAC education webinar material on the website

TAC provides recordings and support materfiatsts educationwvebinarson the TAC website support
RTOslIn the past 12 month€1.7% of RTOs had accessed recordingg@mslipport materials about TALa
educatioral webinardrom the TAC website. Thissimilar to theproportion of RTOs accessiregordings
and support material$or its workshopsn previous years.

Thetrend indicates that organisations witbn or fewer employeesttending a webinawere less likely to
accessvebinar recordings and/or support materials on the Twébsite there were no othedifferences
between different groups of RTOs.
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Almost allsurvey participantsvho accessed educational webinar recordings and/or support materials on
the TAC website rated the overall experience in accessing the materials higldif eatddthe information
ashelpful, as shown irthe Figure below. Tdresults are simildoetween the various groups of RTOs.

Figure 33. Theexperiencein accessing the recording of BAC vebinar and/or support materials

m Very Poor m Poor mFair mGood mExcellent

Overall good
% Respondents performance
Overall experience in accessing the recordi 0 o
and/or support materials on the TAC websit@ el el 0 98.3%

m1.7%

Helpfulness of information 51.7% 48.3% 100.0%

Q28. How would you rate your experience in accessing the education workshop recording and/or support materials on the EREiltezbdiby
those who had accessed support materéalg I' py T R2y Qi 1y26 yTlrno

7 A A

The respondent who rated the overall experiencéi® lcoinhd@hted that thely S ¢ 6So6aAGS YI 1S
difficult to locate alitemsQ

Compared to the 202 and 202Gtudes, the results recorded in 2@zre statistically similar at an overall
performance levelY 3 2 ghd4eS E O SdnibiBed) &t at an individual rating leya$ shown in théigure
below.

Figure 34. Rate your experience in accessing educational material from the TAC website

2024A Good  Excellent 2022A Good® Excellent 2020/ Good Excellent

Overall good

% Respondents performance
Overall experience in accessing the recording and 5 98.3%

support materials on the TAC website 46.6% 51.7%
48.8% 98.8%
35.5% 95.7%
Helpfulness of information 51.7% 48.3% 100.0%

47.6% 98.8%
39.4% 95.8%

Q28. How would you rate your experience in accessing the edueattina recording and/or support materials on the TAC webg@824: n=58;
R2y Qi (1¥$R2aHYNAYTyHT R2Yy Qi 1y26 ylrnano

Q30. How would you rate your experience in accessing the edueatitshoprecording and or support materials foa TAC education workshop on
the TAC website(2020: n=93pn T R2y Qi 1y26 yTI m0

9.3 Topics participants would like to have coved in webinars podcast and facsheets

RTGsurveyparticipants were asked whapics they would like TAC to cover in webinars, podcasts and
factsheetsRespondents mentioned a wide range of potential topics.

The two mairwebinar topicswhich RTOs would like TAC to cover include:
w Audit requirements, including internal audits3(2%)
w TherevisedSandards (22.3%)

Prepared by Research Solutions for TAC Page| 46



OFFICI£

RTO and Stakeholder Perceptions Report 2024

b More information on therevisedSandards and the transition process (12.8%)

b  The differences between the old angvisedSandardsin each area (9.5%)

Other key areas included:

w

€ € €

w
w

Validation(138%)
Record keepingd.6%)
Assessment processes (8.5%)

Revisedandards requirements in relation tstudentwell-being and expectations of RTOs
(7.4%)

Case studies and relatable exampl@2%0)

Reporting requirementand using the internal portal (3.2%)

Topics forpodcasts and factsheetwere similarto those of webinarsthe most frequently mentioned
topics for podcasts and factsheetgre:

w

€ € E E E E E EEE

Revised®andard for RTOs in 2025, including identifying changes to the cuBramdards
(31.9%)

Compliance/audit requirements, particularly internal audits and reregistration a(@lif8o)
Validation processes (5.3%)

Foundation information for new compliance officers and new RTOs (5.3%)
Developing industry engagement and involvement (4.2%)

Assessment process and assessment tool development (4.2%)

Templates, includintemplates forassessments (2.1%)

Reporting obligations antthe information to be kept (2.1%)

Standards in plain English (2.1%)

Case studies and relatable examples (2.1%)

Trainer competency, qualification requirements andnagemen{(2.1%)

A number of RTOs made very complimentary comments about the factsheets and podcasts, including:

The factsheets cover all necessary topics and have been well usedobgamisation,
useful in thedevelopment of our RTO policy.

Thefactsheets have been great to better understand the standards, so it would be great
if the factsheets can continue to cover the standards and make them easier to
understand and give examples.

| find the resources available as factsheets to be a great resource of information and
clarity.
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9.4 Preferred mode of delivering TAC education program sessions

The preferred delivery methofbr participatingin TAC education prograsessions was via webirgai his is
asignificant increase in the level of interest in webinars compared to 2022 (42.6% of RTOs preferred
webinars in 2022); however, it should be noted that this year \Hoepreferenc€ption was removed.

Figure 35. Preferred delivery method for participating in TAC education program sessions

= Prefer webinars
Prefer Podcasts

= Prefer face to face events

Q32. What is your preferred delivery method for participating in TAC education program se@si9d3?

There was no difference in the preferred delivery method by organisation type, size or loddtergh
podcasts were particularly popular in organisations of up to 5 year€6l8%).
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10.0 THE TAC REGULATORY STRATEG202623

azald 6pndoxr0 wetha NBaALRYRAYy3I (G2 GKS & <2008 Hdughs SNBE |
just under one in fouf23.7%) stated they knew a lot of detail about the Stratddye majority of RTOs
(66.7%) were aware of the Strategy but not familiar with the deta@ifés result is very similar to 2022.

Figure36.Yy 2 ¢6f SR3IS 2F ¢!/ Q& wS3dAF{i2NE {iNriS3e

= Very aware (know lots of detail about
the Strategy)

g1 NB o01y2¢ 2F (KS
all)

= Not aware (know nothing about the
Strategy)

vood 126 62df R e2dz RSAONROGS & 2 dzN23-2025P (hB3/ ribtapplicable =1 ! / Q& wS3dzA | G2 NE  { NI

Cl YA ALl NX (i éRegullattinKStrétdgys2028023wasshighest in the medium to large organisatipns
31.7%of respondents in organisations with ov@kemployeedelt that they were very aware of the
content of thecurrent Regulatory Strategyompared to just 9.1%f respondentsn organisations ofive or
less employeesThe results were similar by location and length of time in business.

10.1 Future regulatory support
The two key areas of concefar RTOs continue to be the same as the key areas identified & 202

9 Finding and keeping appropriately trained trainers and asse$385¥%)
1 Maintaining the currency and professional development of trainers (30.9%)

New concerisraised in 2024 included:

1 Changes to th&tandardsand how it will affect RTOs/navigating trevisedSandards (25.5%)
1 Governance andompliancechanges with theevisedSandards (19.1%)

1 Compliance and trainegainderstanding of compliance obligatio(ist. %)

1 Industry engagement and adaption to industry needs ensuring relevant co{lrk&%o)

Lesdrequently mentionedpriorities and focus areasnder 10.0% were

Assessment systems (9.6%)

Validating units/postvalidation assessments (9.6%)

The use of Al (8.5%)

The need for clear guidelines and information (6.4%)

Payment of trainers and assessors/cost of maintaining accreditation (3.2%)
Development of training packages and new courses (3.2%)

Maintaining a level playing field between TAFE and private RTOs (2.1%).

= =4 = =4 -8 -8 =9

Finding and keeping appropriately trained trainers and assesgsshe most important issue in the
Metropolitan area 88.2%)wherejob mobility is likely to ba significant issue. Iregional aeas
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maintaining the currency and professional development of trainers wagkelr@éssue42.3%)Medium-
sized organisatianwith between 6 and 20 employees were most concerned aboutetisedSandards
and how it would affect them.

This year, concerns about audits have declined to about 3 RTOs mentioning it compared to over 50
mentions in 2022, though 14 respondents mentioned compliance, which was grouped with audits in 2022.
Also, industry engagement and course relevance, and Alewetopics raised this year

10.2 Prevalence of contract cheating servicaad inappropriate use of Al

In total, 11.7% of RT@sirveyed hadxperienced students using contract cheating servazassing Al
inappropriately Contract cheating services are defined as services students employ, through a third party,
to undertake their assessments; examples include students accesswgifisn assignment banks, fle
sharing sites and paid assessment takers such taskér. There was no difference in the incidence of
contract cheating services or inappropriate use of Al by organisation type, size or location

The proportion of RTOs affected by contract cheating seragic@sappropriate use of Adppears to have
doubledcompared t02022 from 5.0% to 11.7%, though the number of RTOs affected is andll
therefore, this is not a statistically significant increase

When these RTOs were asked about the impact of contract cheating services or the inappropriate use of Al,
most said that the impact lthbeen minimal as they required the student tosabmit the relevant
assessment in their own words.

AdidzRSYy i ¢t a dzaAy3a 20 KS Nompferheifa&essmerBeN] | Yy R dza )
person was interviewedna given an opportunity to reubmit

The tone of the responses indicated that RTOs felt that they were able to deal with the outcome effectively
through theirown policies, including plagiarispoliciesand the Student Code of ConduSbme concern

was expressed that students seemed surprised that using Al to complete assignments was considered
inappropriate; however, two RTOs commented:

9 The lack of guidelines from SCSA/education industry has led to schools adopting Al technology at
different rates and with different levels of tolerance. Some will actively use Al to allow students to
form an opinion on an assessment question beforeoeding it in their own words. We are having
to train this out of student behaviour in order to accurately assess essential knowledge.

1 The need to develop and implement ‘appropriate use of Al' guidance for trainers and learners.

One RTO commented that

LiQa RAFFAOdAZ G G2 OFGOK YR S@SYy Y2NB RAFTFAO
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11.0 RTO COMMENTS AND SUGGESTIONS FOR IMPROVEMENTS

At the end othe survey, RTOs were asked if there were any other comments, suggestions or
improvements they would like TAC to consider in the futé&vdew RTOs made comments todmnsidered,
and others congratulated TAC on the work that they do.

Comments:

The use oAl in the development of training products and clear communication when the
revisedstandards are released

Acrackdown orRTO®fferingonlinecourses to reduce course delivery times.

We need to shorten assessméimtoriesto make it easier for students with lower
literacystandards, whare experienced operatars

Would like to get a solution for the above question (contract cheating services or the
inappropriate use of Al fdtnowledgebasedassignments) if we experience that.

Ban third party agreements between an RTO and@aRTGin the delivery of training
and assessment, | can accephad-party agreement if between two RTOs in delivery of
a unit not on scope at the other RTO. ifaarRTQprovider (Third Party) with an RTO is
used the quality is far below industry standards from these providers is my experience
from the students we get that have been to one and changed.to us

More faceto-faceevents would be a great way to connect people with each other and
TAC. | am not so well connected to RTOs in 2024.

This isn't a general TAC suggestion but overall based on the standards. | Rél@wve
should have the option to opt out of RPL assessment. Many RTOs make the costings
prohibitive to ensure students don't enrol in RPL yet there are many specialized providers

that can offer this service.

Guidance and assistance on the large use of Al being usedl iR lle@rigng
environments

Many schools have auspice arrangements with RTOs and the requirements of the

trainers may vary significantly betweaspiringRTOs. Access to VET programs varies
significantly between schools, due to student numbers, resources available, isolation etc.
Higher government level understanding of access and equity for all students is needed.

Any assistance with this process would be appreciated: Amendment to scope is

requested at timely periods by the school RTO however the process we must follow often
delays our ability to submit to TAC our material and documents for the amendment to
scope pocess to begin. Recently, | have had a business case for an amendment to scope
for 2025, that due to the process we must follow gmiblicschoolRTO, took 11 weeks

to be signeff by the relevant stakeholders. This has significantly delayed and added
undue stress on us in order to meet deadlines at a school level for our students, families

and colleagues.
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As many tips as possible to reduce our admin burden.

| feel supported somewhat with information available, | just wish | had more of a basic
understand of how, what and wheBleing able to pull the parts together to make a
whole.

Opportunity forfaceto-facePD in the regions.

Various access best practice scenarios in designing assessment tools and.systems

Positivecomments:

We had an excellent experience WRAO Auditar
Thank you for providing a great service

The TAC Team offers support and clear guidance supported by ongoing quality
educational services. Much better service tlémers- well done.

Provides good regulation on information

Thank you for the work that you do to ensure a quality VET system in Western Australia.
Our TAC Regulation Officer has been great to deal-wltlis responsive, informative
and helpful.

Happy overall with the service from TAC.

Really value the input of our TAC contdoe has been a tremendous help to our RTO
with general enquiries for many years. Have also valued the training session run by TAC
in the past and look forward to attending more in the future.

The auditowas really good. She was a pleasure to work with and made it easy to
improve our RTO

TAC is easy to deal with in regard to compliance and record keeping and the paperwork
ismanageableL 1 Q& GKS O2YOoAYylGA2y 2F 22NJ{IFS G6AGK |
compliance and recording with thdigh-RiskWork Licenced(t this is not your
problem) Keep up the good work and support.
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12.0 STAKEHOLDEERCEPTIONS OF TAC

The stakeholder survey comprised 21 telephone interviews with a range of stakeholders; half of the
stakeholders were industry regulators (48%nd a further quarter were training councils (24%pst of
the remaining stakeholders were West Australian Governnagencieg19%).

Overall] perceptions ofTAC as a regulator continue to be very positive and similar to thgsessed by
RTOsAs shown irFigure37 below, 88% of stakeholders rate TACWHS 2 & R QE O Swiith 18%oii Q
respondents rating TATa LIS NJagUNBYF I AyNIS

Figure 37. Overall perceptions of TAC

88%
Poor = 0%
Very poor 0%
QLt £t SI&aS NI GS ¢!/ Qa LISNFEMNEI ROFQaNgENe ot yFa | NBIdzA | G2 NP

~v A N v oA

v A N - oA

stakeholders rating TAC 855 E O Svast2B84/irii 2022 compared to 41% in 2024.
{G0F1SK2f RSNEQ LISNOSLIiA2ya 2F ¢!/ ¢SNB YSFigusNBR Ay
38 on the next page. TAC was ratedad 2 @ R QE O Snfall dteyisib78% or more stakeholders.
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Figure38.wl GAy3 2F ¢!/ Q& LISNF2NXIyOS

m Very Poor m Poor mFair mGood mExcellent
Overall good performance

% Respondents 2024 2022 2020 2018

Acting on your organisations feedbackeZy 43% 50% 93% 74% T72% -

At providing timely advice about the VET sector,

(0 0 9 -
to your organisation 0% 38% 48% 86% - -
Seeking feedback from your organisation ZuWeZ 33% 44% 78%* 69% 72% 61%
Being transparent in its regulatory activitie 58% 42% 1009 80% 84% 82%
At providing quality advice about the VE
sector to your organisation R & 42% 95% - - -
At engaging sufficiently with your organisatiom{etZ 50% 40% 90% 75% 68% -

At being open to hearing concerns about th
quality of VET

|

p% 58% 37% 95% 92% 89% 84%

Promoting and encouraging continuous

improvement of RTOs L 57% 36% 93% 73% 87% 95%
At collaborating with your organisationS2el 45% 35% 80% 87% 72% -
Improving the quality of VET outcomes in 41% 67% B gaonc 72% T5% 68%

Western Australia

QLt t S &S NIGS ¢!/ Q& LISNF2NYI yO®022vi=14 ImTK R2 Y QaiK@FEeadanid o ARZIA0E) | Wit ¢S yaranl
(2020:n=184 N T R 2 Y Q-f) (2DAB#IHYIITH R2y Q45) 1 y26 YTl H

*Note: The'gyoodand Excellenfperformance do not always add up to the overall good performanoeedue to rounding to one
decimal place

1 Indicates a statistically significant increase since2202

The 2024 results from stakeholders continue to be #B&iRYy transparent in its regulatory activities

v A N = oA

this area.

There has been a statistically significant increase in stakeholder perceptions of TACansipgrent about
its regulatory activities. For all other results, whilst some improvements are in the order of 15% to 20%
compared to the 2022 results, the number of stakeholders is small and therefore, the results are not
statistically significant

AsshowninFigurg8l 6 2 @S> a2YS a0l {SK2f RSNARKRINDSR ¢!/ Q& LISN
1 Promoting and encouraging continuous improvement of RTOs
1 Improving the quality of VET outcomes in Western Australia
1 Seeking feedback from your organisation
9 Atproviding timely advice about the VET sector to your organisation
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Training councils were the group most likely to be criticalA@in terms of:
1 Improving the quality of VET outcomes in Western Australia
1 At providing timely advice about the VET sector to your organisation
9 At being open to hearing concerns about the quality of VET

Industry regulators were more concerned about:
1 At collaborating with your organisation

West Australian Governmertgenciecommentedon:
1 Promoting and encouraging continuous improvement of RTOs
1 Seeking feedback from your organisation
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13.0 TAC COMMUNICATION WITH STAKEHOLDERS

Communication was measured in termsgaieralcommunicatiorand communicatiorvia thewebsite
TAC Linkedlrand theTAC Updatedd AQ Gpecial Bulletinthese arediscussed below.

13.1 General communication with TAC

The overall communication experience was rated by Stakeholdébshg @ RO E O §95%) &nd (i Q
WS E O yobedhylliiofstakeholders52%).¢ | / Q& 3IASYSNI t 02YYdzyAOF A2y NI )

“ A N v oA

Yhaintaining confidentiality of an organisati@ind especting the privacy of individuals involg2d

¢tKS&4S NIdGAy3a INB SEGNBYSte KAIKIZ | yR GKRSE O3 tet29WAiic
on each of the general communication metrics; in only two areas does the proportion of stakeholders

rating TAC a¥ 3 2 éxée€l the proportion rating TAC @S E O Sand ti&egela@mpartialityCand Wlarity

of respons®

Figure 39. General communication with TAC

m Very Poor m Poor mFair mGood mExcellent
Overall good performance

% Respondents 2024 2022 2020 2018
Clarity of response [/ 52% 43% 95% 91% 85% 78%
Impartiality — [4 50% 44% 100% 100% 95% 83%

Efficiency of response (took minimal amount of

0 0
time, including waiting time) R% e S 100% 95% 86% 75%

Availability of follow up assistance 45% 50% 100% - - -

Maintained confidentiality of organisation

0, [v) 0, - - -
involved (split statement) E [ 95%

Courtesy 29% 71% 95% 100% 90% 96%
Respected privacy of individuals involved (spli 0 i i
statement) 14% 47% 95% -

Q3.Please rate your most recent experience in communicating with TAC using the same scale. So, was your overall expéerha@oakdair,
poor or very poor?. Sample sizes (2024: n=d4v T R 2 Y0-D){i(2022yi20621T R 2 Yy QQ) (2020:2323H p T R 2 y-Q)({2018yh228 ™
HpT R2yQi 1y26 ™

Overall, the results in 2@2are statistically similar to thhosereported in 202. In comparison to the
results recorded in 2018nhere have been significant improvemestinthe proportion of stakeholders

v A N = A

No stakeholders gaw L1202 WS NENJLI2A2YNEE 2y |y @ | alLJSOG zZaAdodly / Qa 3
one stakeholder gave® T Ire&pNidSe in each of the following areas:
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Overall experience

Impartiality

Clarity of response

Efficiency of response (to@kminimal amount of time, including waiting time)
Availability of followup assistance

= =4 =4 =4 A

13.2 TAC website TAC Linkedland TAC Update/TAC Special Bulletamsnmunication

Stakeholder ratings of communication throutite TAC websiteTAC Linkedland TAC Update/TAC Special
Bulletinswere also very higtwith perfect scores for:

9 Easy to understand information (clarity)
9 Provides enough information

1 Helpfulness of the information

1 Easy to navigate (website only)

~ AN w A

In all other areast ! / Q& N TZ@yRRE O2SHofeSnéré &bove 90%.
Figure 40. TAC websiteTAC Linkedland TAC Update/TAC Special Bulletatsnmunication

H Very Poor m Poor ®mFair mGood ®Excellent
Overall good performance

% Respondents 2024 2022 2020
Timeliness of the information J*% 56% 38% 94%  87% 88%
Easy to understand information (clarity 75% 25% 100% 100% 84%
Helpfulness of the information 75% 25% 100% 88% 88%

Easy to navigate (website only 77% 23% 100% 87% 80%
Accurate information &2 73% 20% 93%  100% 78%
Informs on a wide range of issue§4 75% 19% 94%  87% 86%

Provides enough information 88% abel 100%* 88% 88%

Q5 TheTAC websiteTAC Linkediend TAC Update/TAC Special Bulletiieskey tools used by TAC to communicate with stakeholders. Please rate
your experience with TAC in the 12 months since 1 July 2023 in terms of proBaimmple size (2024: n=Uc T R 2 Y &8; (2D32;h#186/

R2y Qi 19Q@022;y=Isyy T R2y Qi) 1y26 yIn

*Note: The'goodand ¥xcellenfperformance do not always add up to the overall good performanoeedue to rounding to one
decimal place

Prepared by Research Solutions for TAC Page| 58



OFFICI£

RTO and Stakeholder Perceptions Report 2024

Like previous years, no stakeholder rated TAC communicatighLagoz2 WS NE withlana daReholder
rating communicatiorasW ¥ loritidXbllowing aspects:

9 Accurate information

1 Timeliness of the information
1 Informs on a wide range of issues

Compared to the 2022 study, all aspects of THeC websiteTAC Linkedland TAC Update/TAC Special
Bulletinsmeasured remain statistically similar results to those recorded in 2022; however, stakeholder

v A N v A
~ A N w oA

~ AN v oA
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14.0 THE TAC EDUCATION PROGRAM

Five stakeholders hgghrticipated ina TAC education webinar or TAC presentation in the last 12 months;

of these, four respondents had participated in one to two webinars or presentations, and one had attended
three to four webinars/presentations hey were most likely to be from the West Australian Government or
from training councils.

Four of the five stakeholders attending a TAC education webinar or presentation rated their overall

W3 2atketthanWSEOSt £ Sy (i Q
Figure 41. TAC webinar/presentation

Hm Very Poor m Poor mFair mGood mExcellent
Overall good
% Respondents performance

Overall experience [ 80% 80%
Information provided was up to date ez 80% 80%

Information provided was easy to

understand 20% 60% 20% 80%
Information provided was useful I 60% 20% 80%
Knowledge of TAC presenter SBRILY) 40% 40% 80%
Clarity of information 20% 60% 20% 80%

Q9.Please rate your experience on average in participating in a TAC education webinar or TAC préseniatdNyY a8 2F G KSXXoAyaSNI
it excellent, good, fair, poororverypoor®{ I YLIX S aAT S yIrpT R2y Qi 1y26 ylno

One stakeholder, an industry regulator, ratiubir experience at¥ ¥ bekaude the information given at the
GSOAYI NI 2N LINBaSyariaAazy O20SNBR ONRFR A&aadsSa Ay N
involvement with TAC was in a very focused area.

Stakeholders were asked what topics they would like TAC to cover in its education progodah oA14
stakeholders provided valid feedback on the questibime most popular topic was:

f The relationship betweetheA Y Rdza 4 NBE Q& NBIljdZANBYSyda | yR LINI OG A
RTOsThis also included the relevant knowledge and industry experience as a trainer who is signing
off students as competent in the industry sector.

Other issues included:

I TherevisedRTCRandards and the changes to tlexistingSandards

Emerging regulatory issues

wS3dzZ | NJ dzLJRI (0 S & natignally that ielfxds toRNledt@rdRAysialied
Guidance for trainers and assessors

Documentation to support trainers in general

= =4 -4 -—a A

Subcontracting.
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In addition to education topics, stakeholders also asked for:

1

1
1
1

Regular meetings with TAC and proactive collaboration
Support for students who graduate to ensure that they can apply their knowledge
More information on the website for newly qualified students in the industry

A simpler breakdown and guidelines on assessing units of competency; currently, too many
methods lead to confusion, and RTOs train to a lower standard

Clarification on online delivery of courses
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15.0 REGULATING THE VET SECTOR

The TAC Regulatory Strategy 22225 (the Strategywas developed in consultation with stakeholders.
The experience in providing input into the development of the Strategy was rated by the great majority of

~ AN = oA

“ A N = oA

60% of stakeholders rating this aspectia$ E O $nf2628 This i@ similar to the stakeholder experience in
2022.

The majority of stakeholders rated TACYAS E O $nfbéirfy gpertxo hearing concerns about the quality of

+9¢ YR Ay dzyRENRGI YRAY I (0 K SOndslaehaBdrafet tadir bxpetigheea 02 y
asWlLlpaddMd:: 2F &G+ 1 SK2f RSNBE NI GSR GKSANI SELISNASYOS ¢
concernsas¥ ¥ I A NI

Figure42.{ (i 1 SK2f RSND& SELISNASyMB2STACRegMBGStRtegf I A Y Lddzi Ayid2 GKS
m Very Poor m Poor mFair mGood mExcellent

Overall good performance
% Respondents 2024 2022 2020

Open to hearing concerns about the

quality of VET 7% 40% 53% 93% 100% 90%

Understanding of my organisations

[}
% 1006 0%
Acing on my organisations feedback 9% 1006 o1

Respecting the confidentiality of my

organisation and privacy of individuals 40% 60% 100% 100%  91%

vMo® ¢KS ¢!/ Q& wS-Zhdehsldéveldpdd in{candliltatios with stakehelders. Using the same scale, thinking about your experience
in providing input into the development of the Strategy? How did TAC perform in terms@imple siz€2024: n=18u T T R2 Yy @6) (N2F 26 Yy T
n=14-16T R 2y Q (8-10) (J020n=19"TIT R2y Q{1-1R)y 26 y T

Justunder one in threestakeholdersvere unable to rate thig experience in developing the Strategy, as
they did not work with TAC on the Strategy or comment in any Wayeach of the four aspects, the results
are statistically similar to those recorded in 2020 and 2022.

Stakeholders who reported not being involved in providing input into the development of the Strategy
came froma range ofectors, including training councils, industry regulators and the WA Government
agencies

TheW T rafin&me from training councils who commented:

We understand that there are larger priority industries that are being addressed, but we
have been raising concerns for example about the Security Industry for a number of
years now and it still hasn't been included in the Regulatory Strategy.
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They have taken the time to seek deedbackand we have taken the time to provide
ourinput, but they haven't taken it on board.
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16.0 FUTURE REGULATORY SUPPORT

Stakeholders were invited to hominate the three main concerns specific to their industry sEotoissues
raised were diverse and those issues identified by two or more stakeholders included

1 Online delivery
- Definition of online learning and assessments
- Enrolling students with low language, literacy and numeracy skills

Assessing and verifyitlge competencyof students

Quiality andconsistency of training

Compliance issues and compliance underréwdsed S&andards
Providing relevant industry experience

Providing regulatory advice

Fakequalifications where people pay the RTO a fee and it signs off on the cauitbeut sufficient
assessment

1 The inflexible approach of RTOs to courses requiring a different ratio of academic to practical
course content

1 Minimum practical training requirements particularly fenits that lead tahigh-risk licenses

1 The alignment of TAC with other bodies interstate doing the same work, industry needs a national
response

=A =4 =4 =4 4 A

Other issues raised by individual stakeholders include:

=

Measuringan RTO ostudent outcomes, not just compliance

Not enough lecturers and trainers

Limiting class sizes, particularly where there is a practical element to the course
The length of time TAC takes to cancel or suspemgjigtration

Engagingvith the industry, not just the trainers

Simplify the layers of administration required

Be more prescriptive about the requirements of pantar courses

More regular reviews of courses, particularly practical courses

=A =4 =4 =4 -4 -4 -8 4

vapirg

More information from TAC on how to prove the transfer of ownership from one RTO to another
Better communication with industry, particularly industry technology advancements

Support and guidance on creating assessment and assessment plans

Planning and documentation for trainers

The administration of injectables in natinical environments.

=A =4 =4 4 =

16.1 Prevalence of contract cheating services and the inappropriate use of Al

Four stakeholders, one more stakeholder than in 2022, stated that their industry sector had experienced
students using contract cheating services ang#\l for knowledgeébased assessments in the past 12
months.

The circumstances where contract cheating services or inappropriate use of Al have been used were
described as:

Prepared by Research Solutions for TAC Page| 64

9y O02dzN» 3S we¢ha (2 IABS FTSSRolFO] 2y GKS OdzNNBy



OFFICI£

RTO and Stakeholder Perceptions Report 2024

1 We suspect that Al is being used. Students come to do a Capstone Test witltluss done on MS
Teams, and we are not sure if ChatGPT is being used during oral exams.

1 Weareaware of an overseas student in WA using contract cheating information from a person in
QLD. We believe that the information has been distributed throughoutdahkpacking community.
Alsq a French student had Facebook open during an assessment with a relevant assessment
instrument and information open.

9 Industry has brought it to our attention, and we are now trying to incorporate wording into our
courses to counter plagiarism.

1 More in relation to client complaints about services and rege®ping from practitioners. The
information they have received isn't quite right due to the algorithm not quite getting the
informationrightL 1 Q&4 Y2NB gAGKAY (KS ZAY RRZAVNE IR GXKBLIK
relation to students.
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17.0 QUALIFICATIONS THAT RAISE THE MOST CONCERN

Stakeholders were asked to identify the three qualifications or units of competency that raise the most

concern for their industry or sector and the reason for their concEaventeen of the 21 stakeholders
identified areas otoncern,and these are detailed in the Table below:

INDUSTRYQUALIFICATION/UNIT OF COMPETAN CONCERN

Advanced Diploma of Cosmetic Dermal Science
Course

Similar issues as the Gradu@®loma of Cosmetic
Nursing & Injectables Course

Rail / Transport

Rail- Qualifications aren't mandated. The VET
qualifications don't relate directly to Licenses, so
everyone ends up doing 2 x qualificatiehscensing
with the Licensindguthority and VET qualification witt
TAFE. Whereas with the driving qualifications they
don't have to do TAFE just the Licensing, which the
Industry bring up as a problem. There's too much
duplication.

Aviation

CASA qualificationThe VET qualifications don't relat
directly toLicensesso everyone ends up doing 2 X
qualifications- Licensing with the Licensing Authority
and VET qualification with TAFE. Whereas with the
driving qualifications they don't have to do TAFE jus
the Licensing, which the Industry bring up as a
problem. Thera too much duplication. Differences
between International Licensing amendments and
National (not staying current).

Catering

Commonwealth incentives are now available for
stakeholders engaging in Apprenticeshig&ining
contracts the whole incentive model has changed
significantly since July 2024. Some qualifications ar¢
longerfundedto the same degree. We have seen
stakeholders shifting to training contracts that may
not necessarily fit the intended occupation for which
they've engaged in the original training contract.

Certificate llin Security Operations (CPP20218)

Online delivery. Enrolment criteria due to inadequatt
language and literacy requirements.

Certificate 11I& 1Vin Individual Support andAllied
Health Qualifications

1. Due to a largeaumberof changes to the training
package and the volume of training.

2. There is a unit within that qualification that
requires demonstration in a workplace
environment on individuals. That's what is
stipulated in thetraining package, and we don't
agree with that. The issue is that being a
stipulation in the training package we are not qui
sure how the training provider will be able to
manage that now.

3. Creates concern with the update because of the
requirement of the person delivering the
qualification to have their TAE and a very recent
qualification.
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INDUSTRYQUALIFICATION/UNIT OF COMPETAN CONCERN

Certificate IVin Motor Vehicle Driwer Training

Potential corruption in the background. People are
issuing qualificationwithout the person acquiring the
necessary skills as a Driving Instructor.

Certificate 1Vin Training & Assessment

The standards between different RTOs are highly
variable, a particular course can be done ovér a
month period,andanotherRTO can do the course ov,
18 months and be horrendously picky. The courses
be vastly different between providers. It doesn't havt
high level of consistency.

Certificate IV Course&ourse not specified)

The suitability of delivery for schools doing this
certificate. | believe the timing is not suitable for
students and their other workloaghdthe suitability of
delivery. The simulated environment is not suitable

Certificate 1V or Diplomaualifications

Are RTO's allocating enough volume of learning
towards those courses. Thigherlevelqualifications
often lackrigour. A regulator like TAC would have
some influence over RTO's ensuring commerciality
doesn'toverridequality in regard tolearning
outcomes.

Certificate IVin Real Estate Practice

The registration process. It qualifies you to be a Salg
Agent or Proxy Manager. There are different parts fc
different units within that qualification. You can do

part qualification and be a Proxy Manager and there
an overlap between qualifying as a Real Estate
salespersonbut if you do the full qualification you cal
be an unrestricted R/&gent,and it needs work in
clarifying and separating the qualification so that the
registration is clearer.

Community Services QualificationCase
Management Unit

Currently being reviewed because it has been identi
with a few challenges for some of the large training
providers.

Dental Courses

A lot of cosmeticpracticedin Dentist practices by
Dental Technicianseedto be properly monitored as
well.

Diploma of Children's Services / EaBhildhood
Education & Care Services / CertificateiflEarly
ChildhoodEducation & Care

1. Understanding what Early Supervision is. We se
far too many children escaping services or gettin
lost on excursionstc., whichrelateto two sections
of our Law Inappropriate Supervision Practices ¢
Risk of Harm & Hazard.

2. Rough Handling is a huge concern because we |
a lot of Educators who are inappropriately
discipliningchildren. There is a unit in both Cert Il
and Diploma that talks about this. Which relates
Children's Health & Safety. We have raised this
issue previously with TAC.

3. Ability to do Curricular Planning. Under National
Quality StandardsQuality Areal, whichis about
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INDUSTRYQUALIFICATION/UNIT OF COMPETAN CONCERN

developingprogramsand assessinghildren's
Learning & Development is the main area that w
are finding services are falling down in. Which is
directly linked to an Educator's lack of
understanding or experience.

4. Many students would like to do theurse put the

work placement hours and the rigour of the cours
have becoméoo onerous for a lot of school
students.

5. Suitabilityfor the delivery of the TrainingOnline

or faceto-faceand how it is being delivered. Ther
are many subjects that require fate-face
learning but are starting to be delivered online
because it is more cosffective for the RTOs.

Diploma of Nursing

Suitabilityfor the delivery of the TrainingOnline or
faceto-faceand how it is being delivered. There are
many subjects that requiraceto-facelearning but
are starting to be delivered online because it is more
costeffective for the RTOs.

Dogging through to Advanced Rigging Courses

All thesehierarchicalqualifications. We know there ari
18yearoldsdoing thesecourseghat have never done
this work before and in 2 weellsey can qualify as an
Advanced Riggethere is no way they could have
learned the skills properly.

Forklift Operator Courses

We have a lot of margin®TOghat offer this course.
The course is done in 2 dagiad the class sizes are tg
big. A lot of the students are scraping through with
limited skills,and they are being placed im&ntry-
level workplace environment with inadequate skills.
The business model is making RTOs a lot of money
while providing undegualified students.

Graduate Diploma of Cosmetic Nursing & Injectable
Course

Nursing in particular. Cosmetics almjectables High
risk being practiced in a neglinical space. To ensure
as an enrolled nurse that they have a clear
understanding of how to administamjectablessafely
and what their requirements are.

Innovation & Climate Change (included in multiple
training packages)

Anything to do with the efficiencies of water and
energy and innovation within the industry

Logistics

Heavy vehicles and truckse a big issue because they
mustwork throughall vehicle typdicensesand
licensing duplications. The VET qualifications don't
relate directly toLicensesso everyone ends up doing
x qualifications Licensing with the Licensing Authori
and VET qualification with TAFE. Whereas with the
driving qualifications they don't have to do TAFE jus
the Licensing, which the Industry bring up as a
problem. There too much duplication.
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INDUSTRYQUALIFICATION/UNIT OF COMPETAN CONCERN

Scaffolding Basic through to Advanced Courses

The courses are being completed far too quickly witl
inexperienced students.

Diplomas of Marine Engineering and Diplomas of
Maritime Operations

Stream DiplomaNear Coastal Diploma and

International Diplomaverlapand there is a concern
that in the changeover space students may not be
trained at the right level. We need to enstinat Near
Coastal Diploma aligns with International Diploma.

The Standards of Training Certification and
Watchkeeping (STCW)

We rely on TAFE to confirm that a student is
competent and once that competence is vetted with
oral exam, the student is accepted worldwide. We g
audited in that spacalong withthe colleges by an
external provider. Master 45 and MED1 are
intermediate before moving to higher level and are ¢
concern. The Cert. IV and Diploma. The Diploma is
streamed,and our concern is that some institutions
will say that one is a Near Coastal and does not apf
We have tried to maintain a career path so that ther
isa progression

Tourism

Commonwealth incentives that are available for
stakeholders engaging in Apprenticeshig&ining
contracts, the whole incentive model changed
significantly since July 2024. Which has meant somi
qualifications are no longer being funded to the sam
degree. We have seen stakeholders shifting to traini
contracts that may not necessarily fit the intestt
occupation for which they've engaged in the original
training contract.

Water & Energy (included in multiple training
packages)

Anything to do with the efficiencies of water and
energy and innovation within the industry

Prepare to work safely in theonstruction industry
(White Card

They keep redoing it and need some consistency wi
the qualification.

Work Health & Safety Silicosis and Asbestosis

Asbestos and Silica units would be really useful. Eve
they are State based. They are more in need becau
they are at the forefront of Policy at the moment. A
need to provide a Silica awareness unit that is broac
rolled out acrosindustryand then in turn Nationally.
Also,in conjunction with Asbestos units

Q17, Q18, Q19Vhat are the thregualifications or unit/s of competency that raise the most concern for your industry/sector and then for each

what is the reason for your conce(n-21)

In 2024the questionnaire was longehan in previous yearanda question wasot asked to inviing

further comments
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18.0 APPENDICES

18.1 Technical Appendix Sampling and Data Collection Specifics

Component Details

Project Management Team

Research Solutions contact

Nicky Munro

Client contact

Kieran Tynan

Field company

Market Research Australia

Field company credentials

Has a signed Service Level Agreement with Resea
Solutions to ensure theubcontracted work meets
the requirements of ISO 20252:2019(E)

Research Methodology

Data collection method

| RTOg, Online; Stakeholders by Telephone

Sampling Methodology

Target population for survey

Registered RTOs
Stakeholders of TAC

Description of sampling frame

Census

Source of sampling frame

client provided list

List checked for duplicate entries

The lists have beethecled, andsevenduplicae
emailswere removed

Was an Access Pansled?

No

Was the sample blendegderived from multiple
sources or interviews conducted across multig
modes)?

No

Sampling technique

Censusall contacts were approached at least 4 timg

213 GKS al YLX S Ijdz2 41 ¢

No

Planned sample size

N=139 RTOsimilar to the previous survey

Were there any problems encountered in
sample selection?

No

Sample size achieved

RTOs 194 this was lower than expected due to the
time of year
Stakeholders n=21

Do participants need to be approached again
(for a future project)?

No, a new list ofregistered RTOs will be provided by
the client

Fieldwork

Briefing Method

Via teamswith written briefing notes provided

Pilot study date(s)

No pilot was conducted as the questionnaire was v
similar to previous years
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Component Details

Research participant support

FORTHE ONLINE SURVEY OF RTOS
Participants were provided with the contact details
the project manager and the client

FOR INTERVIEWER ADMINISTEREEHOLDER
SURVEY

The contact details of the project manager were
available to participants on request

Were participants required to perform special
tasks (e.g., download software)?

No

Were participants required to share sensitive
information or personal data?

No, nothing beyond simple demographic informatiqg

participants

Screeners, questionnaire and /or discussion | Yes
guide appended to report
Incentives or methods of engagement used fg No

Any issues arising in tiseirvey?

Yes (describe issues that arose) or No
e.g. poor participant behaviour

Survey Procedure for CATI

I Survey dates

11.92024¢ 31.10.2024

Questionnaire length / administration time

16 minutes

1

1
9 Number of interviewers used
9 Times of daynterviews took place

Telephone: MorFri mainly pmcallsback as
requested.

9 No of call backs before number replaced

An average 06 calls to each stakeholdgawith up to
11 calls for those most difficult to secure

Survey Procedure for Onlisairveys

9 Survey dates

12.9.2024¢ 24.10.2024

i Was the online survey platform optimised
for each type of device (desktop, laptop,
tablet, smartphone)?

Yes

=

Questionnaire length / administration time

Median time 16 minutes; average timé fhinutes

9 Administration process

Personalised email sent from Research Solutions
embedded with unique link embedded

9 Number and dates of reminders to non
respondents

Data Collection Outcomes:

Threereminders to norrespondent2 from Research
Solutions and a"8from TAC

First reminder sent20.09.2024

Second reminder sen26.09.2024

TAC reminder sent.10.2024

Extension of closing date email: 14.10.2024

Probability sample: response rate

RTOOnline response rate 53%
Stakeholder telephone survey 88%
CATI research participant contact outcomes
1 Interviews 21
1 Not available / away for duration of study

: ) 3

answering machine (after call backs)

! Refusals 0
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Component Details

9 Language/Behavioural Barrier 0

Online survey by emaditvitation research participant contact outcomes:
9 Number invited to participate 257

I Completed survey responses 94

1 Bouncebacks 2

9 Partially completed responses 12

1 Screened out 0

I Unavailable / away for the duration 1

f Refusals 2

Was a router osimilar method used? No

Overall sampling error

1 RTO survey as a proportion of RTOs 7+ %

§ Stakeholder survey 8+%

Validation procedures:

Online survey Not required as survey was selimpletion
Telephone surveyumber validated: N=2

Number ofcases excluded as the result of None

validation

Validity and Reliability Issues including:
1 How well the sample fitted the sampling | The RTO sampleas a census with 53% responding
frame fit was reasonable and consistent with previous ye
except a geater number of large RTOs
The stakeholdersiere acensusand most were
surveyedthe results were consistent with last year
1 Methods which may produce bias in None
participant selection
1 Possible sampling errors and how well thgl Larger organisations may have been more likely to
sample cargeneralise to the population have acontact,and a legally responsible person so
may have received 2 emails and therefore be more
likely to respond.
{ Third party data to access any sample bia| None available

Data Coding, Analysis and Data File Treatment

Data coding Procedure involves:

1 Review of first 50 questionnaires (or similar) to
develop coding sheets based on common
responses

I Additional codes created when more than 2% d
the sample recordommon response

1 Coding undertaken by thResearch Solutions
Project Manager

1 Validation of coding has been undertaken of 59
of the coded data.
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Component Details

Consistency checks

1 Preliminary data file checked by Project Manag
using SPSS:
o Frequency counts
0 Relevant cross tabulations

9 Data outside the range/duplicates or
abnormalities investigated with Field Company
prior to coding and analysis

Responses checked for:

1 Appropriate responses to open ended question

1 Low probability / fictitious responses

1 Inconsistent responses on batteries

9 Pattern of responses: Flatlining or random

responding

Length of time to complete the survey

High % of unanswered questions / key questiol

not answered

| A3K 72 2F R2y Qi 1y296

E

Data checked for duplications

Contact details checked name & phone no.
Open ended comments reviewed

Were any duplications identified?

Treatment of missing data

=a = |=a —a |-a

Excluded from analysis and/or noted where
relevant

1 Individual cases with excessive missing data
excluded fromsample

Was sample weighted?

No

Any estimating or imputation procedures used

No

Methods of statistical analysis

1 Frequency counts

9 Descriptive statistics

9 Cross tabulations

See Survey Research Appendix: Data reduction ar
data modellingechniques

Statistical tests used

See Survey Research Appendix: Statistical tests

Data file provided to client

On request

De-identified data files retained

For five years

This project has been undertaken with compliance with ISO 20252:2019
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18.2 Survey Research Appendi3tatistical Tests

Test:

Use:

Data Assumptions:

Test Measure / Cut
off Criterion:

Issues to be aware o

Test:
Use:

Data Assumptions:

Test Measure / Cut
off Criterion:

Test:

Use:

Data Assumptions:

Test Measure / Cut
off Criterion:

Standardised and Adjusted Residuals

To determine if the proportions of a variable in two independent samples are
significantly different.

Measure being tested is normaliiystributed with the two samples.
Data must be interval or ratio.

Sample size is large enough to form a normal curve (n>30)
Variance of measure being tested is roughly similar (homogeneity of
variance).

1
1
1
1

p<=0.5

The result should be both statistically significant and clinically or tactically ol

strategically significant. Be mindful of statistically significant differences whe

1. The sample sizes are very large

2. Scores within the groups axery similar (i.e. the groups have small stand:
deviations)

| KA {|jdzZr NB -shua®) NE2y Qa OKA
To determine if two variables are related by more than chance alone.

9 Datais from a random sample.

9 Data must benominal, ordinal or interval.

9 Sufficiently large sample (absolute minimum n=30) & adequate cell size
(n=10+)

9 Observations must be independent.

1 Observations must have the same underlying distribution.

9 Data is unweighted

p<=0.5

False Discovery Rate

A multiple comparison correction technique used to adjust the results of tesi
statistical significance to reduce the chance of finding results to be significai
when there are no actualifferences.

The data assumptions are relevant to the original tests of significance being
GF R2dza it SR¢

g<=0.5
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18.3 Survey Questionnaireg RTO and Stakeholder
OFFICIAL

TAC RTO Survey 2024 Final

ADD FIELD NAMES (Question access codes from WSC) TO SAMPLE LIST FOR UPLOAD TO SURVEY.
AMEND QUESTION TEXT BUT DO NOT CHANGE QUESTION ACCESS CODES FOR FOLLOWING FIELDS.

QUESTION ACCESS CODE | FIELD ON LIST (where the data QUESTION TEXT FOR 2024
being uploaded comes from)

ORGANISATIONTYPE Training Provider Type No change

LOCATION Head Office Region No change

LENGTHOFTIMEINBUS Years Registered (to 30 June 2024) | No change

AUDITEDFY20 Audits in 2021/22 Audits in 2023/24

AUDITTYPES Audit Types in 2021/22 Audit Typesin 2023/24

APPLICATIONSFY20 Applications in 2021/22 Applications in 2023/24

AUDITEDFY20NUM Research Solutions adds to list Has had a TAC audit in last 12

months (yes/no)
HADDESKAUDIT Research Solutions adds to list Received a desk audit (yes/no)
HADHYBRIDSITEAUDIT Research Solutions adds to list Received a site/hybrid audit (yes/no)

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 1
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OFFICIAL

Training Accreditation Council

WESTERN AUSTRALIA
LOGO:

SURVEY THEME: Research Solutions

BANNER TEXT: TAC RTO Survey 2024

MOBILE BANNER TEXT: TAC RTO Survey 2024

SURVEY WEB PAGE META TAGS: TAC RTO Survey 2024

PAGE 01
ASK ALL
HEADER 1: Interacting with TAC

Q.1 What types of contact has your organisation had with TAC in the 12 months since 1 July 2023?
Select all that apply.

Registration contact

Made an application to TAC 0O,
Notified TAC of change to organisation O,
Used the RTO portal Os
Had an audit O,
Communication contact

Received a TAC update and/or TAC Special Bulletin Os
Used the TAC website Os
TAC LinkedIn O,,
Used the TAC general email address/enquiry service — tac@dtwd.wa.gov.au O,
Had a phone conversation with TAC staff O
Had a meeting with TAC staff O,
Attended a TAC education program O
Lodged a complaint i
Other (Dlease.SPECIIY) s o s S R v

No contact Oge

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 2
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PAGE 02

ASK ALL

HEADER 1: TAC overall performance

Q2 Please rate TAC's performance overall and then in each of the following areas:
Randomise after first statement  Excellent  Good Fair Poor Very Don't

poor know
Overall as a regulator Os O, O; O, O, Oy
Provides timely advice to my
organisation on its regulatory Os O, O; (o) O, Oq
activities
Provides quality advice to my
organisation on its regulatory Os O, O; (o) O, Oq
activities
Provides quality advice about the
VET sector to my organisation Os Oa Os 0. 0. O,
Open to hearing concerns about
o O O O O O

the quality of VET 5 4 8 2 : ®
Is transparent in its regulatory
decisions and activities Os S Os 0: %, O,
App'l |fes consistent regulatory s 0. 0s o, o, O,
decisions
Promotes and encourages
continuous improvement of Os (o O3 (o) (o]} (o
RTOs
| th lity of VET
mproves the quality o Os o, Os o, o o

outcomes in Western Australia

SHOW IF ANY Q2 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how they can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q2 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.3 You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 3
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PAGE 03
ASK ALL
HEADER 1: TAC’s communication with RTOs

Q4 The TAC website, TAC LinkedIn and the TAC Update/TAC Special Bulletins are key tools used by
TAC to communicate with RTOs. Please rate your experience with these communication tools
over the 12 months since 1 July 2023.

Randomise Excellent Good Fair Poor Very Dan’s
poor know
Accurate information (o O, O3 (o]} (o} Og
Easy.to understand information o. 0. 0, o, o O,
(clarity)
Provides enough information Os (o (o (o7 (o] Oq
Helpfulness of the information (o O, (o 0, (o)} O,
Timeliness of the information O O, O3 O, O, Oy
Informs on a wide range of issues Os Q4 O; (o7} (o} Qg
Easy to navigate (website only) Os O, O3 0O, O Oy

SHOW IF ANY Q4 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how they can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q4 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.5 You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 4
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PAGE 04
ASK ALL
HEADER 1: Communication with TAC by email or telephone

Q.6 Please rate your most recent experience in communicating with TAC by email and /or telephone?

Randomise after first statement Excellent  Good Fair Poor X:Q: E:(';\;
Overall experience communicatin
with TAC via email and/or phone ’ D5 Ox Os B h O
Courtesy 05 04 03 01 01 09
Respe.ctecli the confidentiality of my Os 0. o, o, o, o,
organisation
Bespected privacy of individuals Os O. o, o, o, O,
involved
Impartiality 05 04 03 02 01 09
Helpfulness 05 04 O; 01 01 09
Clarity of response Os O, Os (o} O Oq
Efficiency of response (took
minimal amount of time, including Os Q. O; (o) (o]} (o}
waiting time)
Availability of follow up assistance Os O, O3 O, O, (o

SHOW IF ANY Q6 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how they can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q6 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.7 You indicated that TAC’s performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 5
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PAGE 05
ASK ALL
HEADER 1: TAC’s customer service model

Q.8 TAC's customer service model assigns a Regulation Officer to each RTO, with that Officer
managing your RTO’s interactions with TAC.

How well do you feel TAC’s customer service model works?

Excellent (o]
Good Oa
Fair 03
Poor 0,
Very poor (o2}
Don’t know O,

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 6
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PAGE 06
ASK ALL
HEADER 1: Applications

Q.9 Has your organisation lodged an application with TAC during the 12 months since 1 July 2023?

Yes O, - Goto Q.10
No 0, - GotoQ.12
Don’t know O3 - GotoQ.12

SHOW IF Q9 = YES (1):
Q.10 Please rate on average your application experience based on the application/s that you have
submitted to TAC.

Randomise after first statement  Excellent ~ Good Fair Poor very Don’t
poor know
Overall experience with the
— Os 0. 0 0, (N Os
application process
Helpfulness of information on
TAC's website regarding making Os O, O3 O, O, (o
applications
Time taken by TAC to act on the
application after you were
pp et yon W Os O o; 0, (o} s

notified that the application was
received

SHOW IF ANY Q10 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how they can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q10 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.11 You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 7
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PAGE 07
ASK ALL
HEADER 1: RTO Portal:

Q.12  Has your organisation accessed the RTO Portal during the 12 months since 1 July 2023?

Yes (o2} - Goto Q.13
No 0, - Goto Q.15
Don’t know O3 - Goto Q.15

SHOW IF Q12 = YES (1)
Q.13  Please rate your experience with the RTO Portal.

Randomise after first statement  Excellent  Good Fair Poor Very Don’t
poor know

Oven:all (jzxperlence with Os O. o, o, o, 0,
application tasks
Easy to access Os Q. O; (o) (o]} (o}
Easy to access my RTO details and Os 0. o, o, o, Os
scope
Easy to navigate Os O, O 0, O, O
E t lete the task

asy' o complete the tas Os O. o, o, o, Os
required
Clarity of instruction Os O, O; 0, O, Oy

SHOW IF ANY Q13 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how TAC can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q13 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.14 You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 8
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PAGE 08

SHOW PAGE IF AUDITEDFY20NUM=YES (1); HIDE PAGE IF AUDITEDFY20NUM = HAS NOT (2).
HEADER 1: RTO audit experience

PARA: We understand that your RTO has participated in an audit during the survey period.

Q.17 Did the audit/s add value or provide a worthwhile experience for your business?

Yes O, - Goto Q.18
No O, - Go to Q.19A or Q.20A as per page show/hide
Don’t know O; - Go to Q.19A or Q.20A as per page show/hide

SHOW IF Q17= YES (1):
Q.18 Can you explain how the audit/s added value or provided a worthwhile experience for your
business? Explain in full.

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 9
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PAGE 09
SHOW PAGE IF HADDESKAUDIT = DESK OR BOTH (1); HIDE PAGE IF HADDESKAUDIT = HAS NOT (2).
HEADER 1: Desk audit

PARA: The following questions relate to your desk audit experience.

Q.19A Please rate your overall experience with the TAC desk audit.

Excellent Good Fair Poor Very OoR'S
poor know
05 04 03 o;_ ol os
Q.19B Please rate TAC's performance on:
RANDOMISE Excellent Good Fair Poor Very DERIE
poor know
The information it provided about the audit
P Os o, Os o, o, 05

purpose and process before the desk audit

The information it provided about the evidence
required to be submitted by your organisation Os O. O; O, (o} O
as part of the desk audit

The information it provided on the scope of the

desk audit Os O, O; O, (o] Oy
Providing clear information in the audit report

on the audit outcomes and actions required Os O4 Os 0. O Oy
The information it provided on the purpose and Os 0. 0, o, o 0%

process following the desk audit

SHOW IF ANY Q19B QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how TAC can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q19A OR Q19B QUESTION ROW = FAIR (3) OR POOR (2) OR VERY

POOR (1):

Q.19C You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 10
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NEW PAGE 10
SHOW PAGE IF HADHYBRIDSITEAUDIT = SITE / HYBRID OR BOTH (1); HIDE PAGE IF HADHYBRIDSITEAUDIT
= HAS NOT (2).

HEADER 1: Site / hybrid audit
PARA: The following questions relate to your site / hybrid audit experience.

Q.20A Please rate your overall experience with the TAC audit

Excellent Good Fair Poor Very Don’t
poor know
Os O, O; (o] O, O,
Q.20B Please rate TAC's performance on:
Excellent Good Fair Poor ey Dans
poor know
Providing information about the audit purpose
O O o O O O
and process before the audit 5 4 3 2 : ’
The.information it provided on the scope of the Os o, 0, o, o, O
audit
Providing sufflc.lent information about the audit at s O. 0, o, o, 0,
the entry meeting
Irwforming me of any changes to the audit Os O 0, o, o, O
timetable and the reasons for changes
Giving rr!y organis.ation an opportunity to discuss Os O. 0; o, o, Os
our particular business
Willingness to discuss the audit findings at the s O, 0, 0, o, 0,

time of the audit

Providing a clear overview of the audit outcomes,
including any non compliances identified during Os O, Os O, (o] Os
the audit at the exit meeting

Providing clear information in the audit report on
the audit outcomes and actions required

The information provided on the purpose and
process at the exit meeting

05 04 03 02 01 09

05 04 03 Oz 01 09

SHOW IF ANY Q20B QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how TAC can improve, please
click the next button at the bottom of the screen and move on to the next page.

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 11
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SHOW FOR EACH STATEMENT WHERE Q20A OR Q20B QUESTION ROW = FAIR (3) OR POOR (2) OR VERY

POOR (1):

Q.20C You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 12
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NEW PAGE 11
SHOW PAGE IF HADHYBRIDSITEAUDIT = SITE / HYBRID OR BOTH (1); HIDE PAGE IF HADHYBRIDSITEAUDIT
= HAS NOT (2)

Q.21A Please rate your experience with the TAC audit team during the audit.
Very

) Excellent Good Fair Poor Don’t know

The TAC audit team were: poor

Objective °5 04 03 02 01 09
Knowledgeable Os (o7 O; 0, (o7} O
Organised Qs O, O, (o (e }} (oY
Informative °5 04 03 02 01 09
Constructive 05 04 03 Oz 01 09
Non-threatening Os O, O, (o [e}} (oY

SHOW IF ANY Q21A QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how TAC can improve, please
click the next button at the bottom of the screen and move on to the next page.

SHOW FOR EACH STATEMENT WHERE Q21A QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.21B You indicated that the TAC audit team’s performance on <STATEMENT> was fair, poor or very
poor, can you please provide further explanation as to why you rated it that way?

OPTIONAL

NEW PAGE 12
SHOW PAGE IF AUDITEDFY20NUM=YES (1); HIDE PAGE IF AUDITEDFY20NUM=HAS NOT (2).

Q.22  What could TAC do to improve any aspect of the TAC audits that it conducts? Please provide
details.
OPTIONAL

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 13
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NEW PAGE 13
ASK ALL
HEADER 1: TAC Education Program

Q23  TAC provides a range of educative opportunities to support compliance with the Standards for
RTOs, including a range of webinars and published materials.

During the 12 months since 1 July 2023 did you attend a TAC webinar?

Yes O, - Goto Q.24
No 0O, - Goto Q.27

SHOW [F Q23=YES
Q24  How many TAC education webinars did you attend?

1-2 webinars (o2}
3-4 webinars O,
5 or more webinars O3

SHOW IF Q23=YES
Q25  Please rate on average your experience in attending a TAC education webinar.

Randomise after first statement Excell Good Fair Poor Very o't
ent poor know

Overall experience Os (o7 O; (o7 O, (o7
Information provided was up to Os 0. o o, o O,
date
Information provided was easy to
understand Os O s 0. 0 Os
Information provided was useful  Os O, O O, O, (o7
Clarity of information Os O, O; O, O, O
Knowledge of TAC presenters Os (o Os; (o7 (o] (o7

SHOW IF ANY Q25 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1).
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how TAC can improve, please
click the next button at the bottom of the screen and move on to the next page.

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 14
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SHOW FOR EACH STATEMENT WHERE Q25 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.26  You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL
ASK ALL
Q.27 To support RTOs the TAC provides recordings and support materials of its education webinars on
the TAC website.

During the 12 months since 1 July 2023 have you accessed a recording and/or support materials
of a TAC education webinar on the TAC website?

Yes (o] Continue to Q28
No O, Skip to Q30
Don’t know O; Skip to Q30

SHOW IF Q27=YES
Q.28 How would you rate your experience in accessing the education workshop recording and/or
support materials on the TAC website?

Very Don’t

Randomise Excellent  Good Fair Poor
poor know

Overall experience in accessing

the recording and/or support Os O, (o7 O, O (o
materials on the TAC website
Helpfulness of information Os O, O, (o) (o]} (o

SHOW IF ANY Q28 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
PARA: You gave TAC lower ratings in some of the areas in the previous questions. They would appreciate
feedback on what you were dissatisfied with and how they can improve.

This next section is OPTIONAL. If you don’t wish to provide feedback on how TAC can improve, please
click the next button at the bottom of the screen and move on to the next page.

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 15
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SHOW FOR EACH STATEMENT WHERE Q28 QUESTION ROW = FAIR (3) OR POOR (2) OR VERY POOR (1):
Q.29 You indicated that TAC's performance on <STATEMENT> was fair, poor or very poor, can you
please provide further explanation as to why you rated it that way?

OPTIONAL

ASK ALL

Q.30 To support RTOs the TAC also provides a range of Podcasts and Factsheets on the TAC website as
part of its education program.

To assist TAC with its planning what topics would you like TAC to cover in its Podcasts and
Factsheets?

MANDATORY

Q.31 TAC provides a range of educative opportunities to support compliance.

To assist TAC with its planning, what topics would you like TAC to cover in its webinars? (e.g.
assessment, validation, record keeping, internal audits).

If your suggestions relate to the implementation of the revised Standards for RTOs, please be
specific in identifying particular topics.

MANDATORY

Q.32 What is your preferred delivery method for participating in TAC education program sessions?
Prefer webinars (o]}
Prefer Podcast (o7}
Prefer face to face event O3

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
Page | 16
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PAGE 14
ASK ALL
HEADER 1: Regulating the VET sector

Q.33 How would you describe your awareness of TAC's Regulatory Strategy 2023-25?
A copy of the Regulatory strategy can be accessed here <link: TAC's Regulatory Strategy 2023-25>
Note - this will open a new window.

Very aware (know lots of detail about the Strategy) O,
Aware (know of the Strategy but that’s all) O,
Not aware (know nothing about the Strategy) Os
Not applicable O.

Q.34 To assist TAC's regulatory support planning including priorities and focus areas, please list the
three areas of concern to you as an RTO? (e.g. trainer’s and assessor’s suitability and currency,
training and assessment, RTO governance and compliance). Please explain in as much detail as

you can.
L. MANDATORY
2. OPTIONAL
3. OPTIONAL

Q.35 Over the past 12 months have you experienced students using contract cheating services or the
inappropriate use of Artificial Intelligence (Al) for knowledge based assessments? Note: Contract
cheating services are defined as services students employ, through a third party, to undertake
their assessments. Examples include students accessing pre-written assignment banks, file
sharing sites and paid assessment takers such as via AirTasker.

Yes (o]
No (o]}

SHOW IF Q35=YES
Q.36 If you have experienced students using contract cheating services or inappropriate use of Al what
has been the impact?

MANDATORY

TAC RTO Survey 2024 v8 APPROVED - CLEAN VERSION FOR REPORT
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