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Continuous Improvement Framework 
 

Purpose 
 

This procedure outlines the process for collecting, reviewing, and actioning feedback to support 
continuous improvement across all BGSA operations. This framework also supports compliance with 
Training Services NSW GTO requirements and promotes quality service delivery, safety, and positive 
employment outcomes. 
 

Scope 
 

This framework applies to all employees, apprentices, trainees, host employers, and relevant 
stakeholders engaged with BGSA. 
 

Principles 
 

• Feedback is encouraged and treated respectfully. 
• Individuals can raise issues without fear of disadvantage. 
• Feedback is documented, reviewed, and actioned where required. 
• Outcomes are communicated and reviewed for effectiveness. 

 

Feedback Collection 
 

Feedback may be received through staff meetings, toolbox talks, one on one discussions, feedback 
forms, emails, phone calls, and anonymous submissions where appropriate. 
 

Continuous Improvement Register 
 

All feedback is recorded in the Feedback Register and Complaints Register in the BGSA CRM system, 
which provides a central record of issues, actions, and outcomes.  
 

Review and Assessment 
 

Feedback is noted when it is received, with the urgency assessed at this time. Feedback is generally 
reviewed monthly or sooner where risk is identified, and urgent action is required. Outcomes may 
include immediate action, further investigation, or no action required with justification recorded. 
 

Action and Accountability 
 

Where action is required, a responsible person is assigned by Senior Management, and a completion 
timeframe is set. A report outlining the feedback, assessment and actions taken is to be created by 
the person assigned that is to be provided to Senior Management for review. 
 

Communication and Close Out 
 

Feedback outcomes are communicated to the party providing the feedback where the feedback was 
not provided anonymously. Changes made to BGSA operations due to actions taken and outcomes 
from the review, will be provided to staff via internal notifications such as email, phone calls and 
other means available to ensure that staff are notified. The CRM record will be formally closed in the 
register once the task is completed. 
 

Monitoring, Review, and Continuous Improvement 
 

Management monitors trends and systemic issues using feedback data. A formal review is 
conducted annually or earlier as required. 
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Appendix A: Training Services NSW GTO Compliance Mapping 
 

This framework supports Training Services NSW GTO requirements by demonstrating: 
 

• Ongoing monitoring and review of operations 
• Risk identification and management 
• Use of feedback and audit findings 
• Documented corrective actions and improvements 

 
Appendix B: Continuous Improvement Steps 
 

1. Feedback received 
2. Feedback recorded in register 
3. Management review 
4. Risk and priority assessment 
5. Decision made 
6. Action implemented 
7. Outcome communicated 
8. Register updated and closed 
9. Trends reviewed 

 

Appendix C: Feedback Register and Complaints Register 
 

The Feedback Register and Complaints Registers are used to record feedback, actions, and 
outcomes. It provides evidence of ongoing monitoring and improvement and may be maintained 
electronically or in hard copy. 
 

Minimum information to be recorded: 
 

• Date feedback received 
• Source of feedback (if not provided anonymously) 
• Description of issue or suggestion 
• Area or process impacted 
• Priority level 
• Action required 
• Responsible person 
• Target completion date 
• Outcome and notes 
• Date closed 
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