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Quality Indicator annual summary report 

Learner engagement and employer satisfaction surveys 

RTO No. RTO legal name 

21739 Integrity Business College Australasia PTY LTD 

 

 

Section 1 Survey response rates 

 

 Surveys issued (SI) Surveys received (SR) % response rates  

= SR *100 / SI 

Learner engagement 221 133 

 

60% 

Employer satisfaction 4 2 50% 

 

Trends of response statistics: 

 which student/employer cohorts provided high/low response rates 

 how did response rates compare with previous years (if applicable) 

 Employer surveys 

In 2016 we  modified our customer service role, providing greater ongoing contact with employers, which we had 

expected to result in an improvement in response rate. Although we have better, and frequent communication with 

our employers and host employers, the response rate remains low. This was noted in verbal followup by one 

employer as "survey fatigue" 

 

Student surveys 

The majority or respondants (84%) were trainees with 80% at certificate III level. This is consistent with our student 

cohort, where the majority of our students are SBAT's. Interestingly, 75% of the respondents answered that they are 

female, although we have a majority of male students. This may be that females are more likely to respond 
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Section 2 Survey information feedback 

 

What were the expected or unexpected findings from the survey feedback? 

.It is interesting to note that the learner engagement questions rating has improved significantly from last number of 

years. This is especially in the area of ot setting high standards for themselves in training and they are not looking 

for their own resources to support their learning. Over the last 18 months, IBC has endevourered, especially with our 

SBAT cohort, to undertake goal setting during the induction process. This has also assisted in preparing these 

students for work readiness. 

Last year training material quality was highlighted as an issue. It is pleasing to see that this area has significantly 

improved.This is due from a change in the resources provided to our student, which have all now been updated with 

further contextualisation undertaken. This work will continue over the next 12 months as we move more into a virtual 

classroom delivery style, and improve the usability of our online resources. In August 2018 we are moving to a cloud 

based LMS which will improve the effeciency of this process, especially for our regional based students 

 

What does the survey feedback tell you about your organisation’s performance? 

. The survey results show that the changes initates in 2017  with the implementation of a SBAT coordinator role, and 

increased customer relations officers, have improved the learner engagement and response rates from our 

employers. In 2018 we are further developing the customer relations roles and updating our CRM to allow for more 

tailored and comprehensive customer service initatives.. 

 

 

Section 3 Improvement actions 

 

What preventive or corrective actions have you implemented in response to the feedback? 

Ongoing with our increased  contact with employers and host employers, we have noted that we have successfully 

intervened to small issues before they develop into larger ones. 

 

1. Learner engagement - the introduction of goal setting session with all new trainees, including the SBAT's has 

made an improovement in their satisfaction rates and reduced withdrawal rates.   

2. Work readiness - In 2017 we continued  the 'work ready' program for all school-based trainees that helped 

prepare the learners for entry into the workforce. Subjects included resume writing/coverletters, punctuality, 

workplace etiquette, time management and setting goals. The effectiveness of this program is very encouraging and 

our post course contact shows a high degree of school leavers who have undertaken this program to have been 

successful in gaining employment or ongoing tertiary studies 

3, learning material quality - a full rewrite of all learner material for all courses on scope has increased both trainer 

and learner satisfaction. as the move to improoved digital respurces contnues, this process is not yet complete. 
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How will/do you monitor the effectiveness of these actions? 

We will continue to monitor employer satisfaction through our  face to face meetings and customer service 

engagement processes. 

 

Ongoing monitoring of student withdrawals and early completions will allow us to monitor learner engagement and 

work readiness of our trainees and SBAT's 

 


