
 

 

POSITION DESCRIPTION 
Team Leader - Apprenticeship Support 

We are looking for employees of integrity, who are exceptionally high performers and can work 
collaboratively towards the achievement of our 2020 Vision of being 

‘an Institute, Workplace and Partner of Choice’ 

ABOUT THE ROLE 

 
Overview 
 
Apprenticeship Support Officer (ASO) Program Overview 

Participating TAFE Institutes are contracted to provide Apprenticeship Support Officers to service 

geographic regions. In some instances, it may be necessary to operate outside of these boundaries to 

provide support to specific priority cohorts or individuals identified at risk. This may include arrangements 

for coverage during periods of staff leave or participation in state wide, or industry specific initiatives. 

This position is accountable to provide contact, information and referral services to assist apprentices 
with issues and information to support the successful participation and completion of the apprenticeship 
undertaken under the guidelines of Department of Training and Education.  
 
The role is responsible for working professionally with employees at all levels and relevant stakeholders 
including employers, apprenticeship network providers and relevant training providers to deliver an 
integrated apprenticeship support service.  

The incumbent is a key and active participant of the Student Support and Engagement business area and 
provides support to apprentices working in the designated zone that the Institute manages. The role may 
be required to support apprentices who are identified at risk and outside of these boundaries for specific 
reasons. 
 
Key Accountabilities  
 
People Leadership 
 

 Ensure consistency of service delivery across the ASO team, promoting the program and providing 
information and guidance 

 Support the ASOs with resources for early intervention and tailored strategic support for those 
apprentices experiencing difficulties in their apprenticeship 

 Monitor, report on and advance the individual progress of apprentices while pursuing agreed 
strategies to enhance retention and completion of the apprenticeship 

 Assist the ASO team to effectively and efficiently schedule interviews for identified apprentices 

 Monitor the safety and engagement environment of apprentices and team members 

 Maintain a safe, positive and productive work environment free from discrimination, bullying and 
harassment. 

 

Service Excellence 
 

 Map, document and ensure the effective adoption of core support processes and interactions 

 Collect and report on Apprenticeship Support Officer (ASO) investigations in a proactive manner 
ensuring effective interventions and case management  meeting the contractual obligations 



 Mediate, and where required negotiate, with an apprentice and employer to resolve workplace issues 
to ensure continuation of the apprenticeship 

 Assist and review investigations into issues or incidents identified by the apprentice, employer, 
registered training organization or other relevant stakeholders to proactively minimise the risk on 
work, health and safety 

 Work with Out of Trade apprentices to assist them in obtaining sustainable and long term 
employment 

 Promote, and ensure the ASO’s have the necessary training and knowledge of personal support 
agencies such as counselling, welfare services, learning and disability support, within the scope of  
relevant legislations  and privacy act 

 Capture, record and report on concerns raised by employers, apprentices and/or relevant 
stakeholders and ensure they are actioned in an appropriate manner 

 Monitor, assist and promote accurate and timely data entry using designated IT systems whilst 
generating accurate  reports meeting auditing and DET compliance requirements  

 Understand and manage the development of high quality strategies to support and contribute to the 
achievement of the Apprenticeship Support program strategic goals 

 Develop and maintain a strong customer-focused approach to the delivery of timely, accurate and 
appropriate information and expert advice to various stakeholders 

 Work across all apprenticeship RTOs ensuring learner progress, timely achievement and completion  
 
Business Growth 
 

 Represent the ASO program and the Institute in a professional manner at all times and nurture the 
reputation of the program  

 Encourage the collection and documentation of apprenticeship success stories to raise confidence 
and recognition of employment outcomes and life skill development  

 Ensure that all promotional information is reviewed and current, and meets the marketing needs of 
the ASO group  
 

Innovation and Continuous Improvement 
 

 Identify opportunities for introduction of technology and process improvements and contribute to 
ensuring that the support offered responds to changing demands of the client group 

 Nurture a culture of  good, better, best within the ASO team and manage a cycle of process review to 
ensure that the activities of the team are challenged, enhanced and  improved  

 Assisting in developing internal or external resources and operational policy updates for the 
continuous improvement 

 
Business Alignment 
 

 Promote the Vision and goals of the organisation both internally and externally, with professionalism 
and enthusiasm. 

Commercial Focus 
 

 Understand, adhere to and manage allocated targets to ensure delivery within the scope of program 
and budgets 

 
Collaboration and Partnership 
 

 Engage with key stakeholders, establish their requirements and provide trusted solutions to partners 

 Support the development and implementation of strategic communications and stakeholder 
engagement activities related to ASO projects, program and initiatives. 



 Clearly communicate the role and capacity of Apprenticeship Support Officers to inform apprentices 
and employers of avenues for assistance 

 Work independently on a day-to-day basis under the broad direction of the Manager and respond to 
special requirement of Department of Education and Training projects to meet the program 
objectives 

 Establish and manage effective internal and external relationships to assist in the delivery of the 
Apprenticeship Support Program 

 Share knowledge and resources with the ASO team to ensure consistency across service delivery 

 
ABOUT US 

 
Chisholm is a Victorian Government Institute of Technical and Further Education (TAFE) established under 
the Education and Training Reform Act 2006.  We were named in 1998, in honour of Caroline Chisholm, 
the early Australian reformer and humanitarian. 
 
We aim to lead the way in education and training to inspire success and transform lives.   
Our purpose is to excel in education and training and be respected and valued for enhancing the social 
and economic futures of individuals, industry and communities.  Our drive for commercial success is 
underpinned by our core values of Opportunity, Integrity, Collaboration, and Achievement. 
 
Chisholm has grown significantly and has become a multi-sector institute delivering a broad range of 
education and training programs and services in higher education, vocational education and training (VET) 
and school sectors across its nine campuses in Victoria, online, in the workplace and overseas with partner 
educational and government organisations.  We welcome students from over 43 different countries to 
study Chisholm degree and diploma courses as well as VCE. 
 
Currently, we offer over 500 certificate, diploma, advanced diploma, graduate certificate and short 
courses.   
 
With more than 30,000 students and over 1,200 passionate and dedicated employees Chisholm seeks to 
excel in education and training, thereby enhancing the social and economic future of individuals, industry 
and communities. 
 
 
OUR COMMITMENT TO DIVERSITY 

 
At Chisholm, we embrace differences in gender, age, ethnicity, race, cultural background, disability, 
religion and sexual orientation. We know that diversity and inclusion helps us to attract, recruit, engage 
and retain a team of talented people.  



 

KEY WORKING RELATIONSHIPS 

 
Reports to: 

 Manager - Student Support and Engagement 
 
Direct Reports: 

 Apprenticeship Support Officers  
 
Internally 

 Apprentices Support Officer team 

 Student Support and Engagement Chisholm Business Areas 

 Teaching and professional employees across Chisholm 
 
Externally 

 Registered Training Organizations 

 Australian Apprenticeship Support Networks 

 Regional Managers,  Department of Education and Training 

 Apprentices 

 Employers 

 Youth Service Providers 

 Victorian State ASOs 

 Relevant Government Agencies  

 Health Service Providers 
 
POSITION REQUIREMENTS 

 
Qualifications 
 
Essential  

 A relevant tertiary qualification and related industry experience, or an equivalent combination of 
relevant experience, education and training  

 
Desirable 

 Investigation, negotiation and/or mediation qualifications 

 Mentoring, coaching or supporting qualifications 

 Sound knowledge of, and experience working within the apprenticeship field 
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Skills and Experience 
 
Essential  

 Experience managing a team of direct reports in a customer service context, and preferably with 
knowledge of apprenticeship, trades areas or industry related work  

 High level reporting experience to internal and external stakeholders  

 Excellent time management and organisational skills with the ability to self-manage caseloads 
Demonstrated clear, concise and authoritative written communication skills to produce a variety of 
complex reports on complex and sensitive issues 

 Highly developed communication, presentation, and negotiation skills with experience in mentoring 
and advocacy 

 Well-developed customer service and interpersonal skills and ability to work autonomously and to 
use own initiative 

 Sound knowledge and familiarity of the Victorian vocational education and training sector including 
the role of  RTOs and Australian Apprenticeship Support Networks 

 Demonstrated skills in counselling or youth development, including those from disadvantaged groups 

 Current Victorian Driver’s License 

 A current Working With Children Card  

 This position may have a requirement to travel intrastate to assist with HESG special projects 

 Some out-of-hours work is required, for example, to make contact with stakeholders (including 
evenings or weekends) during emergency situations 

 
Desirable 

 Knowledge of regulated training and labour market issues 

 Strong research, analytical, investigative and problem-solving abilities so that the relevant rules and 
regulations are applied practically, fairly and promptly 

 Demonstrate effective, cohesive and collaborative team behaviour  

ALIGNMENT TO OUR VALUES  

 
We are looking for people who believe in our values of Opportunity, Collaboration, Integrity and 
Achievement and will uphold them in all communications, decisions and actions.  
 
Opportunity 

 We are encouraged to communicate our ideas 

 We strive to constantly deliver excellence in education 

 We have a Workplace of Choice that is safe, positive and continually improving  

 We respect each other’s roles and commit to shared goals 
 

Collaboration  

 We are part of an innovative team working together; we are friendly, understanding and sensitive to 
our learners and customers 

 We care and look out for each other and the community, whilst delivering great service 
 

Integrity  

 We are forward thinking and have a great reputation. We really want to make a difference 

 We are confident and consistent with our practice and a Partner of Choice 

 We take ownership and responsibility, focusing on the best outcome for the learner and customer  
 

Achievement  

 We are encouraged to grow professionally and as a person  
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 We are driven to improve delivery and we are rewarded and recognized when we do  

 We celebrate achievements and congratulate others on their success  
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ORGANISATION DIAGRAM 


