BGSA SERVICE STANDARDS

Purpose

BGSA commits to observe the highest standards of fairness and professional practice as we deliver
the services and obligations outlined through our respective contracts with our business partners. At
all times our priority is to our clients as we aim to achieve the best employment outcomes through
our service delivery. We will deliver services to clients to the best of our ability and with adherence
to legislative and contractual requirements and service guidelines.

Scope

This policy applies to all employees, contractors, suppliers, business partners of BGSA. It governs all
aspects of our operations and our engagement and interactions with stakeholders.

Code of Practice

Within our approach to quality, we have set these BGSA Service Standards. These Service Standards
are designed to give a service that is consistent, fair, efficient and on Brand. We will strive to meet
our service aspirations and by working with our clients in the spirit of partnership, we will do our
very best and will review our operation processes and standards if our services miss the mark of
expectations.

We operate our services in a manner that:

Upholds the integrity and good reputation of BGSA services by:

. acting with honesty, due care and diligence,

. behaving ethically and professionally, and being openly accountable for our actions,

. avoiding any practice or activity which could reasonably be foreseen to bring BGSA into
disrepute, and

. complying with all relevant Australian laws and regulations

Demonstrate our commitment to clients by:

. being supportive and helpful to workers in their pursuit of employment,

. focusing our assistance to help clients to achieve the best outcomes,

. treating clients fairly and with respect,

. addressing workers and employers in a friendly, courteous and culturally sensitive
manner, and

o considering clients’ individual circumstances and backgrounds.

Is accurate and relevant by:

. providing on-going assistance to clients for the duration of our service to them

. providing information about programs or services that may assist workers in their
employment,

. ensuring we have premises and facilities appropriate to deliver services with privacy and
dignity,

. ensuring that the information that we collect about clients is relevant and necessary and
is kept confidential,

. tailoring assistance to clients with consideration of their individual job search needs, and

. demonstrating flexibility in service delivery as clients’ circumstances change.
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Is communicated clearly and effectively by:

. ensuring that BGSA workers are aware of their rights and obligations,

. provide timely feedback and information to BGSA workers and Host Employers about
decisions that we make that could affect them,

. providing BGSA workers with access to relevant records we have about them, on
request, and

. informing all stakeholders of legislative changes that may require adjustments to me

made to BGSA’s operations, policies, procedures, processes and agreements, and how
changes may affect services delivered to them by BGSA

Encourage feedback without prejudice by ensuring that:

. we have a complaints process of which the BGSA clients are made aware,

. staff seek and appropriately respond to BGSA clients feedback with the aim of
continuously improving services,

. staff support BGSA clients when resolving any issues or concerns they may have, and

. an online complaints and feedback form can be submitted by anyone through our

website or links provided in BGSA email signatures.

BGSA clients are encouraged, in the first instance, to raise any concerns they may have with staff to
BGSA Management. If BGSA clients are dissatisfied with how BGSA Management respond to their
concerns or feel that they cannot discuss the issue with them, they can contact the, they may make
a complaint to the Commonwealth Ombudsman’s Office.

Our Actions

BGSA will strive to be the Indigenous “Recognised Market Leader” when it comes to Employment
and Training, all BGSA team members are expected to:

. be helpful and courteous to all customers and staff,

. be professional in all dealings with customers and staff,

. comply with BGSA policies, procedures, processes and practices at all times,
. comply with WHS policies and practices at all times,

. comply with BGSA Code of Conduct at all times,

. comply with all State and Federal Laws, Legislations and Regulations, and

. maintain a positive image within the communities in which we work.

Customer Service

All BGSA staff are expected to:

. wear uniform with current branding when representing BGSA,

. develop and use marketing and stationary materials with current BGSA branding
guidelines, e.g. letter heads, business cards, product & service information sheets,

. maintain a clean and tidy office both inside and outside, e.g. no clutter, windows
cleaned, and vehicles maintained etc.,

. maintain clean and safe individual workstations and surrounds, e.g. no clutter, files
stored correctly and securely, etc.,

. maintain current and up to date telephone and mobile phone message banks aligned
with BGSA branding,

. maintain current and up to date email signatures with current BGSA branding, and

. maintain current and up to date webpage content with current BGSA branding.
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Complaints

When dealing with customer complaints, it is expected that:

. the BGSA team member receiving the complaint, registers the complaint in the
complaints register and informs Senior Management within 24 hours,

. Senior Management is to respond to the complaint within 2 working days

. the complaint is to be dealt with and resolved within 5 working days (wherever
possible), and

. if the complaint is not resolved within 7 working days, it will be progressed to the

Managing Director by Senior Management.

Group Training Specific Service Standards
When dealing in Group Training Services, it is expected that:

o every effort will made to ensure that a Registered active School Based Trainee will
commence the traineeship by December (annually),

e each Full Time Trainee opportunity is serviced within a 4 week recruitment timeframe

e We will respond to any customer (internal and external) enquiries, issues or concerns within
24 working hours,

e we will endeavour to provide a culturally appropriate and customer focused service to
achieve career planning and placement including induction within the workplace is provided
each time our service is accessed,

o we will provide consistent coaching and mentoring to support and track all trainees during
assessment, referral, placement into traineeship and at relevant service milestones during
the traineeship. Service Milestones include tracking training units and hours worked against
program expectations,

e Training Plan progress will be reviewed with RTO’s monthly as a minimum requirement and
prior to each performance appraisal with the Host Employer. Progress reviews will be
recorded in the BGSA CRM system against the employee record,

e unsatisfactory progress will be addressed by creating and monitoring a Performance
Improvement Plan. The Performance Improvement Plan will be created in consultation with
the Apprentice/Trainee, Host Employer, BGSA, school and parent/guardian,

¢ all mentoring, support, documentation, progress reports, appraisals, Performance
Improvement Plans, contact points and other relevant information will be stored digitally
with the relevant areas of the BGSA shared drive and CRM system,

e we will demonstrate our company values through our customer service engagements,

o we will conduct regular customer service engagement surveys to ensure continuous
improvement to our services,

e aqualified trainee Training plan is registered in the BGSA CRM database within 28 workings
days of trainee commencement,

e we will input and manage accurate, current and quality customer service data in the BGSA
CRM database and other digital systems,

e our lodgement of completed contractual forms will occur within a maximum of 20 working
days of activity date,

e we will generate new business and maintain existing business relationships through close
account management practices that generate new and repeat employment placements,

e maintain Duty of Care as a priority within our services, and

e provide all support within our power to ensure completion of studies and training contract
in full.
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Notification to the Commissioner

Under the Apprenticeship and Traineeship Act 2001, the Commissioner plays an important role in
establishing and monitoring Apprenticeships and Traineeships.

BGSA as an employer has certain duties and responsibilities under the Apprenticeship and
Traineeship Act 2001 to notify the Commissioner in certain matters as noted below:

(1) In relation to each apprentice or trainee that he or she employs, an employer must notify
the Commissioner of the following matters within 14 days after the matter arises:

(a) any injury to the apprentice or trainee that adversely affects the apprentice’s or
trainee’s ability to continue or complete the apprenticeship or traineeship,

(b) any failure by the apprentice or trainee to make satisfactory progress in learning the
competencies of the relevant vocation,

(c) any change in the relevant registered training organisation attended by the apprentice
or trainee,

(d) any failure by the apprentice or trainee to participate in, or make satisfactory progress
in, the training provided by the relevant registered training organisation,

(e) inthe case of an employer who places the apprentice or trainee with host employers,
any matter that is likely to have an adverse effect on the completion of the
apprenticeship or traineeship by the apprentice or trainee, including:

(i) any difficulties encountered by the employer in finding host employers, and
(i) any difficulties encountered by the apprentice or trainee in relation to any host
employer, whether in relation to training or employment or otherwise,

(f) any notice given to the apprentice or trainee of the employer’s intention to terminate
the employment of the apprentice or trainee.

(2) An employer must also notify the Commissioner of the following matters within 14 days
after the matter arises:

(a) any change in the name under which the employer carries on business or in the address
from which the employer carries on business,

(b) any change in the nature of the employer’s business that adversely affects the
employer’s ability to comply with his or her obligations under this Act.

All staff overseeing apprentices and or trainees must adhere to the above legislative requirements
and seek advice from Senior Management should any clarification be required.

Continuous Improvement

BGSA is committed to continuous improvement in our practices. This includes regular reviews and
audits of this policy and our practices to ensure that they remain effective and aligned with best
practices and legal requirements.

Approval and Review

This policy is approved by the Managing Director and will be reviewed to ensure its relevance and
effectiveness in the future on a annual basis, when BGSA becomes aware of any changes to
legislation or regulatory requirements. All employees will be notified via email with any updates
made to these standards and will be provided with a revised copy of these standards.

f;?:; 7/01/2026
Michele Heth rington - Managing Director Date
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