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1. Getting Started 

1.1 What is EMT? 

"Enquiry Mate for Trainers enables training organisations to 

manage sales enquiries, course administration and student records 

in a professional manner, to provide a high standard of service to 

their customers and to achieve their business goals." 

 

Enquiry management features include: 

 Support for fast and accurate customer identification to avoid duplicate 
records. 

 Handle all aspects of an enquiry on a single form, in any order. 

 Keep track of enquiry responses and follow-up actions. 

 Manage all stages of the sales process from cold call to repeat customers. 

 Automate customer interface and internal work flow by direct email, mailed 
form letters, phone, on-site visits, etc. 

 

Course administration features include: 

 Book tentative or confirmed places for individuals or groups of students. 

 Scheduled and ad-hoc course dates & times. 

 Manage student payments & payment plans. 

 Classroom-based & assessment-based courses. 

 Customisable course preparation check-lists. 

 Customisable event-based follow-up actions, with customised form-letters. 

 

Student Records features include: 

 Manage the certification process, involving assessments and recognition of 
prior learning. 

 Print certificates, statements of attainment, transcripts & certificates of 
attendance with customised layout directly or via MS-Word. 

 Record & analyse attendance. 

 Creates AVETMISS reporting files. 

 Export invoices and payments to MYOB. 
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Management features include:  

 Record marketing activities and report "conversion" figures by campaign or 
activity. 

 Produce targeted mailing lists, based on past bookings or enquiries. 

 Record course evaluation results & comments, with analysis by subject. 

 Sales agent performance analysis and commission calculation. 

 Regional sales analysis. 

 Venue & teacher resource analysis & planning. 

 Financial analysis down to the individual offer level. 

1.2 Definitions 

EMT Refers to Enquiry Mate for Trainers 

Contact An individual person who may have one or more roles such 
as customer, student, teacher, etc.  It may also store details 
of anonymous positions such as the sales or service 
department of a supplier. 

Role A contact may have a number of different roles. In general, 
whenever a contact is selected in a certain context, they are 
flagged as having that role in addition to any others they may 
already have. 

The roles identified in EMT  are: 

Customer 

Student 

Salesperson 

Teacher/Supervisor 

Assessor 

Location/Site Manager 

Publisher 

Customer A contact who organises training for one or more students.  
A customer may also be a student. 

Student A contact who is registered to participate in an offer. 

Teacher A contact who is assigned to teach an offer.  Up to three 
teachers may be assigned to a classroom offer.  One 
teacher is designated the Supervisor.  The other two are 
supporting teachers. 
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Assessor A contact who is assigned to assessment tasks in an 
assessment program. 

Enquiry A request for information by a contact. Contacts who initiate 
enquiries are automatically identified as being a customer. 

Subject 
Area 

A classification of course content.  This is similar to the high 
level ABS field known as Field of Education used within 
AVETMISS reporting. 

Course A structured body of work defining how some training is to be 
delivered.  To avoid confusion, we use the word offer to 
describe the delivery of the course content to a group of 
students at a given time and place.  For example, you might 
say that you offer several courses, but you would schedule 
and take bookings for offers, not courses. 

Courses may consist of one or more modules, and are 
classified into subject areas. Courses also act as templates 
for offers, defining the default features of an offer of a 
course. Many of these features may be customised for a 
given offer. 

Module A section of a course with defined assessment events. 
Modules may be associated with one or more competency. 

Result A result may be generated for every student attempting a 
module (as part of an offer) and contains the results of 
assessment events and an overall outcome.  This outcome 
also applies to all competencies associated with the module. 

Competency An AQTF unit of competency. 

Qualification A nationally recognised AQTF qualification. 

Qualification 
Attempt 

An attempt by a particular student to complete a particular 
qualification.  The competencies required to complete the 
attempt are initially copied from the qualification, but may be 
customised for the student (e.g. to select electives).  An 
attempt is complete when all competencies have been 
demonstrated by internal training, assessments, or RPL 
process. A certificate is issued upon completion of an 
attempt. 

Certification Recognition of current training that expires and requires 
periodic refresher courses to remain valid, such as first aid 
certificates, equipment operator licenses, and inductions. 
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RPL Stands for Recognition of Prior Learning. We use the term 
in a loose context to describe all ways in which competency 
may be demonstrated from previous knowledge.  It includes 
training completed at other organisations and knowledge 
gained in the workplace or life experience. 

The definition of RPL and the related terms RCC and Credit 

Transfer are used inconsistently across the industry. EMT 

allows you to use the terms the way you normally do, and 
map them to the official codes for reporting purposes. 

Offer A plan to deliver a course to one or more students. 

When the training is planned to take place in a group training 
facility with a teacher present at a given time and place, we 
call it a classroom offer.  

When the training occurs in a flexible environment 
(workplace, distance education, etc) we call it an 
assessment-based program, program or assessment-
based offer. 

Session A plan to deliver part or all of a classroom offer in a single 
day between two times. They may be generated 
automatically from a course timetable and may be entered or 
adjusted manually. 

Sessions are optional within EMT. They are required in 

order to manage attendance, location utilisation & teacher 
schedules. 

Registration A registration is a tentative or firm commitment by a 
customer to pay for one or more students to attend a 
classroom offer. Registrations for assessment-based offers 
are restricted to a single student. 

Booking A booking is a registration that has not yet been paid for. 

Location A place where training is delivered.  It can be configured at a 
level appropriate for the organisation (e.g. room, building, 
campus, etc) 

Territory A classification of sales agents. It is often geographically 
based, but may indicate market segments or customer types. 

Region A geographical area used to group locations. 
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Event A pre-defined event in EMT  that may trigger user-defined 

actions to be created, either automatically or upon a pop-up 
prompt. 

Examples of events that can trigger actions in EMT  are: 

New, cancelled or moved registration 

Student added or removed from a registration 

Offer details changed 

Assessment details changed 

New invoice, receipt or refund 

New payment scheduled 

Non-starting or absence level reached 

Action A task that must be completed by a certain date.  The 
outstanding actions form a collective "to-do" list for the 
organisation. They can be assigned to an operator, but can 
be processed and updated by other operators if required. 

Each action targets a single contact, but there are various 
features to generate actions for groups of contacts. 

Each action has an action type.  

Action Type Action types can be fully configurable to an organisation's 
needs.  Examples of the types of actions that may be 
appropriate include: 

Send a potential customer course information 

Phone a customer to arrange payment 

Notify a student of change to an offer 

Email a special offer to a former customer 

Have a sales agent call on the customer 

Action types determine the default characteristics of actions 
of that type, which helps to stream-line your customer 
service procedures. 

Marketing 
Activity 

An individual marketing action such as a newspaper 
advertisement or radio advertisement.  It must be associated 
with a marketing campaign. 

Marketing 
Campaign 

A group of marketing activities. They can be configured to 
align with your organisation's marketing strategies. 
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1.3 The Business of Training 

Enquiry Mate for Trainers provides comprehensive functions to support every 
aspect of running and improving your training business.  As well as supporting 

the core requirement to manage student records, EMT  provides features that 

will empower staff and managers to improve customer service and managing 
the business of training. 

As the name infers, the primary focus of EMT  is on generating and processing 

sales enquiries. The success of most small-medium businesses depends mainly 
on sales revenue.  Costs are predictable and difficult to reduce greatly without 
compromising the core values of your business.  In order to provide the level of 
choice and flexibility that customers expect, most training businesses carry 
excess capacity in the form of under-utilised venues and teaching staff. This 
effectively represents "empty seats". 

Revenue, on the other hand, is much more variable. Customer demand can be 
stimulated or created by effective marketing strategies, product innovation & 

repeat business. EMT  can help improve your sales by: 

 Improving communications with customers during the sales process. 

 Avoid losing sales by not "following up" on time and as promised. 

 Direct marketing to your existing and past customers. 

 Analysing the results of your marketing activities. 

 Analysing the performance of your sales staff and referral sources. 

 Analysing the financial results of every course you run. 

 Analysing an acting upon student feedback. 

The software also has features to help manage your resource utilisation, to 
determine where your spare capacity lies: 

 Teacher / supervisor utilisation analysis. 

 Workplace assessment visit schedules. 

 Training location utilisation analysis. 

In addition to these critical areas, the system provides flexible and 
comprehensive support for: 

 Scheduling classroom-based offers and assessment-based programs. 

 Actively managing the capacity of scheduled offers. 

 Assisting in course preparation with resource checklists, class lists, etc.  

 Recording and analysing attendance. 

 Recording class or individual results at a module or assessment task level. 

 Printing certificates, statements of attainment, transcripts and statements of 
attendance. 
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1.3.1 Why Enquiries are Important 

A sales enquiry is an intangible but valuable asset to your business.  The value 
of a sales enquiry is deceptively complex. It could result in: 

 Selling the services being enquired about (obviously). 

 Selling additional or alternative services that you offer. 

 Selling additional or alternative services at some time in the future. 

 A referral to an associate, who may reciprocate in the future. 

 A referral by the enquirer to an associate of theirs. 

 Recognition and a positive impression of your business and brand. 

EMT  is designed to support your sales staff in extracting the maximum value 

from every sales enquiry.  Notice that some of the value in the enquiry does not 
result in immediate or even traceable revenue, but instead plants the seeds for 
future revenue.  This value endures long after the customer has finished their 
course or declined your current offer, if you keep it and use it properly. 

Sustained application of a sales process that extracts full value from every 
enquiry will, in time, lead to a steadily growing stream of "free" sales enquiries to 
supplement your main marketing activities. 

Just some ways in which EMT  might support this process include: 

 Register interest and allocate a schedule a sales follow-up while on the 
phone. 

 Take a booking on the phone and send a confirmation by email immediately. 

 Send product information or course schedule by email, with a few clicks, 
before the customer even hangs up the phone! 

 Generate focused and relevant mailing lists of past customers, in order to fill 
those "empty seats". 

 Find and process contacts recorded on obscure or incomplete notes. 

 Identify your best referral sources so you can reward and encourage them. 

 Include enquiries that did not result in bookings in your marketing analysis. 

 ...and many other strategies that may work for your business. 

1.3.2 Why People are Important 

EMT  uses a single table of contacts, which contains all contact details.  There 

is also a single table of companies that contains minimal data.  All references 
that require contact details refer to a person however contacts may be searched 
by company. 

Because EMT  is designed to retain all history of customer interactions, it needs 

to handle the issue of when people move from one company to another.  While 
there are various ways to handle this, we recommend that the contact remains 
the one and only record of that person.  Even when a company is paying the 
bills, most customer relationships are effectively with people, not companies.  
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When a person moves positions or companies, this is a valuable opportunity to 
double the number of customers! 

Firstly, you will want to find the person now responsible for training in the 
company for which you have done training in the past. It is likely that your 
existing contact will supply this. You set them up as a new contact, working for 
that company, even though there may be no current sales enquiry for them. 

Secondly, you would update the company and contact details of the existing 
customer contact. 

You now have two potential customers for future training services. If the old 
contact still has a new role and is no longer involved in training, you may be able 
to get the appropriate training manager contact in the new company, which you 
would set up as a third contact! 

With a little bit of effort, asking the right questions of people you already know, 
you can turn a single contact into two or three contacts that may end up being 
customers, referrers or students in the future! 

EMT  is designed to track all of this, and enable you to retain and use your 

accumulated customer database to full advantage. 

1.3.3 Why Actions are Important 

EMT supports a system of automated and manual follow-up actions. These 

actions are created during sales enquiry processing, or can be generated in bulk 
from existing data.  They can be also be generated automatically in response to 
events such as a student registration. 

An action is assigned a responsibility and due date & time.  This causes the 
actions to appear on the default action list for that operator, as shown below. 

 

The details of an action can be previewed, re-assigned, modified, emailed, 
printed or just marked as completed.  The system supports automatic batch 
processing of email and printed letters, as well as manually completed actions 
such as phone, fax, mail or sales visits, etc. 

The system is fully configurable to your existing sales process. Configuring this 
part of the system may prompt you to review these processes to take advantage 
of the capabilities of the system. 
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1.4 The Delivery Process 

1.4.1 Life Cycle of a Classroom Offer 

EMT is designed to support both classroom and assessment-based training 

through its entire life cycle. 

A classroom offer begins life as a course, or training package.  You cannot offer 
a course to students until you have at least some idea where and when you will 
deliver it.  We call a scheduled plan to deliver a course an "offering", or "offer". 

The system supports the scheduling of offers, and the publishing of available 
offers for use by customers and sales staff. 

Depending on the situation, the offer may be conditional upon getting sufficient 

interest.  EMT  enables you to keep track of the status of the prospective offer, 

to make an informed decision on whether to proceed with it, and to keep all 
affected people informed. 

During this time, you can take bookings, record any payment details, process 
cancellations, transfers and refunds, and allocate a teacher, location and other 
details. 

Once the decision is made to proceed with the offer (or earlier), you will need to 
check that everything is ready to run the offer, such as ordering or printing 

notes, booking resources, etc. EMT  implements a checklist that can include 

both general and course-specific items. 

When first created, the content (list of modules) is copied from the course 
content. You may customise this list for the specific offer by adding or removing 
modules. This is particularly useful if you regularly deliver customised courses. 

When first created, the weekly timetable for a course is used to generate actual 
training sessions for the offer, including actual dates and times. This process 
automatically skips public holidays, however you may need to edit the sessions 
to allow for other known variations. The sessions can be edited at any stage of 
the course (as long as attendance has not been recorded for the session). 

You then print class lists, attendance sheets & evaluation surveys directly from 
the system. 

During the offer, you can record attendance on a daily basis, including partial 
attendance, comment on reasons and trends, etc. This enables you to manage 
welfare issues and comply with overseas student visa requirements (the ESOS 
act). 

Following completion of the offer, you can enter student results at, either an 
overall level or by assessment task, and print statements of attainment if 
applicable. 

If the course is not accredited, you can just record attendance and issue 
certificates of attendance. These may, in fact, be printed prior to the offer, for 
distribution by the teacher at the end of the offer. 

You can also enter any evaluation results & comments received and raise 
actions to address any specific customer satisfaction issues. 
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Finally, you mark the offer as finalised.  It is then hidden from day-to-day view, 
but it is retained for future use and can be found by searching.  It may also be 
used at some time in the future, such as to promote a follow-on or related 
course to the same students and/or customer, or to provide a student with credit 
towards a future qualification. 

1.4.2 Life Cycle of an Assessment-Based Program 

Assessment based programs include apprenticeships, vocational components of 
wider courses, distance education, online training, etc. 

They have a very similar data structure to classroom based offers, and are 

implemented in EMT as single-student offers, however they have a very 

different life cycle.  A program is usually undertaken over an extended period of 
time, and involves regular assessments of parts of the course content during 
that time. 

An assessment-based program starts when a student applies to start the 
program.  This is processed as a sales enquiry, even if the application is in 
person, or on paper. The enquiry must have been prompted in some way, and it 
is important to capture the original source of the interest for marketing and sales 
analysis. 

When first created, the content (list of modules) is copied from the course 
content. You may customise this list for the specific program by adding or 
removing modules. This is useful for selecting streams or electives for an 
individual program. 

Before or during the program, the checklist can be used to keep track of 
significant events such as contracts being submitted, payments being applied 
for, etc. 

When the offer is started, there may be several assessment visits scheduled. 
These can be reported, re-scheduled or cancelled at any time during the 
program.  The student and assessor can be automatically informed of any 
changes. 

At any time during the program, results can be recorded against assessment 
events, including tracking of the marking process. 

Upon completion of the program, an overall result is recorded. A statement of 
attainment can be printed, and the offer marked as finalised.  If the program 
results in a qualification, that is processed separately as a qualification attempt 
(see below). 

Like classroom offers, the program remains on record and may be found again 
by searching, or used in future marketing activities and analysis. 
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1.5 Qualifications and Training 

1.5.1 Assessment and Learning 

Unlike some other software packages, EMT  implements training and 

qualifications completely independently.  While they are often directly related, in 
that some courses may cover sufficient competencies to complete a 
qualification, this is not enough to process all qualification attempts. 

In particular, each individual attempt at a qualification can be customised for the 
student, and must allow for: 

 Completion of some competencies by recognition of prior learning; 

 Stream and elective selections; 

 Courses not leading to any qualification or competencies. 

For these reasons, we have implemented qualification attempts as a separate 
process. 

Most of the published AVETMISS subject areas (field of education), 

qualifications and competencies are supplied with EMT.  This data may be 

selectively loaded into your organisation’s EMT  system to ensure consistent 

naming conventions and save a lot of typing! 

1.5.2 Life Cycle of a Qualification Attempt 

A qualification attempt begins on the Contact Details form, on the "Student" 
page.  A qualification is selected and a new attempt is created for the student. 
This qualification attempt form can later be found using a search form directly 
from the main menu. 

The default competencies for the qualification are copied from the definition of 
the qualification (which may be locally customised).  These competencies may 
then be modified, for instance selecting a stream and electives. Other details are 
also entered on this form. 

One or more competencies may be selected for RPL and the RPL application 
and assessment if necessary is managed on a separate form. The RPL 
application need not be completed immediately, as the assessment process 
may take some time. RPL applications can also be found by searching from the 
main menu or via the qualification attempt. 

When the student completes the competencies with a competent result, the 
status is shown on the qualification attempt form. The student may have already 
completed some or all competencies before the attempt is created. 

The assessor uses this form to check and record all details, and when all 
competencies are completed to his/her satisfaction, he clicks a button to issue 
the certificate number. The certificate can be printed immediately or at a later 
time. 

This independent data model for qualifications allows for: 

 Any mix of classroom training, assessment and RPL based results; 

 Being completed over an extended period of time; 
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 Being applied for before or after training is undertaken. 

1.6 Results 

In EMT, results are based on modules, which make up courses. Each module 

can contain up to four structured assessment events, and an area for additional 
events. 

To enter results for an offer or program, a result record is created for each 
student and module. The results can be entered in groups by selecting a group 
(or all) students and/or a group (or all) modules and setting the overall result. 

You can enter details of the results for each student, or the results of an 
assessment task for each student in turn. As well as an overall weighted 
percentage mark, there is provision for a general text description of the result in 
which to enter any special comments or other details of the marking. 

Results can be partly entered and returned to later. This is particularly 
appropriate for assessment-based programs where assessment tasks for the 
same module may be completed at different times during the program. 

Entry of overall module results enables printing of transcripts at the qualification 
level. This course/module structure allows the flexibility to build training and 
assessment content that fits your customer's needs, and to map it to national 
competencies. 

1.7 Business Strategy 

EMT  provides management with the information to make better decisions about 

allocation of marketing, financial and teaching resources. 

1.7.1 Marketing Strategy 

EMT implements a system of classifying every marketing activity, such as an 

advertising package, referral source, etc, into campaigns and activity types. 
Every sales enquiry comes from some activity, whether it is an active (e.g. 
advertising, trade shows) or background (e.g. word of mouth, referrals). 
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The reports and graphs produced by EMT show enquiries that did not lead to a 

booking, those that have booked but not paid (e.g. cancelled), and those that 
paid.  This enables you to assess not only the quantity of enquiries generated 
from each activity, type or campaign, but also the quality. 

1.7.2 Financial Management 

EMT provides detailed analysis of the gross profit result from each offer. This 

analysis includes all direct costs, including hourly teaching costs and daily 
training location costs, sales commissions, materials and other expenses. On 
the revenue side, it includes both revenue from customers and funding sources. 

1.7.3 Resource Management 

EMT provides reports to look at the scheduled utililisation of teachers, including 

both classroom training and assessment visits to help you manage their time. 

EMT provides reports to look at the scheduled utililisation of training locations to 

help you manage usage of the locations and to assist in booking the resource if 
it is an external location. 
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2. Help System 

2.1 Help Window 

 

 The Help Window is displayed when the Help button is clicked. 

 Each Section is divided into Topics.  Select a Section to display the 
associated topics below. 

 The See Also drop down list can be used to navigate to related topics. 

2.2 Pop-up Help 

Pop-up help is displayed at the start of EMT. 

 

Pop-up help can be disabled by clicking the relevant check box. 

The Show Pop-up button (5) restores the display of Pop-up Help window after 
it has been hidden. 

The Confirm Show Pop-up Help dialog is displayed. 

 Click Yes option to show all popup hints. 

 Click No option to remove the effect of the Hide All request.  Pop-ups hidden 
with the Hide this topic option will still be hidden. 
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2.3 EMT Learning System 

The EMT Learning System is progressively replacing this User Guide as the 
main tutorial resource for EMT operators. 

It can be accessed from this icon on the main menu: 

 

 

 

This will take you to the contents page where you can start any section or topic 
at any time. Topic 0.2 explains how to navigate the Learning System. 
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3. User Interface 

3.1 Icons 

The following icons are commonly used in EMT : 

 

Calendar – A calendar is displayed to facilitate the entry of 
dates. 

 

Add - Adds a line to a list box or create a new sequence 
number (e.g. invoice number). This icon is used in several 
ways, but it is always associated with creating new data.  

 
Delete - The selected item is deleted. 

 
View - Displays further details of the selected item. 

 Browse for a File – Select a file name from disk. 

 Browse for a Folder – Select a folder name from disk. 

 
Sort Ascending - Displays the list of items in ascending order 
of the selected column. 

 
Sort Descending - Displays the list of items in descending 
order of the selected column. 

 
Current Record (Record selector symbol) - The current record 
of the list. 

 
Editing Record (Record selector symbol) - The record is being 
edited and the changes have not been saved yet. 

 
New Record (Record selector symbol) - Information can be 
added to a new record. 

3.2 Toolbars 

The EMT system is based on Microsoft Access, and selected Microsoft Access 
toolbar items are available in each form. 

 

These buttons provide access to standard commands such as: 

 Printing 

 Export of reports to Microsoft Word or Excel 
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 Record navigation 

 Sorting of records 

 Filtering of records 

See Microsoft Access help for an explanation of these commands. A hint 
showing the function of a toolbar button is displayed when the mouse is placed 
over the button. 

3.3 Combo Boxes 

Drop-down lists (also called "combo boxes" in MS-Access) are used extensively 

throughout EMT.  

Some combo box lists are based on reference lists, such as courses, offer 
status, payment types, etc.  The items on the list can be configured via the 
Reference or System menus. 

Other lists are based on current data from elsewhere in the database such as 
contacts, companies, offers, etc.  The following example shows the company 
combo box in the contact search form. 

 

By typing the first few characters of an item, the list will automatically search for 
the first item in the list beginning with the characters typed so far.  Pressing the  
Enter     or 

 Tab   keys will close the drop-down list and complete the value with the 

selected item completed.  In the company list above, simply typing "demo" and 
[Enter] would be more than enough to find "Demo Training". Note that the type 
case is adjusted to reflect the list item, so you don’t need to capitalise the "d" to 
find the right item. 

The EMT Installation Guide contains guidelines for how to configure many of 
the reference lists to streamline the day-to-day use of the system within your 
organisation. 
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3.4 Search Forms 

 

Search forms are the basic method within EMT to find data from a "standing 

start".   

Search forms contain a range of fields, but they do not all need to be filled in.  If 
you have some specific information about a particular item you need to find, 
entering a unique key such as an offer number in a search form will take you 
straight to that offer.  

If you know most of the details, you only need to enter a few fields in order to 
find all matches. If there is only one match, then you will go straight to that item.  
If there is more than one matching item, you will be shown a list form, with all of 
the matching items shown (see below). 

If a search form has a large number of matching items, a warning will be 
displayed before opening the list form.  This is mainly to avoid performance 
issues with shared databases.  It is much more efficient to specify more specific 
criteria than to display an entire list and then try to find the item in the list form. 

The fields below Postcode in the Contact Search form are User Defined 
Fields.  An organisation may define these fields to record customised 
information for a contact. Two category fields (each with a list of possible 
values), four text fields, two number fields and two date fields may (optionally) 
be defined in the System Settings form. 
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3.5 List Forms 

 

List forms are generally opened as a result of using a search form.  Some 
common list forms can be opened from single buttons on the main menu. These 
faster lists generally show all current data, such as all outstanding actions or all 
available classroom offers. 

Lists may be sorted by a selected column (ascending or descending) using the 
sort icons on the list toolbar.  You can also use the other MS-Access functions 
shown on the toolbar such as simple to advanced filtering, text search, export to 
word or excel, etc. 

These toolbar options are provided for additional flexibility for those familiar with 

them, but they are not an essential part of the EMT system. 

Remember that it is much more efficient to use the search form criteria to 
reduce the list than to search within a large list.  How much of an issue this will 
be, in practice, depends on the number of concurrent users, the computer and 
network hardware, the database platform, and many other factors. 

3.6 Detail Forms 

Detail forms are where most of the work is done in EMT. A detail form contains 

all the relevant information for a single data item, including lists of related items.  
Many functions relating to the item can also be activated from details forms.  

Thus, if you are not sure how to complete a task in EMT, a good starting point is 

to find the detail record of one of the things the task relates to and look for an 
appropriate field or button. 

Many detail forms (usually the more complicated ones) use a "file tab" control to 
manage more than one page of data for the item (marked area 1).  Click on the 
tabs to select a page.  Switching between pages does not move to another 
record. It is simply a way to fit many fields on a single form.  There will always 
be identifying information about the tab pages so that you can always tell what 
data item is being seen. 
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Throughout the system, fields which are used by the AVETMISS export process 
are marked with an asterisk (marked area two shows one of several example on 
this page). Some of these are fairly open in their format, but some are set from 
strictly defined lists (as in the State Code field above), which are not 
configurable for compliance reasons. 

 

A type of field not mentioned so far are check boxes (see the Roles box above). 
A tick indicates a "true" value or positive answer to the question posed. An 
empty box indicates a false value, or negative answer to the question posed.  
You can change the state of a check box using the mouse, or by pressing the 
Space bar after reaching the check box in the tab sequence. 
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Some detail forms have list boxes of related items. In the example above, the 
marked area shows the disabilities list for the contact. Selecting an item from the 
yellow combo box adds the item to the list.  Clicking the delete button will delete 
a selected item. 

Other lists may have a view (magnifying glass) button that opens a detail form 
for the selected item.  If the view button is present, then double-clicking on the 
list item will also activate the detail form. 

3.7 Speed Keys 

Buttons that have a letter underlined indicate a speed key for that form. Pressing 
that key while holding down the  Alt  key will activate the button, just a clicking 

with the mouse would. This can be a useful time-saver once you get used to it.  
It is particularly useful in search forms where you have typed a single criteria 

field.  Pressing Alt-S will activate the  Search  button immediately without having 

to move your hand from the keyboard to the mouse.   

The  Close  button is available in almost every form, so Alt-C is a quick way to 

close any detail form, but remember that for new data items, Alt-C activates the  
Cancel  button! 

3.8 Reports 

Reports are accessed from the Report or Management tab on the main menu. 

Selecting a report displays a selection criteria form. 

 The  Print  button immediately prints the report on the default printer. 

 The  Preview  button displays the report on the screen.  The report may be 

printed or saved as a Word document. 

3.9 Reference Forms 

Reference forms are used to update selection lists that do not change on a daily 
basis.  

There are two types of reference forms. The more complicated ones have a 
detail form associate with them because there are too many fields to fit on a 
simple list.  Courses are an example of this type. 

 



 

© 2007 First Strike Solutions Pty Ltd Enquiry Mate for Trainers User Guide Session 1, Page 22 

 

These act very much like normal list forms. You cannot edit data within the list, 
and there is an  Edit  button to view the detail form (double-clicking the mouse 

on any field does the same).  There is a  New  button to create new items in the 

list. 

The other type is for simpler lists, such as the offer statuses. 

 

These are simpler to use, and the data can be edited in the list. To add a new 
item, you can enter the details in the last line, marked with an asterisk (*) 
initially. 

Some items may be marked SYSTEM. The system requires these statuses to 
exist to operate normally, and only the description of these can be changed. 
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4. Sales Enquires 

4.1 Processing a New Enquiry 

4.1.1 Scenario 

A customer calls to ask for more information about some courses he saw 
advertised in the local paper. 

4.1.2 Procedure 

The call is answered by a customer service operator whose primary role is to 

process enquiries. The EMT  system is already running and the operator 

answers the call, ideally using some kind of "hands-free" facility. 

Customer: "I saw your ad in the Newcastle Herald for an Owner-Builders course. 
I'm thinking of building a house, but I understand I need to get some training and 
a certificate first." 

Operator: "That's right. We run a weekend course over 6 weeks, and upon 
completion we issue the certificate you will need.  Can I get your name?" 

Customer: "Sure. It's John Smith."  

 

[The operator has already opened the Enquiry Search form, and now types the 
first and last names and clicks on the  Search  button. The results show that 

there are no matching enquiries. Because the system also searches for "Jon", 
"Jonathan" and similar spellings of both names, there is little chance that there 
is a record of this customer already on the database.  The operator can safely 
assume that he is a new potential customer.] 
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Just to be sure (or perhaps as a matter of customer service policy) she asks: 
"Have you organised any training with us before?" He says "No", which confirms 
her assumption. 

[The operator clicks on the  New Contact  button. A new contact and enquiry are 

created and opened for editing. The operator first enters what she already 
knows – that he saw an advertisement in the Herald, and collects the necessary 
data to process the enquiry.] 

 

At this point, it is up to company policy as to how much information is gathered. 
Asking the customer for all details is probably not appropriate at this stage of 
enquiry. We would suggest that recording the marketing activity, courses of 
interest, and two forms of contact (an address, email or fax to deliver the 
material, and a phone number to check it was received) would be the minimum 
required to process the enquiry. 

This might also be a good time to "up-sell" the customer on additional related 
courses, by suggesting that you include information about general building 
courses, OHS courses, and perhaps some general material about your 
company, special offers, loyalty programs, etc.  If the customer responds 
positively, you might add some extra items of interest to the list. 

At this stage, you don't need to obtain permission for general promotional 
materials to send these materials since the customer has asked for this specific 
information. It is also reasonable to contact the customer to confirm that the 
material arrived as requested.  

At this stage, however there is no implied permission to send marketing 
materials on an on-going basis unless you explicitly ask. It is probably more 
effective to ask for explicit permission later once some trust has been built up. 

EMT evaluation forms include an option for the students to give this permission 
at the bottom of the form, when they are (hopefully) feeling that they can trust 
your company to send only relevant information and stop if asked. 
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If he decides not to proceed with a booking immediately, but will reconsider at 
some time in the future, this is an ideal opportunity to ask whether he would like 
to be kept informed of upcoming offers and events (and thus obtain explicit 
verbal permission). 

Including this question as "fine print" on a registration form is viewed with a 
great deal of suspicion, and is more likely to get a "No" response than a positive 
direct approach. 

 

Now you need to decide how you will follow up the enquiry, and agree to that 
plan with the customer. 

Operator: "Thank you for calling John.  We'll send you the course information by 
email immediately. Is it ok to call you in a week to see if you want to go ahead 
and register on a course?" 

Customer: "Yes, that's great. Thanks."  

[The operator creates an action to send the information, makes some notes 
about what to include, and creates an action item for a salesperson, who is yet 
to be allocated at this stage, to follow up the sales lead.] 

As you can see, the enquiry handling process is integral to your company's 
sales effort. Customers who feel they have a two-way relationship with a 
business are much more likely to be changed from enquiries to sales, and are 
more open to future approaches, up-selling, and providing referrals.   

Having a systematic approach to customer service is not about reducing 
interaction with the customer.  It's about improving the quality of the interaction 
and achieving the best outcomes for both parties by building trust.  The first step 
in building trust with new customers is to deliver on your small promises, like 
calling back at an agreed time. 
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At this stage, the enquiry has been processed as far as it can until the customer 
calls again or until the follow up a week later. You can close the enquiry form 
and finalise the phone call with confidence that the action to send the material 
will be processed in a timely manner, and that the sales process will be followed 
up in a week. 

The actions will appear on the action list until they are completed, and the due 
date and responsibility assignment ensures that nothing gets forgotten. We will 
see how that process works later. 

4.2 Updating an Existing Enquiry 

4.2.1 Scenario 

John Smith calls back three days later after receiving the material and wants to 
register for one of the offers of the Owner Builders course. 

4.2.2 Procedure 

The call is answered by a customer service operator whose primary role is to 
process enquiries. This may or may not be the same person as before. The 

EMT  system is already running and the operator answers the call, ideally using 

some kind of "hands-free" facility. 

Customer: "It's John Smith here. I got the information on the Owner-Builders 
certificate course and I'd like to book for the course starting in September." 

Operator: "That's great John.  Please wait a moment while I find your details..." 

[The operator enters the first and last names, clicks the  Search  button and gets 

the following results.] 
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[Only one person of that name is found, and the only enquiry is for the right date 
and course, so it is almost certain that this is the right enquiry. The operator 
double-clicks on the enquiry in the Past Enquiries list and is taken to the 
enquiry detail form. The form is the same as above except that the Enquiry 
Search action has been actioned and is now in Completed status.] 

Operator: "Can I confirm that your home phone number is 4959 5555?" 

Customer: "Yes, that's it." 

[Techniques to confirm the identity of the customer are an important part of your 
interaction with the customer, and there are many more subtle approaches than 
this.  If they can't deal with the same person each time (which is preferable), 
most customers are willing to cooperate with a systematic approach because 
they know that it is likely to ensure that their enquiry is processed correctly.] 

The operator finds the Owner Builders offer in the New Rego:  yellow combo 
box (there is only one starting in September) and selects it. The default details 
appear in the registration details area and John is automatically recorded as 
being the one and only student in the registration. 

As soon as this happens, a popup message appears asking whether to create 
an Advise Registration Received action as a result of the NewRego event. 
This is a prompted event action that has been configured specifically for this 
business. There are also two other actions that were created automatically 
without prompting. This behaviour can be configured to support the 
organisation's workflow. 
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Since this is a very normal situation, the standard price applies, no concessions 
are available, and there is no sales agent involved, the only thing left to do is to 
process the payment details (see below). 

UPDATE: In release 3 onwards, this form includes a  New Registration  button at 

the top of the form which replaces the two  New Offer  buttons. This button steps 

you through the registration process in a more controlled way, giving you the 
option to select details relevant to the type of registration. 

All of the registration detail fields, and the student list, have been moved to the 
Registration Details form which is accessed using the view (magnifying glass) 
button or double-clicking the registration in the list. 

This concludes the registration process for this easy case... but what if things 

are not so easy? In the next section we describe how EMT  can process some 

of the exceptions and problems that can arise in the process. 

4.3 Tracking Payments 

EMT  can track payments in a few ways. Firstly, you can simply record an initial 

payment in the registration, such as an application fee or deposit. You can then 
wait for full payment and later update the registration status to "Paid" status and 
the system will treat it as paid. 

To process things in a more detailed way, you can set up payment plans with 
various methods and select a plan for the registration. This can be set up using 
the Payment Plans function on the Reference menu. 
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Payment plans apply only to the amount remaining after any "Amt Paid" value 
has been deducted, but the plan may include an initial payment to be invoiced or 
paid later.  

In the Registration Details form, the Billing page shows a list of all “Charges” 
associated with this registration. If you select a payment play on this form, the 
system will generate one or more charges (according to the definition of the 
plan) to charge the Total Price less and Amount Paid. 

You can also add standard extra items using the Add Extra option below the 
list. Standard extra items can be configured on the Reference menu. They may 
include things like notes, text books, student services, admin fees, etc. 

You can also just create new charges from scratch, edit existing charges and 
delete charges (as long as they have no payments against them). 

Payments are recorded independently and are then applied to selected 
outstanding charges. You can then find and report on payments using the 
payment details, or via the payment actions they are applied to. You can also 
report on outstanding payments and customer balances. 

4.4 Processing Actions 

The operator (Chris) has promised John to send Owner-Builder course 
information via email. Chris creates a new Enquiry action.  It is normally due in 7 
days time but she changes the due date to tomorrow’s date.  If appropriate, she 
can assign another person to be responsible for the task. 

Since she promised John to send the information by email, Chris then changes 
the contact method to e-mail brochure.  She records the details of the 
information that John requires. 

Chris also asked John if she could call back in a week’s time to see if he wanted 
to proceed with the course.  So, she created a Follow-up action due in 7 days 
time with a contact method of Phone call. 

The following day, Chris checks her action list.  She sends the email to John 
and marks the action as complete. 
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In 7 days, the action to ring John to follow-up on his enquiry is listed on Chris’s 
action list. 

The action list can be filtered.  Filters allow you to view only selected items from 
a list. The criteria for the selected items are chosen from drop down lists. 

In the Actions window below, only those actions with the Responsibility of 
"Admin" and the Action Type of "General" are listed. 

 

To remove an individual filter, double click in the filter criteria text box. To 
remove all filters and show all Incomplete actions, click the  Show All  button. 

UPDATE: The action list has been upgraded in release 3 onwards and includes 
additional filter options and explicit buttons to complete or delete one or more 
actions from the list. 

Actions can be automatically generated in response to events such as Student 
Registration or Offer Cancellation. 
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5. Configuration 

At this stage, we'll take a break from processing day-to-day enquiries and 

discuss the configuration options that are available within EMT.  If you have just 

purchased the EMT system, you will probably be eager to set up the system to 

fit your training organisation. Before the first session is finished, we want to 
cover the major configuration tasks that will be needed to get you started. 
Ideally, some configuration will have been done by the time the second session 
starts. 

UPDATE: Configuration is described is more detail in the EMT Configuration 
Guide. What follows below is a short description of what data items are normally 
entered when first configuring the system. 

The Setting Wizard and the Course Wizard functions (Reference menu) are 
designed to make this process quick and easy. These functions are usually 
explained to you and demonstrated immediately after installation. Try them out 
before attempting to adjust the configurations manually as they may save you a 
lot of time. 

5.1 Managing People 

5.1.1 Customers and Students 

A customer organises training for one or more students and is responsible for 
the payment of the training.  It is possible for a customer to also be a student.   

For example, the training manager for a company who organises and pays for 
the training of staff is the customer. The staff are students. A student who 
books and pays for himself is both a customer and a student. 

You can specify custom fields for contacts to record data that is specific to your 
organisation in the System Settings form (on the Custom Fields page). 

5.1.2 Supervisors, Teachers & Assessors 

A teacher is a contact who is assigned to teach an offer.  Up to three teachers 
may be assigned to a classroom offer.  One teacher is designated the 
Supervisor and is responsible for administering the delivery and assessments.  
The other two teachers are called supporting teachers, and assist mainly with 
course delivery. 

An Assessor is a teacher who is assigned to an assessment-based program. 
He may be scheduled to assess the student on-site or by phone by recording 
Assessment Visits. These scheduled visits appear for that teacher on the 
Teacher Utilisation report. 



 

© 2007 First Strike Solutions Pty Ltd Enquiry Mate for Trainers User Guide Session 1, Page 32 

5.2 Workflow Features 

5.2.1 Define Event Actions 

Events are generated by EMT at pre-defined points in the processing, and 
cannot be changed by the client.  An event may cause user-defined actions to 
be created. Up to three action tasks may be triggered, either automatically or 
upon user confirmation, when an event occurs. 

There are three types of events that can trigger actions in EMT are: 

Events referring to registrations 

 Registration cancelled 

 Registered students moved to another offer 

 Student registered in offer 

 New invoice, receipt or refund created 

 Scheduled payments created or actual payments recorded 

Events referring to offers or assessment programs: 

 Offer start 

 Offer cancelled 

 Assessment visit changed 

Events referring to attendance: 

 Student not starting an offer (at a warning or reporting level) 

 Student absent from 5%, 10%, 15%, 20% or 30% of the sessions 

 

Attendance related events require that sessions are created, attendance is 
recorded, and that the student be marked for Attendance Tracking in the either 
in the individual Contact detail, or in the System Settings (which applies to all 
students). You will also need to check the System Settings to ensure that the 
non-starting limits are appropriate for our organisation. 

Before you can define your events, you will need to define your action types. 

5.2.2 Define Action Types 

Actions are tasks that must be completed.  When a new action is defined, 
default settings for the action are derived from the Action Type.  These settings 
are: 

 Contact method (e-mail, letter, phone call, etc) 

 Responsibility (the responsible staff member) 

 Due date 

 Form letter (optional) 
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5.2.3 Contact Methods 

Each action is associated with a contact method.  An organisation defines 
their own contact methods such as: 

 Phone 

 Email 

 Post 

The contact method determines if the action is assigned to the print queue or 
the email queue (or neither). 

If a form letter is defined, the action may be completed by sending an email 
directly from the system, or printing the form letter for mailing in a pre-designed 
format. 

If not, an email or letter may still be produced but it will have a basic format 
containing the description of the action, and signed with the responsible staff 
member's logon id. This is not as tidy, but may be useful for sending adhoc 
notes to staff members or third party associates. 

An email address must be defined for an action to be placed in the email queue. 

5.2.4 Defining Form Letters 

Form letters may be defined that allow database information to be merged with 
form letter templates. 

A form letter can have up to two attached files. These files will be automatically 
attached to emails, but not used in printed letters. 

A form letter can define a signatory. This is the person referred to in any 
Signature-related merge fields embedded in the form letter. It is only required if 
these merge fields are used. 

5.3 Defining Training 

This diagram shows the relationship between training and qualifications: 
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You can see from the diagram that the link between the Training Delivery 
structure, the RPL application structure and the Qualification Attempt structure is 
not direct. 

These areas only come together when an assessor is deciding whether a given 
student's attempt to complete a qualification has satisfied the rules for that 
qualification.  At that time, the assessor views both the required competencies 
for the attempt (possibly customised for the student) and what completed 
training results and/or RPLs apply to each competency. The completion of the 
attempt is strictly the decision of the assessor, as required by the AQTF 
standards and is not automated by the system. 

This indirect relationship enables EMT  to handle the many different ways that 

a qualification can be attained, in a manner consistent with the standards.  

5.3.1 Course Structure 

Courses are identified using your own internal numbering system, which may or 
may not match AQTF numbering.  If you deliver courses which align to an entire 
AQTF qualification, or to an individual competency, you may like to use the 
AQTF number to identify the course. This is not necessary, and you can create 
any number of courses and number them according to the way you deliver 
courses. 
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The most important setting in the Course Details is the Expected Result 
option. This controls how the system behaves in many ways. Choosing an 
appropriate is critical to making the system run smoothly for you. It controls what 
documents are generated, how modules are copied from the course to offering 
of the course, and also affects some compliance reporting. 

A course may have a weekly timetable of sessions which define what days of 
the week it is run on, and at what times and places. This timetable is applied to 
the date range for an offer to generate dated sessions for offers of the course. 

A course may be associated with one or two Qualifications. Linking the course 
to the correct qualification(s) enables the system to automatically generate 
Qualification Attempts when a registration is recorded. It also affects the wording 
of statements of attainment for the course. 

Each Course may consist of a number of modules. 

Modules are simply a unit of training that is internally defined. Again, if your 
modules align directly to AQTF competencies, you may want to number them in 
that way. You may instead give them your own internal identification. 

A module can be considered a section of training that is assessed. Each module 
may have up to four assessment tasks defined for it. Satisfactory completion of 
all tasks for a module leads to competency in all competencies related to the 
Module. Each Module may cover a number of competencies. 

Competencies are numbered according to the AQTF numbering system. EMT 

includes a database of most of the AQFT competencies. You can select some 
or all of the standard competencies from this list using the Bulk Load form. 

The exception to this may be Work Cover competencies, which fall outside the 
AQTF and have an independent numbering system. You may manually enter 
competencies if you cannot find them on the list provided. 

5.3.2 Qualification Structure 

Qualifications are numbered according to the AQTF numbering system. EMT 

includes a database of most of the AQFT qualifications. You can select some or 
all of the standard qualifications from this list using the Bulk Load form. 

A qualification consists of one or more standard competencies. 

When a student attempts a qualification, the standard competencies are copied 
to the individual's attempt and they may then be adjusted for the student to allow 
for electives, prior learning, etc. 

When a student is competent for all the competencies associated with his 
qualification attempt, the qualification may be awarded by a qualified assessor. 
A student is considered to have achieved a competency if he has a competent 
result code for a module which covers that competency, or a successful RPL 
attempt for that competency. 

5.3.3 RPLs & Credit Transfers 

There are two ways to manage the RPLs and Credit Transfers. 
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RPL Application 

The first method involves creating an RPL attempt in the Qualification Attempt 
Detail form for the student.  The RPL or Credit Transfer is assessed and may be 
accepted, without any training component. 

This is the standard method of managing credit transfers (or TFR) where the 
paperwork from another RTO is checked and recognised. 

Assessment Courses 

The second method is to set up a Course specifically to RPL one or more 
competencies. This method is appropriate when you regularly recognise prior 
non-formal learning for the pre-requisites for a course and charge for the time 
and paperwork required to complete the assessment. 

You may have the TAA40140 course involving 12 months of training and 
assessment tasks, and the TAA40140-RPL course which includes four weeks of 
assessment tasks, but no training component. There may also be some fill-in 
training for people qualified in an earlier version of the qualification who need 
knowledge of what has changed (say TAA40140-RENEW). All of these could be 
set up as separate courses, with different costs and characteristics.  

The RPL-only course would record a result code of RPL, RCC or TFR (you can 
customise the codes used) but otherwise be just like a normal course. 

RCC (Recognition of Current Competency) is a term meaning the same as the 
modern meaning of RPL, however the definition of RCC has been revived in 
AVETMISS 6.0 (which applies from 2007), so the common understanding of the 
term is likely to remain inconsistent for some time. 

5.3.4 Expiring Certifications 

In EMT, a Certification is a certificate that expires and requires periodic 

refresher courses to remain valid, such as first aid certificates, equipment 
operator licenses, site inductions, etc. 

Each certification has a certification type which you define. A Certification Type 
defines the characteristics of Certifications which are issued to individuals, 
including the normal duration and whose name appears as the authorising 
person on certificates.  

You can optionally assign a category name and list of valid values to a 
certification type. For instance, a machine operator license may have a category 
called "Equipment" and values indicating the type of equipment that the 
certification applies to. A site induction may have a category of "Site" to indicate 
the site that the induction applies to. 

You can also record certifications that were issued externally by another 
organisation. For these, you do not issue certificates, however it is useful to 
record these if you are aware of them for marketing purposes. You may also 
want to use EMT to record your assessor certifications or other professional 
certifications for which you do not necessarily deliver training. 
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5.4 Delivering Training 

5.4.1 Classroom and Assessment Offers 

A course is a unit of training content for which training is offered.  An offer is a 
plan to deliver a particular course to a group of students at a given time and 
place.  An organisation may run any number of offers of the same course, at any 
time, with overlapping dates if needed. 

Offers may be classroom-based or assessment-based.  Classroom and 
assessment offers are similar.  The major differences are: 

 An assessment offer can only have one student. 

 A classroom offer has a supervisor and up to two supporting teachers. An 
assessment offer has one assessor. 

 Different standard checklists are defined for an assessment offer and a 
classroom offer. 

 A classroom offer may have sessions.  An assessment offer may have 
assessment visits. 

It is possible for a qualification to involve both types of offer. There may be both 
a workplace (vocational) component which would be managed as an 
assessment based offer, and a classroom (theory) component managed as a 
classroom offer, shared with other students. A qualification attempt is 
independent of the training. The attempted competencies can be completed in 
any number of different separate offers (or RPLs) which may be managed, 
booked, paid for and assessed in a variety of ways. 

5.4.2 Session Schedule 

Default session details are defined for a course, including the days of the week 
and the times on each day.  When a new classroom offer is scheduled, the 
default sessions are created if the course has the Attendance Tracked check 
box checked. 

Sessions may be added and modified from the Offer Details window (Session 
tab). You can also regenerate sessions from the schedule and any sessions 
which do not already exist will be added. This enables you to extend the dates 
of the offer and then generate the additional sessions without disrupting the 
existing sessions (for which attendance may already have been recorded). 

Attendance, session notes, location and teacher can be recorded for each 
session. 

5.4.3 Check Lists 

Different standard check lists are defined for classroom and assessment offers. 

Each course may have its own checklist items.  The items for the course check 
list are interspersed with the standard checklist list items (for the Offer Type) 
based on the Sort Order values used in each configuration area. 
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5.4.4 Result Codes 

An organisation may define the result codes and how they map to AVETMISS 

Outcome Codes.  Some standard result codes are supplied with EMT: 

 

Result Code Description Outcome Code 

R Recognition of Prior Learning 60 

T Credit Transfer 50 

C Competent 20 

N Not Yet Competent 30 

X Not Started 66 

W Withdrawn 40 

 

The outcome codes may be adjusted with updates to the AVETMISS standard 
and state data submission rules. The Code is the organisation’s result code and 
the Outcome Code is the corresponding AVETMISS code.  Both these codes 
are used in AVETMISS reporting, but the Outcome Code is the most important. 

Note that it is possible to assign more than one internal Result Code to a single 
Outcome Code. For example, you may want to record graded levels of 
competency, such as Pass, Credit, Distinction & High Distinction, and map each 
one to the Competent outcome code (20) for reporting purposes. 

UPDATE: This table now includes the value to be reported in RAPT reporting, 
which is an alternative data submission format used only in WA. 

5.4.5 Attendance Codes 

An organisation may define the Attendance codes.  The standard Attendance 

codes supplied with EMT are: 

 

Attendance Code Description Adequate? 

PRESENT Present the entire session Yes 

LATE Arrived late but covered session content Yes 

EARLY Left early but covered session content Yes 

PART Present only part of day. Missed some 
content 

No 

ABSENT Absent for entire session No 
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The Adequate field indicates whether the attendance code represents adequate 
attendance for purposes of overseas student notification. You may want to 
identify when a student arrives somewhat late, but require him to stay behind to 
make up the time rather than reporting an absence. This enables you to track 
potential welfare issues without necessarily triggering attendance reporting 
events. You may want to create a "VERY LATE" code for example which is not 
considered adequate attendance on that day. 

When recording attendance, you can also record text to describe the reason 
given, documentation provided or circumstances. This enables you to build a 
complete picture of each student's attendance record. 

5.4.6 Evaluation Surveys 

Evaluation Responses 

The text for the evaluation responses is entered on the Evaluation tab in the 
System Settings.  There are five levels of responses plus a "no response" 
response. 

Each response has a score to calculate a grading. 

The default Evaluation Response table is shown below: 

 

Answer Level Response Text Score 

1 (The worst) Unsatisfactory -2 

2 Below Average -1 

3 Average 0 

4 Above Average +1 

5 (The best) Excellent +2 

0 (No Answer) Not Applicable Not Counted 

Evaluation Questions 

A list of evaluation question is entered via the Reference Menu. When installed, 
some default questions are provided, such as: 

 

Question Question Text 

Content How well did the course content align with your needs? 

Amenities How were the facilities in the amenities? 

Location How easily did you find the venue and room? 

Overall How would you rate the course overall? 

Workplace How relevant was the course to your workplace? 
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The wording of the questions needs to align with the evaluation responses 
above. These questions are available for use in any course. They may be 
generic or specific to particular courses. 

Course Evaluation Questions 

A survey is designed for each course on the Evaluation page of the Course 
Detail form. You select questions from the standard list of questions by their 
short names, and may re-order them.  

This structure enables you to compare not just the responses to questions at 
various offers of the same course, but to compare responses across courses 
such as ratings of the location, equipment or teaching style. 

As you enter the responses, you can raise actions to address specific issues 
identified in the response.  The system notes any level 1 (the worst) responses 
and will prompt you to create an action if you have not done so already. You 
may want to create standard action types to handle these survey follow-up 
actions. 

5.5 Management Features 

UPDATE: EMT includes features to export Quality Indicator data, RAPT (WA) 
and CQR (WA) reporting. The release of AVETMISS 7 may cause further 
adjustments and extensions to the reporting features. 

5.5.1 AVETMISS Reporting Fields 

Fields marked with an asterisk (*) are required for AVETMISS reporting. These 
fields appear in these areas: 

 Contact Details form. 

 Funding Sources are mapped to AVETMISS National and State codes.  
Funding sources should be defined for Fee for service funding (AVETMISS 
National Code 03) and Full fee-paying overseas client (AVETMISS 
National Code 04). 

 RTO Details page in System Settings form. 

 Course, Module, Competency & Qualifications details 

 Offer details 

 

The critical date fields for AVETMISS reporting are: 

 Offer Start Dates are used as the commencement date of training. 

 Certificate Issue Dates are used as the date that qualifications are 
completed. 

 Result Dates are used as the date that modules and nationally recognised 
short courses are completed. 
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5.5.2 MYOB Export Account Settings 

Sales accounting details may be exported to MYOB either as unpaid, partly or 
fully paid invoices or as individual payments. 

EMT requires the following default MYOB Accounts numbers to be defined in 

the System Settings to export invoice data to MYOB. 

 Bank (Asset) account number 

 Sales (Revenue) account number 

Revenue from each Course may be allocated to a particular Sales (Revenue) 
account which overrides the default for registrations related to that course. You 
can set this in the Course Detail form. 

Sales may be recorded as crediting a selected bank account when a particular 
Payment Method is used to pay for the registration. You can set this in the 
Payment Method reference form. 

5.5.3 Marketing Campaign Activities 

A Marketing Campaign may contain a number of Marketing Activities. 

"Newspaper Advertisement" or "Newsletter" are examples of Marketing Types. 

For example, A Newspaper Advertisement advertising Tourism courses in 
Saturday’s Herald is an example of a Marketing Activity. A marketing activity has 
(optionally) start & end dates, a total cost and a list of subject areas and/or 
courses. 

5.5.4 Financial Settings 

Revenue and cost values are stored in: 

 System Settings (which provide a global default for some figures) 

 Course Details 

 Contact (Teacher) Details 

 Location Details 

 Offer Details (which are populated from the related items above) 

Using this information, a Profit and Loss calculation is performed so the viability 
of each offer can be determined, either before confirming that the offer will be 
run, or after the offer is finished. 

The values are based on various rates. Some are a fixed cost per offer; some 
are based on teaching hours of the course; and some are based on the number 
of students. Full details of the calculation are discussed in session 4. 

When first configuring EMT, you may not have reliable figures for some of these 

values. We suggest that you enter some "best guess" values initially, if specific 
values have not been monitored. We recommend that you review these figures 
periodically based on actual and averaged accounting figures.  

The quality of the results will depend entirely on the quality of the values 
entered, but even "rough" figures may be sufficient to compare the relative 
profitability of the courses you run.
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6. Enquiry Exceptions 

We covered the basics of sales enquiry handling in Module 3, however the 
process is often not as simple as described there. 

In this module we describe what features EMT  has to handle adjustments, 

changes, corrections, cancellations, refunds and other exceptional cases. 

6.1 What if an existing customer makes a new 
enquiry? 

While you may not recall very many such cases, if you are doing your direct 
marketing correctly, it should be a regular occurrence that a customer calls with 
a new enquiry, but they are in fact a past customer. 

In this case, you will see the person's and enquiries (and perhaps registrations), 
but the dates will be old and the registration status will be "Completed".  Use 
those details to confirm that you have the right existing customer and not just 
someone with the same name as a past customer. 

Make sure you have selected the contact on the list on the left, and click the 
 Old Contact, New Enquiry  button on the Enquiry Search form. This will create a 

new enquiry, but it will be linked to the existing customer record. You should 
probably check the contact details since they may have changed. 

6.2 What if I accidentally make a second contact 
record for the same person? 

It is possible that two contacts have been recorded that refer to the same 
person. These two contacts should be merged so there is only one entry for the 
contact. 

 Select the Maintenance tab from the EMT main window and click the 

Validation Functions button. 

 Click the  Manual Merge  button. 

 Select the first contact from the Contact one drop down list or key in the 
name of the contact. 

 Select the second contact from the Contact 2 drop down list or key in the 
name of the contact. 

 Click the  Merge  button. 

A new contact will be created using the checked values.  The original contacts 
will be deleted. The values that are the same in both the selected contacts are 
highlighted with a yellow background.  All references to both the original 
contacts will be moved to the new merged contact. 

There is also features here to search for duplicates automatically. 
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6.3 What if the enquiry is recorded outside the 
system? 

You can process an enquiry received or submitted without direct interaction (e.g. 
an application form sent by email, web site, mail or fax) the same way you would 
handle a phone enquiry.  It is critical for marketing analysis that every enquiry is 
recorded, along with a marketing activity.  You can create the enquiry without a 
marketing activity and ask about it later by phone, or on your evaluation sheets 
and enter them later. 

6.4 What if I don't have the customer name? 

A previous enquiry can be located by searching for contacts based on their: 

 First Name 

 Last Name 

 Address 

 Telephone numbers 

 Email address 

 Company name. 

Click the  Enquiry  button in the Enquiry Search window. 

The system is much starter when searching for names. The EMT system is 

aware of equivalent names (such as Robert, Rob and Bob). It also matches 
names that start differently but match later in the name, although the first letter 
is given a higher weighting for matching purposes. 

EMT  is also aware of the gender of common names and titles. For example, 

"Jo" will tend to match "Joanne" but not "Joe".  "Ms A. Jones" will not be listed 
when searching for "Alan Jones" because the system knows that "Ms" indicates 
a female and the name "Alan" is (probably) male. 

You can configure the system to look for a match at a specific level and adjust 
this as you gain experience searching your customer names. 

To search for contacts using company name, address, telephone numbers or 
email address, select the search criteria from the yellow drop down list. 
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The contacts that meet the criteria are shown in results list. 

6.5 What if a registration is cancelled? 

To cancel a registration: 

 Click the  Enquiry  button on the EMT  main window to search for an enquiry. 

 Click the  Registrations  button. 

 Select the registration on the list. 

 Click on the  X!  button and answer “Yes” to the popup prompt. 

This will change the registration status to Cancelled and remove all student 
records. It will trigger the RegoCancelled event and any associated actions. 

If you answer “No” to the popup prompt, it will try to delete all record of the 
registration. This should only be done when you do not need to retain any 
record of the registration (e.g. if it was accidentally recorded wrongly). 

6.6 What if a student wants to move to another offer? 

A student may elect to move to another offer, or be forced to move by the 
provider in case where two offers are to be merged to make viable numbers. 

 

To move a registration to an alternative offer: 

 Open the relevant Offer Details form. 

 Select the Registrations tab. 

 Select one or more registrations to be moved in the left list box. 
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 Select the alternative offer from the drop down box. You will see the details of 
the alternative offer, including the number of current bookings compared to 
the minimum and maximum students.  Only Available offers of the same 
course will be displayed at first. Click the  Show All  button to list all available 

offers. 

 Click the  Confirm Move  button. This action may trigger event actions for 

each registration that may prompt for confirmation. 

UPDATE: In release 3 onwards, this form has been re-arranged with the Move 
Registration section at the top and some additional details of the proposed 
destination offer. 

6.7 What if I need to create a special classroom offer 
for a company? 

Use the  New Registration  button and select the New Classroom Offer option. 

Note that in this case, you may specify more than one student evenif you don’t 
yet know their names. 

 

 

In the offer details form, the Private and Customised For fields are used to 
denote offers which are not available to the public and are being run specifically 
for a certain company. They have an Offer Type of “Classroom”. 

For individual programs, the private box is checked and the name of the student 
is shown in the Customised For field. They also have an offer type of 
“Assessment”. 
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6.8 What if payment is deferred? 

A contact may book an offer without paying in full. The New Registration form 
provides the option to record a partial payment, full payment or no payment. The 
Quick Rego drop-down also gives a simple “Has it been paid” popup prompt. 

In either case, you can adjust the charges in the Registration Details form 
(Billing page) and any unpaid charges are tracked using the Payment functions 
on the Management menu. 

 

 

You can enter new payments for a specific charge from within the Charge 
Detail form, or just use the New Payment function on the Management menu 
to enter payments as they are recorded. This may be based on bank 
statements, cheques received, cash receipts, etc. 
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7. Contacts 

7.1 Searching for a Contact 

7.1.1 Scenario 

An operator is speaking on the phone to a teacher.  To locate the teacher’s 
details, the operator uses search contacts to locate the contact and the detail 
relevant to the teaching role. 

7.1.2 Procedure 

The Search  functions on the Sales menu (Customers), Assessment menu 

(Students) and Management  menu (Organisation) allows searching for a 
contact, as follows: 

 Click the appropriate search function in the EMT main window. In the case 

above, we would use the Management menu  Search  Contacts  button. 

The system displays the Contact Search window. 

 

 Enter the search criteria (if any). If no criteria fields are selected, then all 
contacts will be matched. This is not an efficient way to search but is still 
valid. 

 Click the  Search   button.  
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If a single contact matches the criteria, the Contact Detail form will be displayed 
immediately.  If there is more than one match, the Contact List form will be 
displayed. If there are a large number of matched, the system will prompt you to 
confirm that you want to list so many contacts. 

If more than one field is entered then all of the criteria must match the result in 
the contact being displayed, except for the Roles. In the Roles column, check all 
roles that you wish to list.  If more than one role is selected then contacts with 
any one or more of those roles will be matched. 

The Match Level % field indicates how close contact names have to match the 
name criteria entered. The default value is set in the System Settings form. A 
value of 80 is appropriate for most medium-sized databases (say up to 5000 
contacts) with a typical mix of mostly Australian names. If your market has a 
large number of short and common names, or you have over 5000 names on 
your system, you may find it useful to increase this to 90 to avoid too many false 
matches. You can change this once-off on this form or change the default. 

UPDATE: The  Search All Roles  button ignores the roles criteria on the right, but 

is otherwise the same as the  Search   button. 

7.2 Searching for a Contact (via Enquiry Search) 

An alternative method to search for a contact is to use the Enquiry Search 
function.  The enquiry search may be more familiar to operators and has the 
advantage of simplicity. The down-side is that you cannot search by as many 
fields and it can be a little less efficient. 

7.3 Reviewing a Contact 

7.3.1 Description 

Each person can be marked with one or more roles, and the system will treat 
them accordingly. For instance, when the system requires a teacher to be 
specified, the list will show only those people with their "Teacher/Supervisor" 
checked. 

The roles that a contact can have are: 

 Customer 

 Student 

 Employer 

 Staff 

 Teacher/Supervisor 

 Assessor 

 Salesperson 

 Location Manager 

 Publisher 
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When a list is restricted in this way, there will be a  Show All  toggle button, 

which when depressed will expand the list to all contacts.  If a contact is then 
selected in that role, that person will automatically be marked as being in that 
role in addition to any other roles they may have.  It is possible to manually 
check and uncheck each role in the Contact Details form to control this 
behaviour if required. 

7.3.2 Procedure 

The details for a contact that has been assigned all the roles are shown in the 
window below. The pages for each role are visible only if the contact has been 
assigned that role. 

 

7.3.3 Custom Fields 

Custom fields can be specified for contacts.  There are ten custom fields which 
can be defined:  

 Two category fields (e.g. Member Type) 

 Four text fields (e.g. Alternative Contact name & Phone No) 

 Two number fields (e.g. Member No) 

 Two date fields (e.g. Expiry Date) 

 Two memo fields (e.g. Personal Interests) 

Custom fields are defined in the System Settings on the  Maintenance  tab, 

along with the category lists for the two category fields. 
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8. Events & Actions 

8.1 Working with the Action List 

An action list initially shows all uncompleted actions for the current user. 

 Click the  Action List  button in the EMT main window. 

EMT displays the Action window listing all the incomplete actions for the 

logged-on operator. Select from the Sort By drop down list the appropriate sort 
order. 

 

 Check the Completed check box to complete an action task. 

 Double click an item (or click the  Edit  button) to edit an action. 

 The Action Detail form is displayed. 

 

UPDATE: The action list has been upgraded in release 3 onwards and includes 
additional filter options and explicit buttons to complete or delete one or more 
actions from the list. 
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The Action Detail Form 

 

The buttons on the right can be used to view the related data items. Some 
actions will not necessarily be related to each data item, depending on the 
context in which they were created. 

The action is shown on the email queue if the contact has an Email Address 
and the Contact Method has Email Queue checked. 

The action is shown on the print queue if the Contact Method has Print Queue 
checked. 

You can Preview, Print or Send the individual letter directly from this form. 

An action may not require an outgoing communication. It may be completed by an 
administrative action, or by initiating a phone call, etc. 

The action will be presented as a form letter if a Form Letter is selected. If not, 
the action may still be emailed or printed in a simple format containing the 
Notes and signed by the Operator. 

 

UPDATE: The action detail form now includes a Customise button to enable you 
to take a snapshot of the standard form letter and then edit that specific letter. 

See the Help topic  ?  on the Customised Action form for details. 

8.2 Sending Email Actions 

 On the Sales page in the EMT  main window, click the  eMail Queue  button. 

 The E-Mail Queue window is displayed. 

 Click the  Start  button to begin sending emails one at a time. You can click 

the  Stop  button to stop the process after the current email is sent, or it will 

stop automatically when finished.  
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Actions are completed and date stamped automatically as they are sent and 
acknowledged by the outgoing email (SMTP) service. They are all retained as 
completed actions so that you have a record of what was sent and when. 

Will I be blocked by my ISP if I send too many emails? 

We can't guaranteed anything, but we have done everything we can to reduce 

the risk. The EMT system sends emails slowly and steadily (around 3 seconds 

apart), with a single recipient per email.  This greatly reduces the chance of 
being identified as a "spammer" by your Internet Service Provider (ISP). 

It also helps if you include plenty of fields in the email which will vary with each 
action, such as the customer's name and registration details, even if they are in 
a "small-print reference area" of the letter. 

Ultimately, it is up to your ISP to determine what they consider "spamming", and 
for you to ensure that they do not exceed the bounds of the privacy legislation.  
Legally, sending relevant emails to your regular customers who have agreed to 
receive contact from you is perfectly ok, but providers have been known to ban 
businesses for less. It may be worth asking about your ISP's policies before 
sending a mass email to all of your customers. 

8.3 Printing Action Letters 

Some actions may require a printed letter, or you may not have an email 
address for some customers. 

 On the Sales page in the EMT main menu, click the  Print Queue  button. 

 The Print Queue window is displayed. 

 Click the  Start  button to begin sending emails one at a time. You can click 

the  Stop  button to stop the process after the current email is sent, or it will 

stop automatically when finished.  
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Actions are completed and date stamped automatically as they are printed. 
They are all retained as completed actions so that you have a record of what 
was sent and when. 

You can double-click an item in the queue to view the details of the action item, 
or Preview or Print a selected item manually. 

8.4 What if somebody can't process their actions? 

The action is your responsibility, but anyone can process the action. Try to 
arrange for someone else to process your actions (using the responsibility filter 
in the Actions List form). 

8.5 What if I need to change or delete an action? 

 Actions for an individual enquiry are shown on the Contact Enquiry window.  
When a contact is located, click on the  Actions  button to view all the action 

for the contact. 

 An action can be deleted by clicking the  X!  button. This removes all record 

of the action, unlike a completed action which is retained on the system. 

A list of all outstanding actions is obtained by clicking on the  Action List   button 

on the Sales page of the Main Menu. By using the filter criteria or the  Show All  

button, you can find completed actions. 
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9. Mailing Lists 

9.1 Extracting a Mailing List 

Emails can be sent to selected contacts based upon: 

 Enquiry information. 

 Course or offer registrations. The selected contacts may be either the student 
or the customer. 

 Incomplete or completed actions. 

 Expiring certifications. 

A list of contacts is created based on the selection criteria.  New actions can be 
generated for every contact on the list with a specified form letter and contact 
method.  If the email address is known, the selected action is added to the email 
queue.  Otherwise, it is added to the print queue. 

This list of contacts can also be exported to an Excel spreadsheet for use in 
external mail merge, or for use in other marketing activities. 

UPDATE: The Mail-Out Manager form has been changed in release 3.10 to 
enable additional options and manual control of the list. 

Who can I send emails to? 

All of the search options contain the option to include contacts who have not 
agreed to receive promotional materials. You should consider privacy legislation 
when deciding whether to include these contacts in a mailing list. 

If the communication is related to a current business relationship, you may have 
implied permission to send information related to that relationship. There are 
other conditions under which you may do so. It is important to document and 
consistently implement policies for checking this box. 

We recommend the (only recently ratified) Australian Direct Marketing 
Association industry code of conduct as the best guide to responsible (and 
legal) direct marketing in Australia. 

9.1.1 Based on Contacts 

Mail-outs based on enquiries are useful for creating bulk mail-outs to cold-call 
customers. These may be names and email addresses gathered from public 
sources or purchased mailing lists. The query is based only on contact details, 
which is useful if the targets have not made any enquiry.  

To do this: 

 Click the  Mail Out Manager  button in the Sales page of the Main Menu. 

 The Mail-Out Manager window is displayed. 

 Enter search criteria in the Contacts page. 
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 Click the  Search  button. 

 

9.1.2 Based on Enquiries 

Mail-outs based on enquiries are useful for initiating follow-up contacts with 
customers who have enquired about courses but who may not have booked a 
course. 

 

For example, you could Email all customers who live in Perth (defined by the 
post code range) and have enquired about your Health Service Assistance 
Basics course and booked on the course to inform them that your Health 
Service Assistance course will be offered soon in their area. 

To do this: 
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 Click the  Mail Out Manager  button in the Sales page of the Main Menu. 

 The Mail-Out Manager window is displayed. 

 Enter search criteria in the Enquiry page. 

 Click the  Search  button. 

The status of an enquiry is considered Registered if there is a registration 
related to the enquiry for an offer of the selected course or subject area, even if 
it was subsequently cancelled. 

9.1.3 Based on Course or Offer 

Mail-outs based on course or offer details are useful for sending details of 
follow-up courses to customers or students who you have previously provided 
training to. 

For example, you could email all students (or customers) who previously 
cancelled their booking on the offers of Health Services Assistance Basics 
that were due to run in the last 6 months of 2005, to inform them that another 
course is being run. 

To do this: 

 Click the  Mail Out Manager  button in the Sales page of the Main Menu. 

 Click on the  Customers  or  Students  tab. 

 Enter search criteria in the Customers or Student page. 

 Click the  Search  button. 

 

9.1.4 Based on Actions 

Mail-outs based on previous actions are useful for following up previous actions.  

For instance, you could email all contacts who have been sent information about 
First Aid courses (identified by the InfoFirstAid action type) to tell them about a 
new course being offered in addition to those included in the document sent. 
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To do this: 

 Click the  Mail Out Manager  button in the Sales page of the Main Menu. 

 Click on the  Actions  tab. 

 Enter search criteria in the Actions page. 

 Click the  Search  button. 

 

An Action Status of Due Actions Only includes actions not yet completed and 
due today or earlier. 

An Action Status of All Outstanding Actions includes all actions which have 
not yet been completed. 

9.1.5 Based on Certification  

Mail-outs based on certifications are particularly useful in reminding past 
students that their certification is due to expire soon. 

For example, you could email all contacts that have a First Aid certificate that is 
due to expire in the next 2 months, inviting them to renew their certification with 
your organisation. 

To do this: 

 Click the  Mail Out Manager  button in the Sales page of the Main Menu. 

 Click on the  Certification  tab. 

 Enter search criteria in the Certifications page. 

 Click the  Search  button. 

You can also search for contacts who do not hold a particular certification. This 
can be useful in finding likely students for higher level of certifications based on 
those who have the lower level certification but not the higher one. It can also be 
useful for identifying gaps in company OHS certifications. 
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9.2 Generating Actions 

By creating a mailing list by any of the above criteria, we now have a list of 
contacts that satisfy the search criteria.  

 

To generate new actions based on the list: 

 Click the  Generate Actions  button. 
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 Enter the search criteria. The criteria fields are explained below: 

Action Type Select the action type.  The contact method associated with 
the action type is not used.  The contact method used is 
selected below. 

Form Letter Select a form letter. A form letter is a standard letter that is 
created for the recipient.  If a form letter is not selected, a 
default letter is printed. 

E-Mail Method Select the contact method to be used if an email address is 
available for the contact. 

Other Method Select the contact method to be used if the email address 
is not available for the contact. 

Force Unique 
Contacts? 

A contact may have several actions or enquiries that meet 
the specified search criteria. 

Checking Force Unique Contacts ensures that only one 
message is sent to each contact. 

Alternatively, a contact may require an action to be 
generated for each registration (for example). 

 

 Click the  Generate  button.   

 

Actions will be shown on the email or print queues according to the contact 
method selected.  Note that you need not generate actions that are emails or 
letters. You may want to phone all of your loyal customers and invite them to 
your Christmas party personally. You could generate actions with the Phone 
contact method and use the action notes to record whether they are planning on 
attending.
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10. Classroom Training 

10.1 Life Cycle of a Classroom Offer  

EMT manages classroom-based offers through the following life cycle:  

 Plan offers based on expected demand 

 Publish the intention to run a course, subject to demand (optional) 

 Receive enquiries and registrations (optional) 

 Merge, move, reschedule or cancel the offer (optional) 

 Decide whether to proceed with the offer 

 Check that everything is ready to run the offer (optional) 

 Print class lists, attendance sheets, evaluation sheets, etc 

 Run the offer 

 Record attendance & evaluation responses (optional) 

 Enter the results (optional) 

 Print statements of attainment (optional) 

 Finalise the offer 

It is also common for results & attendance to be progressively recorded during 
longer offers. The process of applying for a qualification is managed completely 
separately from the course offer (see later sections). 

The following sections will show you how to manage offers through this entire 
life cycle, and how to handle exceptions that may offer. 

Classroom offers and assessment-based offers are similar in many aspects, and 
much of this section applies equally to both types of offer.  

10.2 Schedule Offers 

 Click the  New Offers  button on the Planning menu. 

The Schedule New Classroom Offer window is displayed. 
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 Select the Course from the drop down list. 

 Enter start and end dates. The end date will default based on the normal 
number of Scheduled Days for the course. 

 If you know them at this stage, enter the location. If the location is new, type 
the name of it and a popup message will appear offering to add it to the list. 
When it does this, it will also create a site of the same name and link them. 

 If know, select a supervising teacher. You can enter support teachers later. 

 If the course is customized for an individual company, check the 
Customised check box, select a company from the Company drop down list 
and enter the Quoted Price. 

 If you want to create a series of repeating offers (e.g. every 2nd Monday for 
the next six months) enter the appropriate options in the Repeating Patterns 
box. IF these fields are blank, a single offer will be created. 

 Click the  Save  button. The system will ask whether you want to edit the 

details of the offer (or list them if there was more than one). 

10.3 Finding an Offer 

 Click the  Offer Search  button on the Planning menu. 

EMT displays the Offer Search window. 

 

Note that all fields are optional. 
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Enter the search criteria.  The following fields are explained in more detail. 

 

All Available 
Statuses 

If checked then only offers that are available are shown (this is 
the default). 

If unchecked, cancelled or completed offers may also be listed. 

Start Dates If entered, then the course must start on or between the 
specified dates. 

Finish Dates If entered, then the course must finish on or between the 
specified dates. 

10.4 Editing a Classroom Offer 

The offer details shows the course details and costs as well as the student 
registrations, check list, results and evaluation comments. 

The Offer Details window is displayed. 

 

Enter the required information.  The following fields are explained in more detail. 

Days of Week and Start/Finish Times are free-format text fields. They contain 
descriptions of the days of the week and times of the day when the offer is run, 
for inclusion in the schedule and reports. They are often abbreviated. These 
fields do not interact with the fields on the Sessions page, which are used to 
generate sessions. 

In the Sessions page, sessions may have automatically been generated. If not, 
they may (optionally) be generated manually by clicking on the  Create Sessions  

button. You can also add, remove & edit individual sessions manually. 
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In the Costs page, the default values are automatically populated from the 
Course, System Settings, Location and Contact (Teacher) settings.  They may 
be changed here to reflect actual costs and rates for this offer. 

10.5 Confirming an Offer 

Run the Classroom Offer Viability/Status report and determine whether the offer 
is viable. 

 

On the Offer Detail form, change the status to Confirmed. 

10.6 Using the Offer Checklist 

A standard check list for class room offers is provided.  Each item should be 
checked and a reference for each item noted. 

The Offer Details window is displayed. 

 Select the Checklist  tab. 

 

For each completed task. 

 Check the Done checkbox. 

 Enter a note in the Reference field.  Information regarding order numbers, 
suppliers and cost can be recorded. 
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 You can Print the list for use on a remote site or simply for convenience. 

10.7 Recording Results 

Results for students attending a class are recorded.  The results for each 
individual student and module for the course are entered. 

 

To enter results: 

 Display the Offer Details window. 

 Select the  Results  tab. 

 If the list is empty, click the  Load Results  button to create a result record for 

every student for every module. 

 If the list is not empty, clicking the  Load New Results  button will add result 

records for any new modules or students added to the course. Any existing 
results will not be affected. 

 If the list is too long for convenience, use the yellow filter fields to restrict the 
list by student, module or result code. 

 Select some or all of the results using the  Select All  button or by clicking on 

results in the list. 

To quickly set result codes and dates, simply click on one of the result codes in 
the yellow box on the right to set all selected results to that Result Code and 
use today's date as the Result Date. This is appropriate for short courses where 
a detailed assessment regime is not required. 

To enter detailed results, click the  Result Details  button to edit all selected 

results. 
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The Results window is displayed: 

 

The first page shows the overall result details for the module.  The following 
pages show the results for each assessment task defined for the module. 

 

Enter the required information.  

Overall Mark % is calculated as the weighted average of up to four assessment 
task marks.  It may be overwritten, in case there is a more complicated 
calculation required. 

Prof. Dev. Credits refers to the number of CPD points that the student is to be 
awarded as a result of this course. This may not be the full amount for a variety 
of reasons, including incomplete attendance. 
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11. Assessment Programs 

11.1 Life Cycle of an Assessment Program (Offer) 

In EMT, assessment based programs are stored as offers.  In some respects 

they are very similar to classroom-based offers. However, there are some 
fundamental differences too. The most important difference is that they are 
created for a single student, and this cannot be changed once the program is 
created. 

EMT  manages assessment programs through the following life cycle:  

 Create the program based on a student's application 

 Update registration details (optional) 

 Check that everything is ready to start the program (optional) 

 Commence the program 

 Schedule assessment visits 

 Manage the results of assessment visits 

 Enter results throughout the program 

 Print statements of attainment (optional) 

 Finalise the offer 

The following sections will show you how to manage assessment programs 
through this entire life cycle, and how to handle exceptions that may offer. 

Classroom offers and assessment-based offers are similar in many aspects and 
much of this section applies equally to both types of offer.  

11.2 Creating an Assessment-Based Program 

An assessment program for a student can be created and modified via the 
Enquiry Detail form. 

 Display the contact details for the student undertaking the assessment. 

 Ensure that the contact details are correct. 

 Click the  New Registration  button. 

 Choose the “New Individual Program” option and follow the remaining 
prompts. 
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11.3 Finding an Assessment Program 

The process to search for assessment programs is the same as for classroom-
based offers. 

Offers for a student can also be located in the Registrations section of the 
Enquiry window. You also search for assessment offers on the Planning menu. 

11.4 Editing an Assessment Program 

The process to edit an assessment program is the same as for classroom-based 
offers. 

11.5 Using the Assessment Checklist 

A standard check list for assessment programs is provided, separate to the list 
for classroom offers.  Each item should be checked and a reference for each 
item noted. 

 Display the Offer Details window. 

 Select the Checklist tab. 
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For each completed task. 

 Check the Done checkbox. 

 Enter a note in the Reference field.  Information regarding order numbers, 
suppliers and cost can be recorded. 

 You can Print the list for use on a remote site or simply for convenience. 

11.6 Managing Assessments 

The program of assessments for an individual student is designed with the 
allocation of assessors, locations and an assessment date and time. 

11.6.1 Scheduling Assessment Visits 

The Offer Details window is displayed. 

 Select the Assessments tab. 

 

The assessment program is displayed. 

To add a new assessment to the program: 

 Click the  +!  button. 

 A New Assessment Date & Time window is displayed. 
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 Select the date from the calendar and the time by using the arrow buttons. 

To edit an assessment: 

 Select an assessment from the assessment list. 

 Enter the required information. The changes will be recorded automatically. 

The Assessor is a contact (with the teacher role) who manages the program.  
To show all contacts, click the Show All  button. If selected as an assessor, a 

contact will be flagged in the role of Teacher automatically. 

11.6.2 Finding Assessment Programs 

 The scheduled assessment programs are found by clicking the 

 Assessment Program Search  button on the Administration page of the EMT  

Main Menu. 

 The Assessment Program Search window is displayed. 

 Enter the required search criteria. 

 The assessment details are located on the Assessment  tab of the 

assessment program window. 

The Student details refer to the single student completing the offer. 

The Registration details refer to the customer contact, who may be a 
representative of the student's employer. 

 

11.7 Recording Assessment Results 

Results for the student are recorded.  The results and comments for each 
individual module for the course are entered. 

To enter results: 

 Display the Offer Details window. 
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 Select the  Results  tab. 

 If the list is empty, click the  Load Results  button to create a result record for 

every student for every module. 

 If the list is not empty, clicking the  Load New Results  button will add result 

records for any new modules or students added to the course. Any existing 
results will not be affected. 

 Select some or all of the results using the  Select All  button or by clicking on 

results in the list. 

To quickly set result codes and dates, simply click on one of the result codes in 
the yellow box on the right to set all selected results to that Result Code and 
use today's date as the Result Date. This is appropriate for short courses where 
a detailed assessment regime is not required. 

 

To enter detailed results, click the  Result Details  button to edit all selected 

results. 

The Results window is displayed: 

 

The first page shows the overall result details for the module.  The following 
pages show the results for each assessment task defined for the module. 
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Enter the required information.  

Overall Mark % is calculated as the weighted average of the four assessment 
task marks.  It may be manually overwritten, in case there is a more complicated 
calculation or assessment process is required. 
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12. Qualifications 

12.1 Creating a Qualification Attempt 

The details of an attempt by a student to obtain a qualification are recorded, 
usually as the result of a formal application process. 

 Display the contact’s details window. 

 Ensure the student’s role is checked. 

 Click the Students page. 

 The Qualification Attempt window is displayed: 
 

 

 

 Select from the New Attempt drop down list, the attempted qualification. 

 The selected qualification is added to the Qualifications Attempted & 
Completed list. 

12.2 Recording RPL details 

The information required for the recognition of qualifications obtained is 
recorded.  For competencies that have previously been recognised, the issue 
date of the qualification and the company issuing the qualification is recorded. 

 Click the Sales page in the EMT main window. 

 Click one of the  Search Contacts  buttons. 

 Search for the student undertaking the Assessment program. 
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 Ensure that the role Student is checked. 

 Click the Students page. 

 A list of qualifications (attempted & completed) and a list of registrations is 
shown. 

 Select a qualification attempt and click the  Find  button to display details of 

the qualification attempt. 
 

 

 

To add RPL details for one or more competencies: 

 Select one of the competencies (where the result is None) and click the 
Request RPL  button. The RPL Details window is displayed. 

 

 

 

Enter the required RPL information.  

Reference is optional, and may be used to uniquely identify the application. 
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Apply Date is the date on which the RPL was applied for. 

RPL Type is the type of prior learning being recognised: 

 Credit Transfer is when one institution has a formal agreement to recognise 
the training of another institution, including an RTO, TAFE, University, School 
or Company. 

 RPL (in the more specific context) is when a nationally recognised 
qualification or statement of attainment from another RTO is being 
recognised. 

 RCC is when your organisation assesses the ability of the student against the 
national standard to determine whether the student has the skills and 
knowledge required. This is usually due to work or life experience or training 
from an unrecognised overseas institution. 

Company is the training organisation which delivered the prior education and 
whose documentation is being recognised (if any). 

Issue Date is the date that the prior education was certified (such as the issue 
date of a certificate or statement of attainment). It may not be applicable for non-
formal education. 

The Accepted Date is the date on which you agree to recognise that the 
student is competent in the competencies, whether by accepting documentation 
or assessing current skills and knowledge.  Entering a date here indicates to the 
system that the RPL process has been successful. 

If it is determined that the student does not have the required skills, then the 
Accepted Date should be left blank and appropriate remarks recorded. 
Alternatively, you could delete the attempt and make the remarks in the 
Qualification Attempt detail Notes field. 

To add a new competency to the competency list, select a competency from the 
yellow drop down list. 

12.3 Awarding Qualifications 

The process of awarding a qualification requires the direct input of a suitably 
qualified and certified representative.  Because the rules regarding standards of 
assessment are subject to expert judgment and audit, the process cannot be 
automated.  Instead, the system provides the assessor with all the known 
information about the qualification attempt, and facilitates the award process. 

A certificate showing the qualification can be printed with the company logo as 
well as the national and state accreditation logos. 

 Click the  Sales  tab in the EMT main window. 

 Click one of the  Search Contacts  buttons. 

 Search for the student undertaking the Assessment program. 

 Ensure that the role Student is checked. 

 Click the  Student  tab. 

 A list of qualifications (attempted and completed) and a list of registrations is 
shown.  
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 Select a qualification attempt and click the  Find  button to display details of 

the qualification attempt. 
 

 

 

Enter the required information. 

You can add a new competency to the competency list by selecting a 
competency from the yellow drop down list. 

The Apply Date is the date the student applied for the qualification. 

The Competency Requirements and Notes fields are for use by the 
Supervisor in managing and documenting the assessment process. 

The Certificate No uniquely identified the certificate. Depending upon System 
Settings, a sequential number is assigned to each certificate or the certificate 
number can be allocated & entered manually. To issue a certificate showing the 
student’s qualification certificate, click the  Issue  button.  The certificate will 

initially be marked as not printed. 

 

EMT does not validate whether the requirements of the Qualification have been met. That 
is the responsibility of the supervisor of the attempt (in practice) and ultimately, the 
management representatives of the RTO. 

 

The Name Shown on the certificate is the Formal Name of the student (if 
present).  Otherwise, the First Name and Last Name is shown.  This name can 
be modified here. 

Click the  Print Certificate  or  Preview Certificate  button to print or preview a 

certificate for the qualification. 

Click the  Print Transcript  or  Preview Transcript  button to print or preview a 

transcript for the qualification. 
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Certificates and transcripts can be printed individually here, or can be printed in 
batches using the  Print Certificates  function on the main menu.  If the Printed 

check box is unchecked, the attempt will appear on the list for printing. Once 
printed, this check box will be set automatically, but you may uncheck it to allow 
automatic re-printing of the documents. 

If the qualification is a nationally recognised short course, then a Statement of 
Attainment will be printed instead of a certificate, which indicates completion of 
one or more competencies, potentially leading to a national qualification. 
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13. Certifications 

13.1 Defining Certification Completion 

The system may contain any number of named certifications. Each module may 
be configured to lead to the issue or renewal of an expiring certification. 

Each certification may also specify an (optional) category that applies to the 
certification.  This can be configured through the certification type and may 
include a particular class of equipment, a particular site, type of operations or 
level of certification. 

13.2 Issue/Renew a Certification 

When the competent result is set in the results form for such a module, the 
system will issue/renew the certification for each student. 

 

The record of the certification is retained so that it may be reprinted or manually 
edited. 

 Click the  View Current Certification  button to view the details of the 

certification. 

 

Note that the category label for First Aid is Level, which has been configured as 
the category field for First Aid certifications. 
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If the External check box is ticked, the form changes to contain details relevant 
to externally issued certifications. 

UPDATE: Release 3 onwards allows automatic creation of reminder actions. It 
can also manage the issue of when a customer has already booking into a 
refresher course and thus doesn’t need a reminder. 

 

If you are delivering first aid courses or any course where one course (e.g. 
“Apply First Aid”) has an embedded requirement to have interim refreshers (e.g. 
for the “CPR” component of “Apply First Aid”) then please talk to us about the 
best way to configure the reminder system. 

13.3 Using Certification Data 

Probably the most valuable use of these records is to use approaching expiry 
dates to generate mailing lists to assist in the marketing refresher courses. You 
can also do general searches and edit the details on an ad-hoc basis as 
required. 

Manual Use of Certifications 

As well as keeping track of certifications that you have issued, you can use 
certifications to record and manage any process that expires and which you 
need to record and keep current. 

One of the most strictly audited requirements of the AQTF is that an RTO 
maintain up-to-date records of their assessors' qualifications. You can 
manually create, edit and report these by setting up the TAA as a certification 
and manually maintaining these records for your assessors. 

Other potential uses of certifications include to record insurance details (of your 
organisation, sub-contractors & venue providers), training package licenses, 
vehicle licenses, etc. 

We can assist you in configuring the system to handle this data.
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14. Attendance 

14.1 Modifying Session Details 

Sessions may be automatically generated when an offer is scheduled by 
checking the Attendance Tracked check box and setting up the days and times 
in the Course Details form. 

Sessions may be added and modified from the Offer Details window (Session 
page).  Attendance, session notes, location and teacher may be recorded for 
each session. 

To add or modify session details: 

 Click  Offer Search  on the Main Menu to locate the classroom offer, or locate 

the offer via a registration in the Enquiry Detail form. 

 Select the Sessions page on the Offer Details form. 

 Sessions may be added, modified or deleted. 

 You may also generate sessions automatically, and the system will create 
any sessions that do not already exist and will leave those that do. 

You can manually create more than one session for a particular day, or delete 
individual days from a long schedule to allow for holidays affecting the course. 

Editing Sessions 

You may adjust details of a session, including the date and time if adhoc 
adjustment of the sessions during the course is required. Each session is 
uniquely identified however, so it is unwise to move a session to another day or 
time if attendance has already been recorded. This could lead to incorrect 
attendance records. 

Sharing Sessions 

When sessions are generated for an offer, EMT checks whether there is already 
a session in the system with the same Location and Time Slot. If there is, the 
offer will share the same session as the other offer. When daily class lists are 
generated for this session, students from both offers will be shown. When 
attendance is entered, all students will be entered together. 

This enables (for instance) Certificate IV level students to attend the same 
sessions as Diploma level students for the modules common to both courses. 
Note that it is the Timeslot code that is used to check this, not the start or finish 
times, so if this is a normal situation for your organisation, you should use 
timeslots to allocate session times. 

You may also explicitly select a session of another offer to add to the offer you 
are editing. This enables you to select exactly which sessions will be shared. 

This is useful if a session of one offer is cancelled for some reason and you 
want the student (or students) on that offer to "sit in" on the equivalent session 
of another to cover the required content.  
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Taking this flexibility to the limits, you could use this method to manage adhoc 
allocation of sessions for individual students. You would schedule a repeating 
cycle of offers and allocate locations, teachers and modules to sessions as 
required. You could then register students on individual offers, and manually 
allocate each session for each student. 

14.2 Entering Attendance 

Attendance details are recorded for a session. 

To enter attendance details: 

 Click  Enter Attendance for Recent Sessions  on the main Menu to display a list 

of sessions which have not yet been fully entered and are past the current 
date. 

 Select the required session and click the  Attendance  button. 

 Select the required students and click the appropriate attendance code from 
the yellow list. 

 

The Session Notes box is used to record notes about the session overall, 
including general attendance and any issues affecting quality of service. 

When a code has been recorded against every student for the session, the 
green Data Entry Complete message appears (as shown). Once this occurs, 
the session will no longer appear on the Recent Sessions list, but it may still be 
found via the Offer Details form. 

14.3 Entering Attendance Details 

 To enter additional attendance details, select one or more students and click 
the Edit Details  button. 
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You can also record the Actual Student name, in case a student has been 
substituted since the booking was made, or if the student is currently unknown 
(TBA). 

When recording attendance, you can also record text to describe the reason 
given, documentation provided or circumstances. This enables you to build a 
complete picture of each student's attendance record.  

Student attendance records may be reported using the Student Attendance 
report. 

 



© 2007 First Strike Solutions Pty Ltd Enquiry Mate for Trainers User Guide Session 4, Page 4 

15. Absence Notification 

Absence notification only occurs if the student has an Absence Reporting 
selected in his Contact Details (Alternative page). 

This is typically used only for overseas students studying on student visas, 
where the RTO has an obligation to report poor attendance (as required in the 
ESOS act). In this case, you would choose the “Percentage of hours” method. 

You may however want to use this feature to manage student welfare issues, or 
to notify an employer when a student is not attending classes. You may use the 
“Number of session absent” which tracks the absence value of each attendance 
code and raises events at two defined levels. 

An absence notification event is triggered when: 

 A student has not started a course and is absent for the number of days 
specified for the Non starting warning notification in System Settings 
(NonStartWarning event). 

 A student has not started a course and is absent for the number of days 
specified for the Non starting report notification in System Settings 
(NonStartReport event). 

 A student (on “percentage of hours” method) is absent for 5%, 10%, 15%, 
20%, 25% or 30% of the hours of a course (Absent05, Absent10, 
Absent15, Absent20, Absent25 & Absent30 events). 

 A student (on “number of session missed” method) exceeds one of the two 
defined limits (AbsenceWarning and AbsenceReport events) 

Actions with the appropriate form letters can be configured to warn the student 
and to initiate the process of reporting the situation to the appropriate 
authorities. 

An absence event will only occur if the current level or reporting is lower than 
the level achieved to date. Thus, each event should only occur once for each 
student unless the current absence reporting level is adjusted manually. Non-
starting warnings are considered equivalent to 1% absence, and reporting is 2% 
for purposes of this mechanism. The sessions missed warning and report 
events are equivalent to 3% and 4% for event priority purposes. 
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16. Evaluation Surveys 

16.1 Printing Evaluation Surveys 

To print the evaluation survey for selected offers: 

 Click the  Class Lists  button on the Planning menu. 

 Select the criteria for the required offers. 

 Select one of the “Survey” formats on the Report Format list. 

You may want to print these prior to offer commencement, at the same time as 
attendance sheets, class lists and perhaps certificates of attendance to provide 
the teacher with all of the documentation for the offer at one time. 

16.2 Recording Evaluation Responses 

The facility is provided to allow you to record evaluation results and comments 
for a classroom offer. The main aim of this process (apart from complying with 
the AQTF requirements) is to identify customer service problems and correct 
them. 
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To enter the results of evaluation surveys: 

 Click Enter Responses  button on the Planning menu. 

 The Evaluation Entry window is displayed. 

 Select the Offer from the drop down list.  If the Show All  button is up, then 

only those offers that are not finalised and have the finish date as today or 
prior to today are shown. 

 Click the Add Response  button. 

Perform the following steps to enter the responses for each survey. 

 For each question in the questionnaire, select a response from the drop 
down list.  After the response has been entered, the next question is shown.  
You may step through the questionnaire by clicking the arrow buttons. 

 After the last response is entered, additional comments, the student’s actual 
name and follow-up actions may be entered (all optional). 

 Click Save  to record the responses. 

You can also enter the responses using only the keyboard. With some practice, 
the data entry process can be very fast. 

There is also the opportunity to record permission to send promotional materials 
to the student, at the point when trust and acceptance is highest (hopefully). 

How are follow-up actions handled? 

The system provides a convenient mechanism for managing customer service 
issues. When one or more students make a negative comment, select an 
appropriate action in the yellow Follow-Up Action box. This is an action type that 
you should configure to be assigned to an appropriate manager for action. 

If you enter any level 1 (the worst) response to a question, the system will 
prompt you to create an action since the student has clearly identified some 
dissatisfaction with the service. You may ignore and skip this warning of you 
choose to (you may have already raised the action). 

These follow-up actions are processed like other Actions in the system, and 
they may involve a communication to the student or customer. We do not 
recommend any automated response in these cases, as a direct personal 
response is more effective in addressing customer service issues. 
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17. Customising Certificates 

17.1 Overview 

Certificates are defined in the Reference menu using the Document Layouts 
function. Which layout is used for a given context depends on the most specific 
setting as follows: 

 

Qualification / 
Transcript 

Statement of 
Attainment 

Certification Cert. of 
Attendance / 
Group Cert. 

Attempt Detail - - - 

Qualification Course Certification Course 

System Settings System Settings System Settings System Settings 

None None None None 

 

The first non-blank selection is used In each case, so you only need to set a 
specific layout when the System Settings layout is not sufficient. 

17.2 Customised Document Layouts 

Document layouts are edited using a document editor that is simple to use and 
has a wide range of formatting features, as shown below: 

You can select fields to insert into the document, very much like a mail merge 
template in MS-Word. 

The format behind the graphical document is HTML – the language used to 
create web pages – and you can edit this code directly if you know how.  We 
offer the service of converting your existing documents into this format for you 
as part of our implementation services, so you may not need to do this yourself. 
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The document types are based on different data items in EMT as shown in the 

table below. You will find the controls regarding each document type on the 
appropriate detail form. 

EMT allows you to name and define layouts for various documents used within 

the system. You can then select a default layout for each type and also specify a 
particular layout applicable for the content of the document to as shown below: 



 

Session 5 

(Performance) 

Marketing Analysis 

Sales Performance 

Evaluation Surveys 

Financial Analysis 

Teaching Resources 

Training Locations 

Text Books 
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18. Marketing Analysis 

18.1 Marketing Reports 

Report and graphs to show the effectiveness of marketing campaigns and 
activities are available. 

The graph shows the number of enquires as well as the number of enquiries 
resulting in booked and paid enrollments. 

The reports show the number of enquires as well as the number of students who 
have booked and paid. 

Select the Reports tab from the EMT  main window. 

 

The usefulness of this analysis depends entirely on the quality and 
completeness of the data collection. We strongly suggest that you integrate the 
collection of this data into your daily procedures. 

These graphs are based on the Marketing Activity recorded against enquiries, 
and the associated campaigns and types of those activities.  We suggest that 
you set up permanent activities for ongoing marketing channels under a few 
permanent campaigns, as well as a campaign to cover the advertising and 
promotions for each semester or year. 
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19. Sales Performance 

19.1 Reporting Sales 

A salesperson is a contact who has the Salesperson Role checked. 

A number of reports are available that detail the sales and commissions for 
salesperson and sales territory. 

 Click the  Sales Reports  button on the Management menu. 

 The Sales Reports window is displayed. 

 

 Select the criteria for the report and the report format. 
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A graph showing the sales is also available. 

 

19.2 Sales Commissions 

These may be assigned to permanent staff or third party agents. The cost of the 
commission factors into the financial analysis. 

The sales commission is determined by the commission type selected when 
students are registered. 

Sales commissions are calculated based on: 

 Value of the sale price times the commission rate, plus 

 A fixed amount per student, plus 

 A fixed amount per booking. 

Any of the above amounts may be zero. 
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20. Evaluations Surveys 

Analysing Results 

Evaluation Reports and Graphs are obtained from the Management tab of the 

EMT main window. 

 

 

 

Because the EMT system uses global responses and shared questions, you can 
use these reports and graphs, you can compare performance across courses, 
locations, teachers, etc.   

You could compare the results of the Content question for all offers of a specific 
course over time to see if a course remains relevant to the customers. 

You could compare the average response to the Facilities question across all 
offers, grouped by location to identify your best and worst facilities. 

Continuous Improvement 

Probably the most important results of evaluation surveys are actions to correct 
problems and to target quality improvements to maximize the return in perceived 
value by customers and students. 

By providing a convenient way to raise issues during entry of the evaluation 
results, EMT makes it easy to keep track of customer complaints (and praise). 
This provides a sound basis to improve your service as well as ensuring that 
each individual complaint is addressed. 
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21. Financial Analysis 

21.1 Offer Profit & Loss Report 

Financial reports enable the accurate Profit/Loss for courses and offers to be 
established. 

 Click the Management  tab in the EMT main window. 

 Click the  Profit & Loss  button. 

 The Profit and Loss report criteria window is displayed. 

 

 

Enter the criteria for the report and the report format. 
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21.2 Profit & Loss Calculation 

The following chart shows source of information used in calculating Profit / Loss 
reports.  The costs are retrieved from the Offer Details window and the 
Registration window. 

 

 

 

The Registration window shows the Total Price and Price/Student. Below is a 
portion of the Registration window. 

 

 

 

If the course is customised for a client, then the Total Price is the total price for 
the course regardless of the number of students. The Total Price is obtained 
from the Offer table.  Otherwise, the Price/Student is obtained from the Offer 
table. 
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The following diagram shows the source of the information for the Profit and 
Loss report: 
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22. Teaching Resources 

22.1 Teacher Utilisation Report 

A report is available that list the utilisation of teachers and assessors for a 
location or all locations within a region. 

 Select the  Reports  tab from the EMT  main window. 

 Click the  Teacher Utilisation  button. 

 The Teacher Utilisation window is displayed. 

 

 

 

 Select the criteria and report format for the report. 

 

 

 

The data for this report is gathered from the teacher for each session. 
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23. Training Locations 

23.1 Location Utilisation Report 

A Location Utilisation report lists a location or each location within a region.  The 
times and the trainer for each offer booked are shown. 

 Select the  Reports  tab from the EMT  main window. 

 Click the  Location Utilisation  button. 

 The Location Utilisation window is displayed. 
 

 

 

 Enter the selection criteria. 
 

 

 

There is a report format that shows the start and end dates of offers. The other 
format lists every offer being run at the location for every day in the reporting 
range. This report relies on sessions being created for each offer. 
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24. Course Materials 

EMT can record your stocks of course notes, work books, textbooks, etc 
including publishing details and prices from the Reference menu. 

To search for a specific item or items: 

 Click the Materials  Search  button on the Planning menu 

 The Textbook detail window is displayed. 

 

 Enter the required details. 

 Click the Search  button. 

 

EMT does not (yet) manage depletion of stocks as a result of running offers. 
This is simply a convenient way to record your stocks and re-order information.



 

Session 6 

(Accounting) 

 

Accounting System 

Interfaces
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25. Accounting System Interfaces 

25.1 Introduction 

EMT has two mechanisms for transferring sales data to either MYOB or 
QuickBooks. While the file format and account formats are different, the logic, 
controls and processes involved in each export function are identical.  

We may extend the system to include other accounting systems or a generic 
export in the future. If you have some specific needs in this area, we would love 
to hear about them. 

You can specify which (if any) of these interfaces you intent to use in the 
System Settings form (Financial page) and the appropriate items will appear 
on the Management menu. 

Export Invoices 

The first option is to export invoices as Sale / Invoice transactions. This option 
is best used when customers may or may not pay an up-front deposit or 
application fee and are then sent a single invoice for the balance. 

The payment of that invoice is then to be tracked in the account system. This 
also allows you to properly record the value of those outstanding debts accrued 
on your balance sheet. 

Only registrations with a non-blank Invoice No field will be exported 

Export Payments 

The second option is to export payments. This assumes that you keep track of 
accounts within EMT and export the payment data only for accounting purposes. 
This option can be used to record deposits entered in the registration, and either 
a full balance amount from the registration form or payments made against 
payment plan installments.  

The export data is based on Payments in EMT and does not consider the 
Registration “Paid” status. 

 

Because these processes use different sources of data, it is difficult to use both 
processes reliably. To do so, you would have to be very careful with the timing 
of the exports, invoice numbers and registration status values to ensure that 
partially paid invoices are not exported as deposit payments. We strongly 
recommend that you only use one of these methods at any time. 

25.2 Data used in the export process 

The default Sales and Bank account are defined in the System Settings. 

The Sales (Revenue) account should be a MYOB or Quickbooks income 
account. 
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The Bank (Asset) account should be an asset account. This field is used as the 
asset account which is credited as a result of the payment for the Export 
Payments option only. The Export Invoices allocates the asset account 
according to the MYOB account of the service (identified by the Course No). 

 

 

 

You can also specify the format of the Account Cards. Because this will be used 
to uniquely identify customers (when exporting invoices only), you should take 
care to be accurate with your names or company names on both systems. If the 
customer already exists in the accounting system under a slightly different 
name, a new customer record will be created. If this happens regularly, it may 
create some work later in cleaning up the accounting records. 

Each course may be assigned an optional income account.  This is an income 
account for revenue derived from the course.  

If the income account is not specified, the default Sales (Revenue) Account 
from the System Settings is used. 

 

 

 

Each Payment Type may be assigned an optional asset account.  This is an 
current asset account for the bank account into which payments of this type are 
deposited. 

You can use this field to separate payments to various accounts, even if they 
are the same actual type. For instance, you might replace the "Cheque" type 
with "Cheque - General" or "Cheque - Suspense" and assign different accounts 
to each. 

If the asset account is not specified, the default Sales (Revenue) Account from 
the System Settings is used. 
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Most data related to exporting to accounting systems is entered into EMT during 
the registration process on the Registration Details form (on the Billing page) 
or on the Payment Details form. 

The important fields for both processes are: 

 Inc GST? - Whether the Total price includes GST or is GST-free. 

 GST Amt – The actual amount of GST included in the total. 

 Customer  - The name or company of the customer. 

 Bill To - This contact replaces the customer if present. 

 Sales Person - Sales person name. 

 Exported to MYOB?  - Used by the system to control the process. 

For invoice export, the following fields are important: 

 Total Price - The total value of the sale. 

 Rego Paid Amt - Amount paid (recorded on the invoice). 

 Rego Paid Date - This should align with bank statements. 

 Invoice No - Uniquely identifies sale transaction (for invoices). 

For payment export, the following fields are important: 

 Payment No - Uniquely identifies payment transactions. 

 Payment Amount -The transaction amount. 

 Payment Date - The transaction date. 

 Payment Type - Identified the type of payment and bank account. 

Other data held elsewhere is also used: 

 Course No - Used to identify the professional service in MYOB. 

 Course Name - Included in the invoice line or payment remarks. 

 Offer Start Date - Included in the invoice line or payment remarks. 
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25.3 Exporting Invoices to MYOB 

25.3.1 When is a Registration Exported as an Invoice? 

An invoice is exported for each registration if all of the following conditions are 
met: 

 A sales account is defined in System Settings, or (optionally) assigned to the 
course associated with the payment. 

 An invoice number and invoice due date are present in the registration 
Registration Details form. 

 The registration status is one of the Paid statuses. You would normally use a 
Rego Status of "Invoice" which is marked as a Paid Status in the Rego 
Statuses form (on the Maintenance Menu). This enables you to distinguish 
between tentative bookings (e.g. "Booked" status) even if you have received 
a deposit or application fee, and registrations that are to be invoiced. 

 The registration has a Total Price that is not blank and is greater than zero. 

 Exported check box for the registration is not checked. 

25.3.2 Exporting the Data 

To export data to MYOB you need to go to the Management menu and click the 
button labeled Export Invoice. 

This creates a text file in the folder defined by the Export Folder field set in 
System Settings (File Locations page). The file name contains the current time 
and date down to the second so that it can be uniquely identified and archived if 
required. 

EMT then shows the following dialog with brief instructions on how to import the 
file into MYOB. 

 

All registrations exported as invoices in this way then have their Exported check 
box checked. 

The amount exported is also set. This is used for later exports in case the total 
price is edited after the export. In this case, the additional amount is exported as 
a separate sale / invoice. 
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25.3.3 Importing the Data 

After exporting the file as above, open MYOB or Quickbooks for the appropriate 
company file. 

Follow the instructions given by the export process. It will specify menu options 
to select and which files to select. There will actually be two steps: 

1. Import the customer records 

2. Import the invoices 

After the import, errors may be found. You can check the error log. In MYOB it is 
called MYOBLOG.TXT and is kept in the same folder as the MYOB (.MYO) data 
file for the company. If you do the import regularly, it may be useful to create a 
short cut to this file on your desktop so you can find it quickly each time. 

You can the re-run the import as before. Any invoices which were successfully 
imported will now be rejected due to duplicate invoice no, so you can be 
confident that it will not import them a second time. 

25.4 Exporting Payments 

25.4.1 When is a Payment Exported? 

A Payment is exported if all of the following conditions are met: 

 The Exported to MYOB check box for the payment is not checked. 

 A MYOB Bank Account is defined in System Settings, or (optionally) 
assigned to the Payment Type associated with the payment. 

 The payment allocation is balanced. 

Note: While the system will appear to process payments with allocations that do 
not have a valid Sales Account (either is defined in System Settings or 
assigned to the Course associated with the allocation of the payment), the data 
is not usable and will not be included in the export file. For this reason, it is 
important to have a default Sales Account specified if you are exporting 
payments. 

25.4.2 Exporting the Data 

To export data to MYOB you need to go to the Management page of the Main 
Menu and click the button labeled Export Payments. 

This creates a text file in the folder defined by the Export Folder field set in 
System Settings (File Locations page). The file name contains the current time 
and date down to the second so that it can be uniquely identified and archived if 
required. 

EMT then shows the following dialog with brief instructions on how to import the 
file into the accounting system. 
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All payments exported as invoices in this way have their Exported check box 
checked. The amount exported is also set. This is used for later exports in case 
the payment amount is edited after the export. In this case, the additional 
amount is exported as a separate payment transaction. 

25.4.4 Importing the Data 

After exporting the file as above, open MYOB or Quickbooks for the appropriate 
company file. 

Follow the instructions given by the export process. It will specify menu options 
to select and which files to select. There is only a single step with this process. 

After the import, errors may be found. You can check the error log. In MYOB it is 
called MYOBLOG.TXT and is kept in the same folder as the MYOB (.MYO) data 
file for the company. If you do the import regularly, it may be useful to create a 
short cut to this file on your desktop so you can find it quickly each time. 

25.5 What if I need to correct a mistake? 

Each invoice is identified in the accounting system by the Invoice No. Each 
payment is identified by the Payment No. 

This ensures that even if you manually uncheck the Exported check boxes and 
attempt to re-import the same transaction, the accounting system will reject it 
unless the previous transaction with the same number has been deleted. 

Thus, it is possible to correct the data in EMT, uncheck the Exported check 

box, delete the corresponding transactions in the accounting system, and allow 
it to be processed again. 

25.6 Entering Invoices to MYOB Manually 

Alternatively, you can transfer invoices to MYOB manually using a report 

designed specifically for that purpose. In EMT, go to the Management page 

and choose the Sales reports. 

On the Sales reports search page, choose the MYOB Sales Entry report and 
enter any criteria, such as a date range, similar to that shown in the diagram 
below.  
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This produces a report showing the fields needed to be entered into MYOB to 
create the client and salesperson cards (if they do not already exist) and the 
invoice details. These can then be entered into MYOB through the normal 
processes. 

 



 

Session 7 

(AVETMISS) 

 

AVETMISS Reporting 
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26. AVETMISS Reporting 

26.1 AVETMISS Export 

The student information is exported to AVETMISS that meet the specified date 
range.  The significant dates are: 

 Offer start and finish dates 

 Module start and finish dates 

 Result dates 

 Issue date of qualification attempts 

How often should I submit an AVETMISS report? 

The enrolment and completion information is exported in the AVETMISS format 
if it applies in the specified reporting period (a date range). It is up to the user to 
ensure that each reporting period starts the day after the previous reporting 
period ended.  

The actual period reported depends on a range of factors including state, 
funding source, type of qualifications issued, etc. It may be annually, quarterly, 
monthly or any dates at your option. Your state authority should inform you of 
your expected reporting frequency. 

The critical date fields for AVETMISS reporting are: 

 Offer Start Dates are used as the commencement date of training. 

 Certificate Issue Dates are used as the date that qualifications are 
completed. 

 Result Dates are used as the date that modules and nationally recognised 
short courses are completed. 

 RPL Accepted dates are used as the date on which a module was completed 
by RPL. 
 

Ensure that all the results and offer details that may be reported are up to date before 
exporting data to AVETMISS. Once data is submitted and validated, it can be difficult to 
correct and may lead to validation issues in the following period if later changed. 

Which students get reported? 

If the Export All Student flag in System Settings is checked then all students 
that meet the date criteria are exported.   

Otherwise, only students with the Export to AVETMISS flag set (on the 
Funding page of the Registration Details form) are exported. 

You can selectively restrict the export to a particular State Code (based on the 
student’s Contact Details (Statistical page). 



 

© 2007 First Strike Solutions Pty Ltd Enquiry Mate for Trainers User Guide Session 7, Page 2 

You can also export selectively by Funding Source. 

Does EMT support graded results? 

EMT  provides support for graded results by allowing you to define your own list 

of result codes. Each of you internal result codes is mapped to a valid 
AVETMISS Outcome Code. Thus, only valid Outcome codes are exported, but 
you can control which code applies to your results. 

Does EMT comply with requirements in my state? 

There are variations to the national standard in some states which we allow for. 
The export form shows a list of state-based authorities whose standards we 
comply with. 

In some cases, specific fields have been added and are only exported to the 
AVETMISS files in those states. These are marked with a double asterisk (**) to 
denote that they are state-specific AVETMISS fields. 

What level of the standard is EMT complaint with? 

EMT complies with the AVETMISS release 6, as required by most state 

authorities. Variations to the standard for state funding claims and national 
statistics vary regularly in some states. We are committed to staying up to date 
with the AVETMISS standard on a continuous basis. 

Please call our support staff to discuss any specific concerns you have with 
regard to compliance issues. 

26.2 File Management 

The following files are saved in the Export folder location defined in the System 
Settings. Each set of export files are saved in a sub-folder within this folder 
which identifies the authority and the reporting period end date. This enables 
you to retain the files that are submitted in an appropriately named folder, so 
that you have a permanent record of your submission: 

 

NAT00010 Training Organisation  

NAT00020 Training Organisation Delivery Location  

NAT00030 Course  

NAT00060 Module/Unit of Competency  

NAT00080 Client  

NAT00085 Client Postal Details  

NAT00090 Client Disability  

NAT00100 Client Prior Educational Achievement  

NAT00120 Enrolment  

NAT00130 Qualification Completed  

The NAT00005 (Submission to Managing Agent) file is not created by RTOs. 
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An empty NAT00180 (Unit of Competency Completed) file is still produced even 
though it is no longer used in any states. 

The system also creates a file called  Report.htm which is an HTML file 

containing a more readable version of the data in the NAT files. This may assist 
with later analysis of past submissions. 

26.3 Data Validation 

During the AVETMISS export, the data is validated by EMT to catch logical 
errors that the system can detect.  An error report showing the results of the last 
export is shown. The report is arranged by file and error type. 
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The report also contains all valid data written to the files. 

 

Note that most state authorities require all NAT files be validated using the 
NCVER validation program before submission. 

There are also validation errors that cannot be picked up in either EMT or the 
NCVER validation program that relate to the continuity of enrolments across 
reporting periods. 

26.4 Fixing Validation Errors 

To correct errors found during the export process, use the  Fix Errors  button on 

the AVETMISS Export form. 

 

 

Move the cursor to a line in the report. You can: 

 Click the  Explain It   button to display a help topic about that error message. 
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 Click the  Fix It   button to open the relevant form and highlight the field which 

is incorrect or missing. This will not always find the exact source of the error, 
but it will be correct most of the time. 

 Click the  It’s Fixed   button to remove this error and any other errors which 

were related to the same field for the same data item. For instance, if the 
scheduled hours is missing for a competency, then all students with a result 
in that competency will be fixed by entering the correct value, and will thus be 
removed from the list. 

Once all of the errors are fixed, you can close this list and run the export 
process again. It is possible that further errors are found, as the first round of 
errors may have prevented validation of other errors. Repeat this process until 
you get an error-free export.  

Warnings will not prevent data being exported, but might highlight conditions 
which are known to cause issues in some contexts. From the data we have, we 
cannot tell whether the context makes them required values, so you should 
check these to verify that they are not significant. 
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27 Other Reporting Systems 

27.1 RAPT (WA) 

EMT can export RAPT files. This is a WA-specific format for reporting  

apprentice/trainee data to WA-DET. Providers who deliver relevant courses in 
WA but are not based there are required to report data for those students. 

Click on the  RAPT (WA)  button on the AVETMISS Export form to switch to 

exporting in that format. The logic is similar to AVETMISS but there is less 
reference data and thus fewer errors are expected. 

27.2 CQR (WA) 

EMT can export CQR (Client Qualifications Register) files for WA-TAC as well.  
This is a new file format containing parchment data (Qualification Certificates 
and Statements of Attainment). 

Click on the  CQR (WA)  button on the AVETMISS Export form to switch to 

exporting in that format. 

There is a similar but different format used in SA which we have not yet 
implemented due to lack of demand. If this is a requirement for your 
organisation, please contact us to discuss your needs. We expect that similar 
systems will be needed in each state by 2011 due to the changes specified in 
AQTF 2010, so this is a “work in progress” at this time. 

27.3 Quality Indicators 

Click on the  QI Export  button on the Management menu to switch to open the 

export form. 

EMT can produce data for QI #3 (Completion Rates) suitable for uploading to 
the CCOS system operated by ACER. After you upload the data to the CCOS 
system, you can edit it manually on that site to correct or remove any data which 
has been incorrectly picked up. 

If you operate within a single state, we recommend that you use this as the 
default state. This will mean that any student for without a State Code on the 
Statistical page of their Contact Details form will be assumed to be in this 
state for QI reporting purposes. 

EMT can produce QI #1 (Learner Feedback) and QI #2 (Employer Feedback) 
data files base on the responses to the two specifically named Quality Indicator 
surveys.  
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This data is the entire response set for the year, and is designed for importing 
into the ACER (spuriously named) “SMART” system. That system can then 
produce an annual summary file in whatever format may be needed by the 
regulators. We hope to replace this arrangement with a directly reportable 
annual summary as soon as the exact content of that report is clarified. 

The system indicates the location of the files when the  Export   button is clicked 

and you can adjust this if necessary. 
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