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The annual Master Builders Association of Victoria Apprentice of the Year 
Awards was held on Friday 8 May at The Pullman Hotel, with Holmesglen 
apprentices winning five awards on the evening. These awards recognise 
the achievements of apprentices and reward them for their efforts during 
their apprenticeships. 

Minster for Training and Skills, Steven Herbert, was present on the evening 
to recognise the awards winners, their employers and the excellent work 
that they do.

“Creating opportunities for people to develop their vocational skills 
is critical to the future of our economy, as our skills base is built 
on apprenticeships and traineeships,” Minister Herbert said. “The 
Andrews Labor Government understands and values the importance 
of apprenticeships, and I congratulate the outstanding achievements 
of Victorian building and construction industry apprentices and their 
employers tonight.”

Holmesglen roof tiling apprentice Kieran Schulz, of E & S Roofing, was 
awarded the Roof Tiling and Slating Apprentice of the Year. He was 
nominated by his teacher, Michael Durling, because of his excellent 
attitude to study, exceptional hand skills and maturity beyond his years.

“We went and spoke to his employer and it was very obvious that Kieran 
was interested in the long term viability of his trade. He is now working on 
a business partnership with his employer”, said Michael when asked why 
Kieran was such a stand out.

Holmesglen apprentices benefit from learning in some of the largest 
building workshops in Victoria. Their continued success at events such 
as the Master Builders Association Awards shows how great facilities, 
knowledgeable teaching staff and industry experience gives students an 
edge in their chosen fields.

Congratulations to Kieran and all the other award winners on the night. 

Other winners from Holmesglen were

Florence M Taylor Award 
Nathan Cartledge - employed by Wilmore Allstone

Bricklaying and Blocklaying Apprentice of the Year 
Matthew Baxter - employed by C&S Lightweight Building Specialists

Solid Plastering Apprentice of the Year 
Jason Blick - employed by Australian Rainbow Renderer

Stonemasonry Apprentice of the Year  
Nathan Cartledge - employed by Wilmore Allstone
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Roof Tiling and Slating Apprentice of the Year, Kieren Schulz at work



Interviews for the CFO position were held on 26 May, and the outstanding candidate, Joanne (Jo) James 
has been appointed to the position. Jo brings extensive experience as a CFO, working in the education 
sector and more recently with Parks Victoria. Jo will join Holmesglen on 20 July 2015. We are looking 
forward to working with Jo in the executive team and more widely at the Institute.

Thank you to staff who participated in the People Matter Survey. The Human Resources department will 
provide the survey data to all staff when it becomes available.

The Hon Steve Herbert MP, Minister for Training and Skills will be visiting the Moorabbin Campus on 
Wednesday 17 June to announce the successful applications for the Back to Work funds. The Back 
to Work funds were made available to TAFEs by the Victorian Government as part of the $320M TAFE 
Rescue Package. The purpose of the fund is to assist TAFEs to develop and expand courses to align 
with needs of employers. Holmesglen submitted four applications for funding – one in consortium with 
Chisholm Institute.

Mary Faraone
Chief Executive

Message from the 
Chief Executive
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Holmesglen’s annual Enviro Week (now in its fourth year) 
took place in the first week of June to coincide with World 
Environment Day on Friday 5 June. The Day, an initiative 
established by the United Nations General Assembly in 1972, 
was envisioned to help raise global awareness of environmental 
issues and encourage attention and action. Enviro Week is 
Holmesglen’s contribution to building a greater community for 
ourselves and future generations.

During the week students were able to use pedal power to 
make milkshakes (by riding a bike attached to a blender). 
They also could pot herbs to take home, which were grown by 
Holmesglen’s Horticulture students. Most importantly, students 
made pledges about personal actions they were going to take 
(or change) to help the environment. 

Starting in 2012, Holmesglen’s Rec Team hosted a simple, 
yet highly effective event aimed at raising awareness and 
encouraging students to make a positive difference to the 
environment. Since its inception Enviro Week has continued 
to grow, winning the 2013 Australian Association of Campus 
Activities Award for the Most Innovative Event. 

An integral part of the event is the assistance of volunteers. 
Over 30 students signed up to be Sustainability Ambassadors 
throughout Enviro Week this year. The Ambassadors helped 
run the events and encouraged others to think about the 
impact they have on the environment. A further 16 students 
participated as Sustainability Ambassadors at the Moorabbin 
campus Project Day. These Ambassadors worked alongside 
six students from Holmesglen’s Gardening Service to replant 
garden beds, located near the newly refurbished Cilantro 
Student Training Restaurant.  

The help didn’t stop there! Holmesglen Fashion students 
created tablecloths using recycled materials for stall holders 
(which the Rec Team will continue to use for all future events).
This year, Enviro Week drew the largest number of sponsors to 
date, allowing the event to be bigger and better than previous 
years. Thanks to ERM Business Energy, AES Services (Aus) Pty 
Ltd, TES Total Energy Solutions, Interface, KS Environmental 
Group, Alerton, TREK Electrical, Styal, BD Cafe, I-Cook Catering 
and Cafe La Kiss.

Enviro Week

Special thanks to Property Services & Security Team who helped bring together another amazing event. 

2015



A Central Approach to 
Student Recruitment
The Enquiry Management Unit was established in October 2014 
as a central point for new incoming enquiries into Holmesglen 
with a view to improving: 

• the consistency and level of customer service to
prospective students,

• the capturing of student enquiry data into our
CRM (customer relationship management database),

• the conversion rate of enquiries to enrolments.

The unit was established at the Moorabbin Campus, under 
the management of the Associate Director, Corporate 
Communications, and has a core staff of 1.6 EFT. The full 
time role is held by Renu James, who is the Supervisor and 
is supported by Androula Miller, our Customer Engagement 
Coach/Mentor.

Faculty frontline staff are rotated into the unit for blocks of up 
to four weeks across the calendar year and the number of staff 
is dictated by the time of year and enrolment lifecycle. At peak 
period there are up to six staff in the unit.

EMU STATS

PEAK PERIODS   
November-Febraury
May-July

HIGHEST NUMBER OF CALLS
5,600 over 5 days

REDUCTION OF ABANDONED 
CALLS FROM SWITCH
80%

REDUCTION OF ABANDONED 
CALLS ACROSS DEPARTMENTS
50%

These stats show there has been a good improvement in 
customer service, however, it is only one of the measures 
we are aiming to achieve, we are also aiming to increase 
enrolments to the Institute.

Frontline faculty staff who have spent time in the EMU bring 
up to date course and faculty information into the unit, while 
broadening their knowledge of the other courses offered 
across the Institute. They have spent focused time honing their 
customer engagement skills, using the “needs based approach” 
that our program teaches, contributing significantly to the 
recruitment process at Holmesglen.

A BIG THANK YOU TO THE FOLLOWING STAFF WHO HAVE PARTICIPATED SO OPENLY TO THE EMU: 

Left to right, Renu James EMU supervisor, Marie Sihin BCE and Androula Miller Customer Engagement Coach/Mentor
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Nancy Kaurkittelty ESSE

Lisa Power ESSE

Helen Georgiou ESSE

Sophanna Mariani LVP

Lisa Johnstone LVP

Jessica Rawadi ESSE

Marie Sihin BCE

Renate Parton BDIT

Tina Blackmur BDIT

Rhonda Skehan ESSE

Robyn McGrory LVP

Dominque Collet HSCS

Trudy Wheeler HSCS

Sunitha Arcotsureshkumar HSCS

Rosanna Di Sisto Registrar
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It was with some trepidation that I 
approached my first day in the Enquiry 
Management Unit (EMU) at the  
Moorabbin campus.

First surprise, the room was light, bright 
and airy. After the initial friendly greeting 
by EMU regulars Renu and Androula, I was 
given an orientation and introduced to 
EMU1, my cubicle for the next four weeks.  
I met ‘the big stick with the smiley face’, 
to wave if I wanted people to lower their 
voices, and the colourful bell that I could 
ring for help from Renu or Androula if they 
were occupied with calls.

Trying to absorb the considerable, but 
necessary ‘practices and procedures’ of 
the EMU, and mindful of my rather rusty 
telephone technique, I eventually plucked 
up courage and logged myself onto the 
‘queue’.

Almost instantly, the little yellow telephone 
icon blinked and my first caller was ready 
and waiting.

Conversing fairly knowledgeably, I thought, 
out of the corner of my right eye I saw Renu 
waving at me from her cubicle, saying “Do 
the Discovery”.

Those admin personnel who have already 
worked in the EMU will be familiar with this 
process.  After the obligatory welcome, we 
must establish rapport with the potential 
client. We do this by first ‘building the 

bridge’, seeking permission to ask for a 
few details commencing with the person’s 
name, to ensure we provide them with the 
correct information. Then we use ‘open 
conversation’ which will hopefully reveal 
the caller’s specific needs which we then 
paraphrase and confirm before presenting a 
confident and knowledgeable solution. 

One of the most important aspects of the 
EMU is our ability to listen and reassure 
potential students that they are on the 
right track and there are options available 
to them. For example, the young man who 
inherited the family business and felt he 
needed to gain some management skills 
but couldn’t decide whether the course he 
had chosen was the right one. And the long-
time domestic violence victim who wanted 
to know which course to study to enable 
her to work alongside the Police to help 
sufferers like herself.

Another very important point of referral was 
to Student Services. I spoke to some very 
anxious mothers and students who felt they 
were lacking direction and appreciated that 
they could talk with a careers counsellor.  

When I asked people why they chose to  
call Holmesglen, the majority told me they 
felt we had more to offer, had a better 
choice of subjects - and that fees were 
competitive. When informed about the 
Graduate Employment Service many were 
surprised but gratified and felt this gave 
them more confidence.

Is the EMU a good idea? Is it a workable 
option for Holmesglen?

Lost and abandoned callers, those 
kept waiting, put on hold or continually 
transferred around the Institute will 
inevitably be drawn to other providers, 
and a huge benefit of EMU is that we can 
respond to these people straight away.
Of course, the desired outcome for all new 
enquirers is to end with an enrolment.  
Despite our best efforts, this may not 
always be possible, as students might wish 
to talk with parents, carers or peers before 
making a decision - and there is a fine line 
between being pro-active and being pushy.

Like many new and innovative marketing 
methods, EMU will have both critics and 
supporters. But in view of the current TAFE 
dilemma whereby we need desperately to 
attract more local students, I consider it a 
good idea.
 
Article submitted by 
Avril Reagon, Associate Director 
Corporate Communications

Tina Blackmur from BDIT recently spent four weeks in the unit and offered to 
write about her experience, we thank Tina and trust that you will find her account 
illuminating and heartfelt.

Renu James, EMU Supervisor

Positive 
Marketing Model 
for Holmesglen
By Tina Blackmur,  
AO BDIT



Submitted by 
Rozanne Lawton, Manager RLC

What’s 
Happening 
at RLC 
Eildon? 
May was a month of introducing Holmesglen at 
Eildon to the outside world. We had two fantastic 
opportunities and attended the Business Events 
Victoria Regional Showcase in Melbourne, and also 
the Outdoors Victoria State Conference in Marysville. 
The positive responses we received regarding our 
location, facilities and services has been encouraging 
and confirms that we have a very marketable product 
that is competitive in both the conference and 
educational arena. With lots of potential leads we 
are looking forward to following up and securing new 
business if not for this year then definitely for 2016. 

The ENGOY students travelled to Eildon and enjoyed  
a very busy two day program which saw students  
try bike riding, canoeing and indigenous studies with 
ochre painting and boomerang throwing. The group  
also enjoyed a night wildlife walk followed by a 
relaxing night by the camp fire with marshmallows 
and damper.

We hosted the Murrindindi Children’s Network Early 
Childhood Conference with more than 80 delegates 
from across the state coming together to discuss 
current workplace issues. We are hoping that this will 
become an annual event.

The ESSE Leadership group and the Health & 
Science Leadership group both had very productive 
conferences achieving their desired outcomes. The 
Health & Science group enjoyed a themed Mexican 
dinner with culinary delights produced in our kitchen.

Our forward bookings for the winter months are not 
as strong as hoped so we have plenty of vacancies 
and have therefore introduced some great specials to 
hopefully entice some groups to come up and enjoy 
their break away and focus on key outcomes for your 
staff or student group

Our new brochure has been published. A huge thank 
you to the marketing and media departments for their 
patience and assistance with its production. It is now 
available online at holmesglen.edu.au/eildon

Christmas 
in July

Bring your family and friends and join us for a delicious 
4 course dinner with all the trimmings.  

Beat the winter blues and celebrate Christmas in July at 
Holmesglen at Eildon as we showcase some of the best 

seasonal produce the region has to offer. 

With a roving magician to entertain throughout the night, 
this will be a truly magical event!

RESERVATIONS ARE ESSENTIAL
Contact us for full details

E: eildon@holmesglen.edu.au or 
T: 03 5774 2631/Ext: 6810

SATURDAY 18 JULY 2015
6:30pm - 11:00pm

$65 per adult - 4 courses
$30 per child (under 12 yrs) - 2 courses & a small gift

We are fully licenced. 
Drinks available from the bar (NO BYO).

Accommodation options are available if you 
would like to stay the night and enjoy our surrounds. 

Why not make a weekend of it!

Holmesglen at Eildon
Mulled wine, roast turkey, brandy 
sauce and crackers: just a few of 
our favourite Christmas things!
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E: eildon@holmesglen.edu.au 
or T: 5774 2631/Ext: 6810

Special Standby Rate at 
Homestead at Eildon
25% off for all bookings in June at our 

beautifull homestead

holmesglen.edu.au/eildon
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Irvine’s sculptures are included in the Holmesglen Collection. 
Reverie and Shapes for Departure, both made in 2009 as part 
of the artist’s Master Degree, currently hang in the Dining 
Room in the Corporate Suites at Chadstone.

Irvine is well known for her large scale, woven works created 
from prosaic materials such as cable ties and hardware 
tubing. Before the After, which featured in the National 
Gallery’s 2014 blockbuster Melbourne Now, flowed over 
and around a large area overlooking the rail yards below 
Federation Square. Irvine was drawn to basketry and using 
weaving techniques after a trip to California in 2001. 

Attracted to the history of Native American baskets and their 
material relationship to the land, the artist used a similar 
approach to orientate herself within the Australian landscape 
but with man-made elements.

Shortlisted for a major public art project in the Docklands 
area last year, the artist has just returned from a month-long 
trip to Scotland and is due to embark on a practice-led PhD at 
ANU in 2016.

Bookings are essential please contact Anna Long: 
T: 9209 5605
E: artcollection@holmesglen.edu.au

Art Talk 
21st July: Lucy Irvine

Before the After, 2013, plastic 
pipes and ties, painted steel. 

© Lucy Irvine

Artist Lucy Irvine will deliver a free Art Talk at the Chadstone 
campus on Tuesday 21st July at 12.30pm in C1.1.33




