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NOTE

Where there is an inconsistency between the information provided
in this handbook and the RTO’s documented Policies and
Procedures, then the RTO Policies and Procedures shall take
precedence.
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WELCOME

Welcome to Insight Institute of Further Studies (IIFS)
The purpose of this Handbook is to provide you with all the information that you need to know about
studying with Insight Institute of Further Studies (lIFS).

Studying through Insight Institute of Further Studies (IIFS)

Insight Institute of Further Studies was established to support the pursuit of quality education. We have a
genuine belief that education is the single greatest quality a member of the community can have.
Aligning our capabilities to your learning objectives generates a powerful nexus of ideas and potential
solutions that can enhance your career and quality of life, as well as that of the overall community.

Our Obligation as your Education Provider
As a Registered Training Organization (RTO) registered with Australian Skills Quality Authority (ASQA), we
have an obligation to ensure the quality of the nationally recognized training and assessment we deliver.
We must always comply with:

e Education Services for Overseas Students Act 2000 (ESOS Act)

e National Code of practice for Registration Authorities and providers of Education and Training to

Overseas Students 2018 (the National Code)
e The Standards for RTOs 2015 which are part of the VET Quality Framework.

To ensure compliance we have developed comprehensive internal policies, procedures and systems that
guide our compliant operations, and we must participate in audits with ASQA upon their request. In
addition, we must ensure that any third party that we work with who have any involvement in your
training and assessment comply as well. This includes our training partners, marketing brokers and
salespeople where applicable.

As your Education Provider we have the responsibility to issue your AQF certification documents in line
with our issuance policy as outlined in this Handbook.

If at any time you feel we have not met our obligations as an RTO, you have the right to make a complaint
following our Complaints and Appeals Policy outlined further on in this Handbook.

Our Contact Details

Contact Name: Kamaldeep Singh Mann

Contact Number: 0370328877

Email: info@iifs.vic.edu.au

Unit 25-26, 797 Plenty Road, South Morang VIC 3752
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CAMPUS
Insight Institute of Further Studies (IIFS) Campus is located at Unit 25-26, 797 Plenty Road, South Morang

VIC 3752
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The IIFS Campus is centrally located in South Morang, which has become a major growth area in Northern

Melbourne. South Morang offers a range of Recreation, Sports and Retail facilities

Transport options:
The IIFS Campus has South Morang Train Station nearby. This train station has Metro Trains from

Melbourne CBD.
The area is also well serviced by Bus Services for different routes

Driving
There is parking availability in car parks in the surrounding streets. These may incur parking fees. It is

recommended that when attending classes students use public transport

Facilities and Resources on Campus
IIFS will provide all the required facilities, equipment and learning resources to the students related

[ )
to their course.
IIFS campus has well equipped training rooms where delivery and assessment of the courses will

[ ]
occur.
o |IFS will provide Simulated work environment and related business documentation related to the
courses.
e Students will have access to a well-equipped computer lab
e Students will be provided current and contextualized Learning resources fort their course
e All materials and equipment will be provided by IIFS
Student Handbook - International Students
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Professional Training Kitchen
Training Kitchen is located on the ground floor of the Metro west building 138 Nicholson Street,

Footscray VIC 3011
The kitchen is fully equipped to cater for the delivery requirements of SIT30821 Certificate lll in

Commercial Cookery. Bus and train access is available as well as independently owned parking.
Footscray station is located 340 meters away as is the famous Footscray Market with some of the best

produce in Australia.
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Carpentry and Cabinet making simulated environment
For Practical and demonstrations skills 3/15 Quinlan Rd Epping VIC 3076 is equipped with all the

required tools and equipment to deliver the requirements of MSF30322 Certificate Ill in Cabinet Making

and Timber Technology and CPC30220 Certificate Ill in Carpentry
Train access is available stopping off at Epping station and then a 3-minute walk to the training location.
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COURSES

Courses Provided by IIFS
SIT30821 Certificate Ill in Commercial Cookery

[ ]

e S|T40521 Certificate IV in Kitchen Management

e S|T50422 Diploma of Hospitality Management

e SIT60322 Advanced Diploma of Hospitality Management

e BSB50420 Diploma of Leadership and Management

e BSB60420 Advanced Diploma of Leadership and Management
e BSB80120 Graduate Diploma of Management (Learning)

e (CPC30220 Certificate Ill in Carpentry
MSF30322 Certificate iii in Cabinet Making and Timber Technology
CPC40120 Certificate IV in Building and Construction

e (CPC50220 Diploma of Building and Construction (Building)
See our course outline available through our website or via email for detailed information.
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INFORM AND PROTECT LEARNERS POLICY

INTRODUCTION

This policy is in accordance with Standards for RTO’s (Clause 5.1 to 5.3) and The National Code (Standard 2,
Recruitment of an overseas student).

Insight Institute of Further Studies (IIFS) must provide learners with information prior to commencement of
services including any third-party arrangements affecting the delivery of training and/or assessment to ensure
that learners are adequately informed about the services they are to receive, their rights and obligations and
IIFS ’s responsibilities. This is to occur regardless of the way the learner has been engaged, and whether the
learner was initially engaged with IIFS itself or a third party.

IIFS provides or makes readily available information to the learner that outlines the services it will provide the
learner, along with the rights and obligations of the learner and IIFS.

PoLICY
Prior to enrolment, IIFS must make a range of current, comprehensive and plain English information available
and easily accessible to assist students in making informed decisions. This information should include:

e The requirements for an overseas student’s acceptance into a course, including minimum level of
English language proficiency, educational qualifications or work experience required, and course
credit if applicable.

e The CRICOS course code, course content, modes of study for the course include compulsory online
and/or work-based training, placements, other community-based learning and collaborative research
training arrangements and assessment methods.

e Course duration and holiday breaks.

e The course qualification, award or other outcomes.

e Campus locations and facilities, equipment and learning resources are available to students.

e The details of any arrangements with another provider, person or business who will provide the
course or part of the course.

e Indicative tuition and non-tuition fees, including advice on the potential for changes to fees over
the duration of a course and IIFS’s cancellation and refund policies.

e The grounds on which the overseas student’s enrolment may be deferred, suspended or cancelled.

e The ESOS Framework, including official Australian Government material or links to this material
online.

e  Where relevant the policy and process IIFS has in place for approving the accommodation, support
and general welfare arrangements for younger overseas students (in accordance with Standard 5)

e Accommodation options and indicative costs of living in Australia,

e |IFS must clearly outline and inform the overseas students before they commence the course of the
requirements to achieve satisfactory course progress and where applicable, attendance in each study
period.

In accordance with Standards for RTO’s (Clause 5.1 to 5.3), Prior to enrolment or the commencement of
training and assessment, whichever comes first, IIFS will provide advice to the prospective learner about
the training product appropriate to meeting the learner’s needs, considering the individual’s existing skills
Student Handbook - International Students
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and competencies.

Prior to enrolment, IIFS will provide current and accurate information that enables the learner to
make informed decisions about undertaking training with the RTO and at a minimum includes the
following content:
o the code, title and currency of the training product to which the learner is to be enrolled, as
published on the National Register
o the training and assessment, and related educational and support services IIFS will provide to
the learner including the:
= estimated duration
= expected locations at which it will be provided
= expected modes of delivery
= name and contact details of any third party that will provide training and/or assessment,
and related educational and support services to the learner on the RTO’s behalf, and
= any work placement arrangements.
IIFS’s obligations are to the learner, including that IIFS is responsible for the quality of the training
and assessment in compliance with ASQA Standards, and for the issuance of the AQF certification
documentation.
the learner’s rights, including:
o details of the RTO’s complaints and appeals process required by Standard 6, and
o if the RTO, or a third-party delivering training and assessment on its behalf, closes or ceases to
deliver any part of the training product that the learner is enrolled in
the learner’s obligations:
o inrelation to the repayment of any debt to be incurred under the VET FEE-HELP scheme arising
from the provision of services
o any requirements the RTO requires the learner to meet to enter and successfully complete
their chosen training product, and
o any materials and equipment that the learner must provide, and
Information on the implications for the learner of government training entitlements and subsidy
arrangements in relation to the delivery of the services.

o Where IIFS collects fees from the individual learner, either directly or through a third party, IIFS
will provide or direct the learner to information prior to enrolment or the commencement of
training and assessment, whichever comes first, specifying:

All relevant fee information includes:
= feesthat must be paid to IIFS, and
= payment terms and conditions including deposits and refunds

o thelearner’s rights as a consumer, including but not limited to any statutory cooling-off period,
if one applies

o thelearner’s right to obtain a refund for services not provided by IIFS in the event the:

= arrangement is terminated early, or
= |IFS fails to provide the agreed services.
Where there are any changes to the services agreed, IIFS will advise the learner as soon as practicable,
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including in relation to any new third-party arrangements or a change in ownership or changes to

existing third party arrangements. The following procedure will be followed to inform the learners:

o Ifthere are any changes to the agreed services that affect the training and assessment of the
learners for a short duration of time (2 weeks or less), the CEO of IIFS will decide the best
course of action to minimize the impact on the provision of agreed services to the learners.
This includes but is not limited to making arrangements for Substitute Trainers and Assessors
and amending the timetable and proposed delivery schedule of Training and Assessment.
The learners will be informed as soon as possible via face to face in class or telephone or via
emails and post letters. A record of this will be maintained in the Student Data Management
System.

o Ifthere are any changes to the agreed services that effect the training and assessment of the
learners for a short duration of time (More than 2 weeks), the CEO will implement the
Provider Default Clause. The learners will be informed as soon as possible via face to face in
class or telephone or via emails. Learners will also be informed formally via a written notice
sent to them about the changes to the agreed service. A record of this will be maintained in
the Student Data Management System.

IIFS must provide clear information to learners about the following:

1. Full course code and title
o To ensure prospective learners can research the course you are offering, state the code and full
title of the training product you are offering, as listed on the National Register.

e Include any relevant currency information, such as whether a qualification has been superseded or
removed from a training package.
2. Venue, length and mode/s of delivery and/or assessment
e Provide the prospective learner with clear information about where the training and/or assessment
will be undertaken, how long it will take, and mode/s involved.

3. Third party arrangements (if applicable)

e Where athird party is involved in the training and/or assessment, learners have a right to know
who this is.

e Learnersshould be able to contact both IIFS and the third party at any time.

e |IFS must confirm to prospective learners that IIFS is responsible for the quality of training and
assessment provided and for the issuing of all qualifications and statements of attainment and that
any changes to the arrangements will be communicated to them.

e You must also provide information on how learners can lodge a complaint or appeal against either
IIFS or the third party.

4. Entryrequirements

e To ensure learners fully understand their obligations, IIFS must inform prospective learners

of any entry requirements and/or specific requirements they need to meet to successfully
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complete the program.

e |IFS must also make it clear if the learner needs to provide any materials and/or
equipment.

e Make it clear whether the training includes mandatory work placements. If mandatory
work placements are part of the training, learners must be provided with clear information
on who will arrange this.

5. Support services

e Provide information about support services available to learners and any cost associated

with them.
6. Feeinformation

e Provide fee information prior to enrolment or commencement of training/assessment

(whichever is earliest), about:
o all fees payable to IIFS, clearly describing all costs involved with the course
o how and when fees must be paid
o how to request a refund, and
o conditions under which a refund would be provided.
7. Consumer rights

e Inform prospective learners about their rights as a consumer, in accordance with

state/territory laws.

IIFS must also notify learners when any change occurs that may affect the services IIFS is providing them
with. This includes:

e achange in ownership of IIFS, and/or

® any changes to, or new third-party arrangements IIFS put in place, for the delivery of
services to those learners.

ENTRY REQUIREMENTS AND SELECTION POLICY

INTRODUCTION

In accordance with Standard 2: Recruitment of an overseas student of the National Code of Practice for
Providers of Education and Training to Overseas Students 2018, Insight Institute of Further Studies (IIFS) has
a documented policy and procedure for assessing whether the overseas student’s English Language
proficiency, educational qualifications or work experience is sufficient to enable them to enter the course.

In accordance with Standards for Registered Training Organizations 2015 (Chapter 2 - Enrolment) IIFS will
provide accurate information to students about the entry requirements for each course.

POLICY

Student Handbook - International Students
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This policy and associated procedure apply to all international student enrolments at IIFS. This policy will aid

students and IIFS staff in making fair and informed decisions relating to enrolments. The aim of this policy is

e To ensure that students fully understand their obligations, inform prospective students of any entry
requirements and/or specific requirements they need to meet to successfully complete the program.

e To make it clear if students need to provide any materials and/or equipment, such as personal
protective equipment

e To make it clear whether the training includes mandatory work placements. If mandatory work
placements are part of the training, IIFS must provide students with clear information on who will
arrange these.

ENTRY REQUIREMENTS
IIFS will provide the entry requirements for each course by:

e Pre—Enrolment Course Information Sheets for each course (Refer to Website www.iifs.vic.edu.au)
e Brochure
o |IFS Website

IIFS Entry Requirements:

o Allstudents must be 18 years of age or older to apply for enrolment into this qualification.

e Students must have completed High School (or equivalent)
e All students must register for their USI and after signing application form IIFS gets the right to look for
and/or register for USI on students behalf

e The students must have good computer skills (including WORD, EXCEL, PowerPoint and Internet to
search for information)
e All students must complete the Pre Training Review
English Language Proficiency
e All courses are delivered and accessed in English. The students must have LLN (Language, Literacy
and Numeracy) Skills for the level of this course.

Insight Institute of Further Studies (IIFS) — IIFS English & LLN Entry Requirements but not limited to below:
e This course is delivered and accessed in English. The students must have LLN (Language, Literacy and
Numeracy) Skills for the level of this course.

e Students must provide current (test date less than 2 years) and valid proof of English Language Proficiency
by any of the following tests:

e |ELTS (International English language testing System) minimum overall score 6
e PTE (Pearson Test of English) minimum overall score 50

e TOEFLiBT (Test of English as a Foreign Language — Internet based test) minimum overall score 60

C1 Advanced (formerly Cambridge English — Advanced CAE) minimum overall score 180
Note: Insight Institute reserves the right to enrol students or refuse enrolment based on LLN skills determined by
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the student support officer.

The student can be exempt from English proficiency condition by providing evidence any of the following:
e They are a citizen of United Kingdom, United States of America, Canada, New Zealand, Republic of Ireland.

e They have completed minimum 5 years of study in Australia, Canada, New Zealand, South Africa, Republic
of Ireland.

e They have completed (within the past 2 years) in Australia in English — requirements for senior secondary
certification of education.

e They have completed (within the past 2 years) in Australia in English — substantial component of AQF
Level 4 or higher on a student visa.

Note: Insight Institute reserves the right to enrol students or refuse enrolment based on LLN skills determined by
the student support officer.

Training Package Requirements
IIFS will implement the entry requirements specified in the Training Package for each course.

Pre-Training Review
For each eligible student, IIFS will conduct a Pre-Training Review of their current competencies including
literacy and numeracy skills prior to the student commencing training. The Pre-Training Review will:

¢ |dentify any competencies previously acquired (Recognition of Prior Learning
(RPL), Recognition of Current Competency (RCC) or Credit Transfer);

e Assess the student’s Language Literacy and Numeracy (LLN) to determine the student’s learning
needs and any additional support required so that the student is in the best possible position to
complete their course.

e Ascertain the most appropriate qualification for the student to be enrolled in, including taking into
consideration the likely job outcome(s) from the development of their new competencies and skills;
and

e Ascertain that the proposed learning strategies and teaching and assessment materials are
appropriate for that student.

Unique Student Identifier (USI) Number

All students enrolling in nationally recognized training will be required to provide IIFS with a Unique Student
Identifier (USI). The USI is linked to the National Vocational Education and Training (VET) Data Collection.

PROCEDURE

IIFS will only enrol students who meet all the entry requirements of the course. IIFS’s Enrolments Officer will
be responsible for this process.

1. Upon receiving an enrolment enquiry from a student, IIFS will provide all pre-enrolment course
information to the student.
Student Handbook - International Students
International Students - Version 1.2
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2. When a student completes an Application for Enrolment form, IIFS’s Enrolments Officer will:

e Verify that the student has provided all supporting documents according to the checklist.
e Check that the student meets all the entry requirements of the course.
e Check that all requirements for the Selection for Enrolment Form are completed.
e Thenissue a Letter of Offer and an Enrolment agreement to the student.
3. Thisis documented on the Selection for Enrolment Form
To accept the Offer, the student must sign the Enrolment Agreement and pay the initial deposit.
5. Upon receiving the signed Enrolment Agreement and the initial deposit, a Confirmation of
Enrolment (COE) is issued.

UNIQUE STUDENT IDENTIFIER (USI)

A Unique Student Identifier (USI) is a reference number made up of numbers and letters that creates a
lifetime record for an individual of all the nationally recognized training that has been completed. Under
the Unique Student Identifiers Act 2014, all RTOs must ensure they have a valid USI for any student that
enrols in nationally recognized training from 2015. This means that as a student you must either:

e Provide us with your USI, or

e Provide us with permission to access or create your US| on your behalf.

If you provide us with permission to access or create your US| we will need a valid form of identification.
The ID that you provide for this purpose will be destroyed once we have used it for this purpose.

If you would like to create your own USI, please visit: http://www.usi.gov.au/Students/Pages/default.aspx
We are unable to issue a qualification or a statement of attainment unless we have a valid USI.

COURSE ORIENTATION

Before the commencement of the course, IIFS will provide an age and culturally appropriate Orientation
Program for all students which will provide them with information about:
e Emergency Management planincluding evacuation procedures
e Student Support Services available to assist overseas students to help them adjust to
study and life in Australia.

e Student Support Services Contact Person
e Allfacilities and resources

e  Staff Contact for different departments
e English Language Support

e Academic Support

e  LLN Support

e  Technology Support

e  Student Welfare Services

e  Other Support Services offered

e  Referral Services to external agencies

e  Course progress requirements

e Complaints and appeals processes

Student Handbook - International Students
International Students - Version 1.2

Insight Institute of Further Studies Pty Ltd
Page 13 of 76


http://www.usi.gov.au/Students/Pages/default.aspx

~

I
O
A
A
V2

RTO 46034 CRICOS 04152G
e  (Critical Incidents

e  Student Safety Information

e Legal Services for international Students

e  Emergency and Health services

e  Student Rights

e  Services students can access for information on their employment rights and conditions, and how
to resolve workplace issues, such as through the Fair work Ombudsman.

e Generalinformation about living in Australia.

CREDITS

e (Credit is formal recognition of the previous studies you have completed for the purpose of reducing the
units or modules that you are required to complete in the course you are enrolled in with us.

e Insight Institute of Further Studies can grant you credit towards your course for units of competency or
modules that you have already completed with another RTO or authorized issuing organisation. We can
also grant you Credit for subjects or units you have completed where equivalence can be established
between the unit/ module in your course, and the subject or unit you have completed.

e Thereis no charge to apply for Credit.

e Toapply, fill in the Credit Application Form and submit it as part of your application. You can apply for
Credit at any time however it is best you do this as part of your enrolment so that Credits are known
upfront, and you are not required to do any work that you otherwise may not have needed to do.

e Make sure you attach certified copies of transcripts from your previous study. In some cases, we may ask
for additional information about the subject or unit you previously studied so we can determine
equivalence. Your Credit Application may be returned to you if you don’t provide the required information.

e Insome cases, Credits may lead to a reduction in the course fees as there is less work involved in offering
your course. This will be advised to you in writing.

e You will be advised in writing of the outcome of your Credit Application.

RECOGNITION OF PRIOR LEARNING

INTRODUCTION

Standards for Registered Training Organisations (RTOs) 2015 - F2014L01377 Glossary Definition

Recognition of Prior Learning (RPL) means an assessment process that assesses the competency/s of an
individual that may have been acquired through formal, non-formal and informal learning to determine the
extent to which that individual meets the requirements specified in the training package or VET accredited
courses.

Formal Learning (Credit) refers to learning that takes place through a structured program of instruction and
is linked to the attainment of an AQF qualification or statement of attainment (for example, a certificate,
diploma or University degree).

Student Handbook - International Students
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Non-Formal Learning refers to learning that takes place through a structured program of instruction, but

does not lead to the attainment of an AQF qualification or statement of attainment (for example, in-house

professional development programs conducted by a business); and

Informal Learning refers to learning that results through experience of work-related, social, family, hobby

or leisure activities (for example the Acquisition of interpersonal skills developed through several years as a
sales representative).

e The availability of Recognition of Prior Learning (RPL) provides all potential students with access to
RPL opportunities.

e The recognition of prior learning pathway is appropriate for potential students who have previously
attained skills and knowledge and who, when enrolling in qualifications, seek to shorten the
duration of their training and either continue or commence working.

e As with all assessments, RPL assessment should be undertaken by academic staff with expertise in
the subject, content of skills area, as well as knowledge of and expertise in RPL assessment policies
and procedures.

e Assessment methods used for RPL should provide a range of ways for potential students to
demonstrate that they have met the required outcomes and can be granted credit.

e In a Recognition of Prior Learning (RPL) pathway, the enrolled student provides current, quality
evidence of their competency against the relevant unit of competency. This process may be
directed by the student and verified by the assessor. Where the outcomes of this process indicate
that the candidate is competent, structured training is not required. The RPL requirements of the
AQTF must be met.

e As with all assessment, the assessor must be confident that the evidence indicates that the
candidate is currently competent against the endorsed unit of competency.

e The onusis on students to provide sufficient evidence to satisfy assessors that they currently hold
the relevant competencies.

PROCEDURE

Insight Institute of Further Studies (IIFS) will offer Recognition of Prior Learning to individual learners prior to
enrolling them at IIFS.

All students wishing to enrol in a qualification at Insight Institute of Further Studies (IIFS)’s Scope of
Registration will be required to follow the RPL process:

STEP 1:

e Prior to enrolling a student, IIFS’s Admin Officer will ensure that each student completes the RPL
documentation so that IIFS can determine the amount of training they will provide to each student
with regard to their existing skills, knowledge and the experience.

e This document will provide an overview of the Recognition of Prior Learning (RPL) as an assessment
process which assesses the competency/s of a student that may have been acquired through
formal, non-formal and/or informal learning (or a combination of these) to determine the extent
to which that student meets the requirements specified in the relevant training package or VET
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accredited course.

e The students will also be informed about the cost related to the RPL Process.

STEP 2:

e |IFS’s RPL Assessor will arrange a brief meeting with the student to determine whether or not the
RPL process, on a unit-by-unit basis, is applicable for the student.

e During this meeting if the student is of the opinion that they can provide evidence of any of the
above types of learning the IIFS Assessor will outline what specific evidence the student will need
to provide and timeframes for the provision of this evidence so that RPL can be granted:

a. For formal learning (Credit Transfer) the evidence required is a Testamur/Record of Results
or Statement of Attainment from a Registered Training Organisation. IIFS’s RPL Assessor along
with Admin staff will check that the evidence provided is authentic. This assessment activity
will be conducted by IIFS at no cost to the student.

b. For non-formal learning the evidence required must be an outline of the structured program
of instruction and must include the Logo and Business Name of the organisation that provided
the instruction in addition to a Certificate of Attendance. The RPL processing fee must be paid
by the student irrespective of whether RPL is granted or not granted. To assist with the
evidence gathering activity the RPL Assessor will conduct RPL Conversation, on a unit-by-unit
basis for all units within a qualification, with the student which will form part of the pool of
evidence that will assist with the determination of competence. If the RPL Assessor during the
RPL Conversation believes that the student will not be able to be deemed competent at the
conclusion of the conversation, they will terminate the RPL process at this stage. The RPL
processing fee must be paid by the student irrespective of whether RPL is granted or not
granted.

c. Forinformal learning the evidence required is — for work related evidence a third-party report
from the work supervisor. For other informal learning activities such as social, family, hobby or
leisure the IIFS Assessor will provide guidance as to what types of evidence the student will
require to provide to the IIFS Assessor in order to be granted RPL for a unit of competency. The
IIFS Assessor will outline to the student that the evidence that they provide must satisfy the
following Rules of Evidence (Validity, Sufficiency, Authenticity and Currency).To assist with the
evidence gathering activity the RPL Assessor will conduct RPL Conversation, on a unit by unit
basis for all units within a qualification, with the student which will form part of the pool of
evidence that will assist with the determination of competence. If the RPL Assessor during the
RPL Conversation believes that the student will not be able to be deemed competent at the
conclusion of the conversation, they will terminate the RPL process at this stage. The RPL
processing fee must be paid by the student irrespective of whether RPL is granted or not
granted.

STEP 3:
The student will be required to provide evidence of any formal learning/non-formal or informal learning to
the RPL Assessor by the agreed date for submission. After reviewing the evidence, the RPL Assessor will either
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grant or not grant RPL on a unit-by-unit basis. To complete the process the IIFS Assessor and student will both

sign and date the RPL document which outlines the outcome of the assessment process as well as advising the

student of IIFS’s Appeals process (if they are dissatisfied with any assessment outcome).

In judging evidence, the assessor must ensure that the evidence of prior learning is:

STEP 4:

authentic (the students’ own work);

valid (directly related to the current version of the relevant endorsed unit of competency);
reliable (shows that the student consistently meets the endorsed unit of competency);

current (reflects the student current capacity to perform the aspect of the work covered by the
endorsed unit of competency); and

sufficient (covers the full range of elements in the relevant unit of competency and addresses the
four dimensions of competency, namely task skills, task management skills, contingency
management skills, and job/role environment skills).

IIFS’s RPL Assessor will advise IIFS’s Administrative Department of the outcomes of the RPL Assessment process

for a particular student so that the Administrative Department can begin the enrolment process. All RPL

documentation must be retained in the student’s individual file.
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STEP 5:

If IIFS grants RPL or course credits which reduces the overseas student’s course length, IIFS must then inform
the overseas student of the reduced course duration and issue a Confirmation of Enrolment (CoE) for the
reduced duration of the course.

IIFS will also need to report any change in course duration in Provider Registration

and International Student Management System (PRISMS) if RPL or course credits are granted after

the overseas student’s visa is granted.

Requirements of IIFS RPL Assessor

e |IFS assessors who conduct RPL assessments against individual units of competency will hold formal
recognition of competence in each unit in which they are conducting a RPL assessment or have the
relevant vocational competencies at least to the level being assessed.

e Itistheir judgement that will certify that an RPL candidate has provided all the required evidence of
competency to the standard required.

e The lIFS RPL assessor must be confident that the evidence indicates that the RPL candidate is
currently competent against the endorsed unit of competent.

e This evidence may take a variety of forms (direct, indirect or supplementary evidence) with the
onus being on the candidate to provide sufficient evidence to satisfy the IIFS RPL assessor that they
currently hold the relevant competencies.

APPEALS

If a student wishes to appeal any of the RPL decisions made by their RPL assessor, they have the right to access
IIFS’S Appeals Procedure within twenty working days of the communication advising them that the RPL has
not been granted for any unit of competency.

STUDENT CODE OF CONDUCT

Students have the right to:

e Be provided with the Educational and Support Services as outlined in the Enrolment Agreement.

e Be given clear and accurate information about their course, training and assessment arrangements
and their progress.

e Receive training, assessment and support services that meet their individual needs.

e Access the support they need to effectively participate in their training program.

e To access all IIFS services and facilities related to this course of study during the period of their
enrolment.

e Betreated fairly and with respect by all students and staff.

e Learninasupportive environment which is free from harassment, discrimination and victimisation.

e Learnin a healthy and safe environment where the risks to personal health and safety are
minimised.
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Have their personal details and records kept private and secure according to IIFS’s Privacy Policy.

Access the information Insight Institute of Further Studies holds about them.

To Complain and Appeal about any behaviour or decisions made by IIFS that may affect the
educational outcomes they are seeking.

Have their complaints and appeals dealt with fairly, promptly, confidentially and without retribution.
Make appeals about procedural and assessment decisions.

To obtain a Refund for services in case of Provider Default and as per Refund Policy.

Provide feedback to the Insight Institute of Further Studies on the client services, training,
assessment and support services they receive.

Be informed of any changes to the services agreed, and how it affects them as soon as practicable.

Student Obligations
Throughout their training and involvement with IIFS students are expected to:

Treat all IIFS staff, students and property with fairness and respect and not do anything that could
offend, embarrass or threaten others.

Follow all safety policies and procedures directed by staff.

Report any perceived safety risks as they become known.

Notify IIFS if any of their personal or contact details change.

Provide relevant and accurate information to Insight Institute of Further Studies in a timely manner.
Approach their course with due personal commitment and integrity.

Complete all assessment tasks, learning activities and assignments honestly and without plagiarism
or infringing on copyright laws.

Hand in all assessment tasks, assignments and other evidence of their work with a completed and
signed cover sheet.

Make regular contact with their Trainer/Assessor.
Maintain class attendance and course progress requirements

Make payments for their training within agreed timeframes, where relevant.

If you do not follow the above conduct requirements and housekeeping rules, you may be subject to disciplinary

action such as suspension or a requirement to follow a disciplinary action plan.
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COURSE PROGRESS REQUIREMENTS

INTRODUCTION

In accordance with The National Code (Standard 8- Overseas student visa requirements), Insight Institute of
Further Studies (IIFS) must inform overseas students before they begin a course about the requirements to
achieve satisfactory course progress and attendance requirements, where applicable.

Overseas students must make satisfactory course progress and, where applicable, attendance as a

condition of their student visa.

Insight Institute of Further Studies (IIFS) must:

e monitor the overseas students’ course progress and attendance according to the
requirements of their sector

e identify and offer support to those at risk of not meeting course progress or attendance
requirements

e onlyextend the duration of an overseas student’s enrolment in certain circumstances and
advise them of potential impacts on their student visa

e only deliver online learning in accordance with the online learning requirements for their
sector.

poLicy
IIFS will systematically monitor each individual student’s course progress. The purpose of monitoring course
progress is to identify students who:

e Are not achieving satisfactory course progress and/or

e Areatrisk of not completing the course within the expected duration.

Course Duration

The expected duration of study specified on the overseas student’s Confirmation of Enrolment (CoE)

must not exceed the Commonwealth Register of Institutions and Courses for Overseas Students (CRICOS)
registered duration for the course. This means that IIFS will need to monitor the progress of overseas students
to ensure they are able to complete the course within the expected duration specified on the CoE.

Course Progress
Course progress is achieving a Competent (C) outcome in the Units of Competency of the course.

e At the beginning of each unit the assessor will go through the arrangements for assessment with
the students and will provide all the details about the assessment requirements.

e Each assessment task within a Unit of Competency will be given an outcome of either Satisfactory
(S) or Not Satisfactory (NS).

e Students must complete all tasks for a unit satisfactorily to achieve an overall outcome of
Competent (C) for a unit.

e If one or more of your tasks are assessed as Not Satisfactory, students will be given an overall
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outcome for the unit of Not Yet Competent (NYC).

Students will be given 2 further attempts to complete the task and achieve a Satisfactory outcome.
They will be given a timeframe for the resubmission and advised what must be included in the re-
submission.

If, after the third attempt, they are still assessed as Not Satisfactory for a task, a result of Not Yet
Competent (NYC) will be given.

Students will then need to re-enrol in the Unit of Competency.

Monitoring Course Progress

IIFS’s Trainers are responsible for continuously monitor, assess and record each student’s course
progress using the Course Progress Register.

Student results are recorded in Axcelerate (Student Data Management System).

At the end of each study period (12 weeks), IIFS Trainers are responsible of identifying students
who are not achieving satisfactory course progress and are at risk of not completing the course
within the expected duration.

IIFS Trainers will notify the admin department about these students so that Risk Intervention
Procedure can be initiated.

Risk Intervention Procedure

The Risk Intervention Procedure will be initiated when the Trainer establishes that the student is
not maintaining satisfactory course progress.
The Admin Department will issue a written warning to the students notifying them that they are
at risk of not meeting the course progress requirements. This communication will also inform the
students about the Risk Intervention Meeting involving the Trainer and the student. The admin
department will finalize date and time suitable to both parties for this meeting.
The purpose of the Risk Intervention Meeting is to identify the reasons behind the unsatisfactory
course progress and exploring alternative strategies (such as not limited to utilising the re assessment
and catch-up days allocated in the timetable at the end of each term) so that the student is in better
position to achieve satisfactory course progress.
The intervention strategies may include, but are not limited to:
o academic skills support
additional English support
additional tutoring/study group
increased monitoring
personal counselling
placement in a more appropriate class; and
reduction in course load

Timetable adjustments using the new study plan.
o Reviewing assessment strategies.

O O O O O O

If the student attends the meeting:

The outcomes of the Risk Intervention meeting will be recorded and placed on the student’s file with
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a copy provided to the student.

e Following the Risk Intervention meeting, the trainer will monitor the implementation of the agreed
strategy to ensure that the student is now able to maintain satisfactory course progress.

e During this monitoring process if the trainer believes that the student has not in good faith
implemented the agreed strategy/s the trainer will deemed that the student has failed to meet
satisfactory course progress.

e If the agreed intervention strategy is breached by the student and at that time the trainer also
assesses them as not being able to complete their study within their period of enrolment, the trainer
will bring this to the notice of the Administrative Department.

e The Administrative Department will inform the students in writing of IIFS’s intention to report them via
PRISMS for unsatisfactory course progress and allow the student 20 working days to avail IIFS’s
Complaints and Appeals Process.

If the student does not attend the meeting:
e |IFS Trainer will advise the Admin Department so that a letter (Non-Attendance at Intervention
Meeting) can be sent to the student advising them that
o they failed to attend the scheduled meeting,
o they are unlikely to achieve IIFS course progress requirement of completing all units of
competency within their enrolment period, and
o that the student should contact IIFS to reschedule the meeting within 7 days.

e If the student has not established any contact at the end of the 7 days, the Administrative
Department will inform the student in writing of IIFS’s intention to report them via PRISMS for
unsatisfactory course progress.

e |IFS’s final written notice (of its intention to report the student for unsatisfactory progress) will
inform the student that they can access IIFS’s Appeals process and that they have 20 working days
in which to do so.

APPEALS

Students can appeal any decision made by IIFS in relation to this policy and procedure in accordance with
the Complaints and Appeals Policy and Procedure.

A student may appeal IIFS’s decision to report on unsatisfactory course progress on the following grounds:

e |IFS’sfailure to record or assess a student’s grade (S- Satisfactory) accurately,

e Compassionate or compelling circumstances, or

e |IFS has not implemented its intervention strategy and other policies according to its documented
policies and procedures that have been made available to the student.

Where a student’s appeal is successful, the outcomes may vary according to the findings of the appeals
process.
e If the appeal shows that there was IIFS error in recording or assessing a student’s grade (S-
Satisfactory) accurately and as a direct result the student actually made satisfactory course progress,
IIFS will not report the student, and there will be no further requirement for intervention.
e If the appeals process shows that the student has not made satisfactory progress, but there are
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compassionate or compelling reasons for the lack of progress, ongoing support will be provided to

the student through IIFS’s Student Supports Services, and IIFS will not report the student.

Where:

e astudent has chosen not to access IIFS’s appeals process within the 20 working day period, or
e a student withdraws from the process, or the process is completed and results in a decision
supporting IIFS (i.e. the student’s appeal was unsuccessful)

IIFS’s Administrative Department will notify the Secretary of the Department of Education through PRISMS
that the student is not achieving satisfactory course progress. A copy of this notification will be placed on the

student’s file.

REPORTING OVERSEAS STUDENT VISA HOLDERS
IIFS must maintain the overseas student’s enrolment by only reporting a breach of course progress or
attendance in Provider Registration and International Student Management System (PRISMS) if:

e theinternal and external complaints processes have been completed and the breach has
been upheld;

o the overseas student has chosen not to access the internal complaints and appeals process
within the 20 working day period;

e the overseas student has chosen not to access the external complaints and appeals process;
or

e the overseas student withdraws from the internal or external appeals process by notifying
IIFS in writing.

EXTENDING COURSE DURATION
a) IIFS may only extend the duration of the student’s study where it is clear that the student will not complete
the course within the expected duration (as specified on the student’s CoE) as the result of one or more of
the following circumstances:
i. lIFS has assessed that there are compassionate or compelling circumstances and there is
evidence to support this assessment
ii.  IIFS has implemented its intervention strategy for students who were at risk of not meeting
satisfactory course progress

iii. ~ Anapproved deferment or suspension of study has been granted
b) Compassionate or compelling circumstances are defined as those which are generally beyond the control

of the student and which have an impact upon the student’s course progress or wellbeing. These could
include, but are not limited to:
i.  Serious illness or injury, where a medical certificate states that the student was unable to
attend classes;
ii.  Bereavement of close family members such as parents or grandparents (where possible, a
death certificate should be provided);
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iii. ~ Major political upheaval or natural disaster in the home country requiring emergency travel

and this has impacted on the student’s studies; or
iv.  Atraumatic experience, which could include:
e Involvement in, or witnessing of a serious accident; or,
e Witnessing or being the victim of a serious crime, and this has impacted on the student
(these cases should be supported by police or psychologists’ reports).

V. where IIFS was unable to offer a pre-requisite unit, or the overseas student has failed a
prerequisite unit and therefore faces a shortage of relevant units for which they are eligible to
enrol.

When determining whether compassionate or compelling circumstances exist, IIFS Staff will use their
professional judgement to assess each case on its individual merits and should consider documentary evidence
provided to support the claim and should keep copies of these documents in the overseas student’s file.

c) Where a student requests an ‘extension’ to their CoE because the student or IIFS has identified that the
student will not be able to complete their course of study by the Proposed Course End Date indicated on
the CoE, IIFS will select the SCV report option in PRISMS titled ‘Student requests change to existing
enrolment.”

d) Where there is a variation in the student enrolment load which may affect the student’s expected duration
of study, IIFS will record this variation and the reasons for it on the student file. IIFS will report the student
via PRISMS and/or issue a new CoE.

e) Exceptinthe circumstances specified in IIFS’s Deferment, Suspension and Cancellation Policy the expected
duration of study specified in the student’s CoE will not exceed the CRICOS registered course duration.

ATTENDANCE REQUIREMENTS

If you are enrolled in a class-based course, it is an expectation that you attend every class so as to not fall
behind. Please notify your trainer at least 30 minutes prior to class if you are unable to attend for some
reason.

ASSESSMENT ARRANGEMENTS

At the beginning of each unit your assessor will go through the arrangements for assessment with you and
you will be given all the details about the assessment requirements.
At this time, you will:
e Be provided with detailed assessment instructions for each task/requirement, which includes the
criteria that you’ll be assessed against.
e Beinformed of relevant due dates or timing of assessments to be conducted
Your assessor will go through all of the arrangements with you and you can ask them any questions you
have.
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Submitting your assessments

e Assessmentsshould be submitted directly to the trainer/assessor.

e You must keep a copy of all tasks that you submit as we are not able to return copies because we
must keep them as evidence in your file. Additionally, we will not be held responsible for any items
that go missing in the post. If this occurs, you will be asked to re-submit the work.

e Written work will be marked within 15 days of receipt. Your assessor will provide you with written
feedback (as required) and confirm the outcome of the final assessment result on the Assessment
Outcome Form.

Assessment outcomes

e Each assessment task will be given an outcome of either Satisfactory (S) or Not Satisfactory (NS).

e You must complete all tasks for a unit satisfactorily to achieve an overall outcome of Competent (C)
for a unit.

e |f one or more of your tasks are assessed as Not Satisfactory, you will be given an overall outcome
for the unit of Not Yet Competent (NYC).

e You can have 2 further attempts to complete the task and achieve a Satisfactory outcome. You will
be given a timeframe for your resubmission and advised what you must include in your re-
submission.

o If, after the third attempt, you are still assessed as Not Satisfactory for a task, a result of Not Yet
Competent (NYC) will be given.

e Students will then need to re enrol in that unit. This will incur an additional fee for self-funded
students as identified in the fees and charges information.

Reasonable adjustment in assessment
Some students may need modifications to assessments due to disability, illness or special considerations —
this is called reasonable adjustment.

Reasonable adjustment can involve:
e Making training and assessment resources and methods more accessible e.g. providing learner

workbooks in an audio format or on different coloured paper.
e Adapting physical facilities, environment and/or equipment e.g. setting up hearing loops.
e Making changes to the assessment arrangements e.g. more time allowed for assessments.
e Making changes to the way evidence for assessment is gathered e.g. written questions asked orally.
Please speak to your assessor if you think that you may need an adjustment made. Note these adjustments
are made at the discretion of your assessor based on your identified needs.

Appealing assessment decisions
If you do not agree with any assessment decision, you can lodge an assessment appeal. Please refer to the
Complaints and Appeals section in this handbook for information about how to lodge an appeal.

Strategies for assessing achievement of student outcomes:
e  Student will undertake formative activities, which will not be assessed, so that they will be provided
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with feedback on these activities by the trainer, prior to commencing the summative assessment

activities

e  Students will collect evidence as specified in the Summative Skills and Assessment documentation, and
will be required to present their evidence to their Assessor so that the evidence can be assessed as either
S — Satisfactory or NS — Not Satisfactory (for each piece of assessment)

e Ifthe evidence is assessed as NS — Not Satisfactory the student will given 2 re — submit opportunities

¢ Inall cases the Assessor will provide feedback to the student (e.g. where a student has been assessed as
a NS they will be provided with clear and constructive feedback based on the summative assessment
decision so that they can improve their skills / knowledge prior to reassessment)

e Only when all assessments have been assessed as S - Satisfactory will a student be deemed C —
Competent; if a student does not satisfactorily complete all the assessment tasks they will be deemed
NYC — Not Yet Competent (and will be required to re-enrol in the unit)

e  Students will have every opportunity to complete all assessment tasks for a unit of competency during
the enrolled period.

e  The Assessor will use the checklists (which are part of the Skills and Knowledge documentation) to
ensure that all the criteria has been assessed; and make comments where appropriate or necessary

e If a student requires allowable adjustments to any assessment activity/task they will be encouraged to
discuss their particular requirement with their assessor at the beginning of the delivery for each unit.

e If a student is dissatisfied with an assessment decision they can appeal the decision (as per RTO
Standards 6.2).

e After students have submitted the summative evidence of competence (skill and knowledge), the
Assessor will provide individual feedback each student, on a unit-by-unit basis and provide a summary
of their feedback on the front page of the Skill and Knowledge Assessment tool.

ASSESSMENT RECORDING
IIFS will record results within 10 working days of the completion of a unit of competency.

ASSESSMENT MISCONDUCT

Identification of misconduct

If IIFS Assessor believes there has been a serious and/or pre-meditated irregularity or act of misconduct
during an assessment, a meeting between the Assessor and the relevant Training Coordinator will be
convened to investigate the matter. The student will be advised on the procedures of the investigation. The
piece of assessed work in which the irregularity is suspected will be retained by the Assessor until the
investigation, including any appeal, is complete or the agreed date for the return of assessed material — but
within the student’s enrolment period.

Disciplinary action
If the IIFS Assessor, in consultation with the relevant Training Coordinator, finds that an irregularity has
occurred they may, whilst taking into account the seriousness of the occurrence and the circumstances,
decide that:

a) The case against the student will be dismissed

b) The student will be required to undertake further assessment
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c) The student may be reprimanded by the IIFS CEO

d) An ‘NYC result will be recorded for the Unit of Competency
The student will be informed in writing of the decision, the reason(s) for the decision and the appeal
mechanism within two (2) working days of the decision being made. The relevant Training Coordinator will
retain copies of all documentation, including any evidence collected.

GROUNDS FOR APPEAL
A student who is dissatisfied with the outcome of their assessment review in the first instance should discuss
their concerns with the Assessor and/or relevant Training Coordinator. If the issue is not resolved and requires
escalation to a higher authority, the student may appeal the decision(s) on one or more of the following
grounds according to IIFS’s Complaints and Appeals process:

a) Thataproceduralirregularity has occurred

b) Thatevidence was inappropriately assessed

ASSESSMENT POLICY

INTRODUCTION
This policy has been developed to ensure Insight Institute of Further Studies (IIFS)’s compliance with
Standards for RTOs 2015

PoLICY
Insight Institute of Further Studies (IIFS)’s assessment systems have been developed and implemented in
such a way that it ensures that:

e assessment judgements made by IIFS’s Assessors are consistently made on a sound basis

e IIFS will gather evidence from a variety of sources.

e Assessments of evidence and judgements about competency will be undertaken by IIFS assessor
who meets the specific requirements for an assessor in the Standards for Registered Training
Organisations 2015.

e validation of IIFS’s assessment judgements is carried out with at least 50% of IIFS’s Training
products being validated within the first three years of each five year cycle, taking into account the
relative risks of all of the training products on IIFS’s scope of registration (including those risks
identified by the VET regulator).

e |IFS’s assessments will always be based on the performance of the individual learner

IIFS’s assessment system will ensure that assessment (including Recognition of Prior Learning):
e complies with the assessment requirements of relevant the Training Package or VET Accredited
Course; and
e jsconducted in accordance with the Principles of Assessment and the Rules of Evidence

For a learner to be assessed as competent, by IIFS the learner must demonstrate their:

e ability to perform relevant tasks in a variety of workplace situations, or simulated workplace
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situations

e understanding of what they are doing, why they are doing it and when they need to perform tasks
e ability to integrate performance with understanding, to show they are able to adapt to different
contexts and environments.

IIFS learner will:
e beassessed against the assessment requirements as outlined in the unit of competency

e be assessed in a safe environment where evidence gathered demonstrates consistent performance
of typical activities in a workplace (where applicable)

ASSESSMENT REQUIREMENTS

Each unit of competency contains assessment requirements grouped into three areas:

performance evidence
knowledge evidence
assessment conditions.

Performance and knowledge evidence describe what a learner must demonstrate in order to be considered
competent. Assessment conditions describe the conditions under which a learner must demonstrate this,
including any specific requirements for resources, trainers and assessors and the context for assessment.
Some training packages and courses may not have been updated to this format. In these cases, ‘required skills
and knowledge’ and ‘evidence guide’ or similar terms are used.

When planning assessment, IIFS will ensure all of the requirements of the unit or module. To achieve a
‘competent’ result, learners must meet all the requirements of the unit.

IMPLEMENTING THE PRINCIPLES OF ASSESSMENT

No matter what assessment pathway or methods are used, the principles of fairness, flexibility, validity and
reliability must be met.
8. Fairness

e At enrolment or prior to commencement of training, make recognition of prior learning available to
all learners. IIFS will ensure any required adjustments are made to the training and assessment
program for each learner.

e |IFS will consider the learner’s needs in the assessment process and make reasonable adjustments to
accommodate the learner (such as providing oral rather than written assessment). However, the
rigour of the assessment process won’t be compromised.

e |IFS will ensure the learner is fully informed of the assessment process and performance
expectations before undertaking assessment.

e Ifalearner is unable to complete the required task to the level described in the assessment
requirements, IIFS will consider whether they need further training before being reassessed.

e Sound enrolment processes will help to identify the needs of learners and avoid learners being
enrolled in a course that they will not be able to complete.

e |IFS has an appeals process to provide an avenue for learners to challenge an assessment decision

Student Handbook - International Students
International Students - Version 1.2

Insight Institute of Further Studies Pty Ltd
Page 28 of 76



RTO 46034 CRICOS 04152G
and to have it reviewed objectively.

9. Flexibility

IIFS will at enrolment or prior to commencement of training, make recognition of prior learning
available to all learners. IIFS will ensure any required adjustments are made to the training and
assessment program for that learner.

IIFS will take the learner into account in the assessment process, and recognise that they may
already have demonstrated some aspects of the unit through other means. If individual learners
have demonstrated current skills and knowledge, they should not be required to be reassessed in
those areas, unless the previous demonstration of skills or knowledge is in a significantly different
context or environment.

IIFS will use a range of assessment methods to help produce valid decisions and recognise that
learners demonstrate competence in a variety of ways.

10. Validity

As part of assessment, IIFS requires learners to demonstrate skills and knowledge across a range of
environments and contexts relevant to the unit or module. Assessing in a variety of contexts shows
that the learner is able to apply the skills and knowledge in other situations, and can apply their
knowledge in a practical way.

IIFS will ensure that assessment tasks and methods match assessment requirements.

11. Reliability

IIFS will make assessment decisions consistently across different learners and different assessors in
the same unit or module.
IIFS will have a well-designed assessment system that includes measures to minimise variation
between assessors. The same evidence presented by different learners or to different assessors
should result in the same decision.
IIFS will develop evidence criteria (i.e. decision-making rules) to judge the quality of performance.
This will help assessors make consistent judgements about competence. Evidence criteria could
include:

o model answers (where appropriate)

o descriptions of observations needed to assess skills and application of knowledge in a

practical activity.

Benchmarks for practical activities must necessarily be broad enough to allow for variations in the
precise task being undertaken and any variations in the context, but must include ‘observable
behaviours’—the behaviours which must be exhibited by the learner when carrying out the task.

IMPLEMENTING THE RULES OF EVIDENCE

The evidence used to make a decision about competence must be valid, sufficient, authentic and current.
12. Validity

IIFS will ensure that evidence is directly related to the competency being assessed.
IIFS will ensure there is a direct relationship between the assessment tasks or activities learners
undertake, the evidence presented and the assessment requirements.

Student Handbook - International Students
International Students - Version 1.2

Insight Institute of Further Studies Pty Ltd
Page 29 of 76



RTO 46034 CRICOS 04152G

13. Sufficiency

IIFS will gather enough evidence to make a valid judgement of competence or otherwise.

The quantity of evidence may vary between learners. Some may take longer or need to complete a
greater number of tasks to demonstrate competence. Others may, despite repeated opportunities,
not be able to achieve competence.

14. Authenticity

IIFS will ensure that evidence gathered ‘belongs’ to the learner being assessed and provides
evidence of that person’s skills and knowledge.

IIFS will verify that the person you are enrolling, training and assessing is the same person that will
be issued with a qualification or statement of attainment

15. Currency

Decide how valid the evidence is, given the time that has passed since the evidence was generated.
Currency is important in determining if a learner is competent. Currency is a particular risk with
recognition of prior learning, as you may be presented with a range of evidence gathered over a
number of years. This does not mean evidence that is not recent is not valid; there must be sufficient
evidence of the person’s competence at the time of the assessment decision.

IIFS must determine whether the evidence is recent enough to show the learner is competent at the
time of assessment decision.

INTEGRITY
The academic standards and integrity of IIFS will be maintained throughout every aspect of the assessment

process. IIFS will ensure the integrity of its assessment processes by ensuring that the following principles are
adhered to:

Assessments will be planned and delivered by qualified IIFS Assessors
Assessors will inform students of the assessment requirements and will ensure that the students
have every opportunity to complete all assessments for all units of competency (within the period
that the student is enrolled at IIFS). This clause ensures that:
Assessors will only use IIFS version-controlled documentation
AIlIIFS students will be encouraged to undertake formative activities before commencing a
summative assessment task.
AILIIFS students will be provided with timely feedback on the evidence that they have
provided to be deemed competent
Al IIFS assessments that require the student to provide evidence of competency, will be
designed to ensure that they are:
o Valid - the evidence presented demonstrates the learner has the skills, knowledge and
attributes as described in the unit of competency and assessment requirements
o Sufficient - the quality, quantity and relevance of evidence presented enables a judgement to
be made of a learner’s competency
o Current - the evidence presented is from either the present or the very recent past, and
o Authentic - the evidence presented for assessment is the learner’s own work.
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SAFEGUARDS
IIFS will safeguard its assessment processes by ensuring that:

All Trainers/Assessors employed by IIFS will update their Trainer Matrix on an annual basis; which
will be maintained on their personal file.

During the induction of all IIFS Trainers, they will be provided with information on the process of
assessment at IIFS

All Trainers employed by IIFS will have access to a version controlled ‘trainers only copy’ assessment
criteria/model answers for each assessment task

IIFS understands that ‘there is no hierarchy of evidence and while training packages describe the
outcomes of assessment and provide advice about the scope and context for assessment, neither the
Standards nor training package guidelines prescribe exactly what type of evidence, or how much
evidence, must be collected, IIFS has reached an appropriate balance and will ensure that, overall, the
evidence collected meets the rules of evidence.

IIFS recognises that it is the quality of all evidence collected that it is important to making a sound
judgement about competence—rather than the quantity, type and form of evidence, where it was
collected or who collected it.

All assessments used by IIFS will go through a validation process.

VALIDATION

IIFS will implement a plan for ongoing systematic validation of its assessment practices and judgements for

each training product on the IIFS’s scope of registration. This plan will identify:

when assessment validation will occur.

which training products will be the focus of the validation.

who will lead and participate in the validation activities; and

how the outcomes of these activities will be documented and acted upon.

IIFS’s relevant Training Coordinators will be responsible for developing and implementing a validation plan for

the training products on IIFS’s scope of registration for which they are responsible. In developing this plan the

Training Coordinator will ensure:

that each Training Product will undergo validation at least once every 5 years

that at least 50% of the Training Products are validated within first three years of that cycle

that certain Training Products may need to be validated more often where specific risks have been
identified e.g. through industry engagement or advised by the VET regulator

In addition IIFS’s Training Coordinator’s will systematically conduct validation activities to confirm assessment

judgements. It is not intended to validate every assessment judgement, the relevant Training Coordinator will

conduct a valid sampling approach in order to conduct a quality review process and that will allow a

reasonable inference to be made that assessment judgement have been valid overall. They will also ensure

that the sample chosen is random and that it is representative of all assessment judgements. With this

approach IIFS can reliably predict the likelihood of any assessment judgement being valid.
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IIFS’s assessment practices and judgements will be undertaken by one or more persons who are not directly
involved in the particular instance of delivery and assessment of the training product being validated, and
who collectively have:

e vocational competencies and current industry skills relevant to the assessment being validated;

e current knowledge and skills in vocational teaching and learning; and
e therelevant TAE training and assessment qualification

IIFS’s relevant Training Coordinator will undertake a team approach to this validation activity whereby IIFS’s
Assessors can be involved in this validation activity as long as they are not directly involved in deciding the
validation outcome for their assessment decisions.

RECOGNITION OF PRIOR LEARNING

IIFS will offer Recognition of Prior Learning to potential learners prior to enrolment, in order that IIFS can
determine the amount of training it will provide to each learner regarding their existing skills, knowledge and
the experience of the learner. IIFS will conduct RPL as an assessment process that assesses the competency(s)
of a potential learner that may have been acquired through formal, non-formal and informal learning to
determine the extent to which that learner meets the requirements specified in the training package or VET
accredited courses. IIFS’s RPL evidence gathering process will include the RPL conversation record together
with the evidence the student will provide to the RPL Assessor. This will form a pool of evidence that the RPL
Assessor will use to assess RPL credit.

Where an RPL Assessor determines that it is appropriate to collect third party evidence IIFS will provide
sufficient guidance to both the RPL Assessor and the third party by:

e Providing IIFS RPL Assessor with comprehensive guidance about how to select the best third party
i.e. the most appropriate person to observe or report on the performance of the learner who is in a
position to make a valid comment on the learner’s performance.

e Providing quality materials for collecting evidence i.e. these materials will seek/solicit/allow for
feedback that is directly related to the relevant unit(s) of competency on the learner’s performance.

e Providing the third party with comprehensive information about their role in the evidence-gathering
process i.e. providing clear guidance and instruction on when, how, how often and over what period
of time the evidence is to be collected. The materials will explain the form in which the evidence will
be collected—namely observation checklist that clearly identifies what was observed or performed.

e Obtaining confirmation that the third party understands their role in the process i.e. this will include
confirmation that the third party has agreed to participate in the evidence-gathering process and
that they understand when and how to collect evidence and the conditions under which the work
activity is conducted.

ASSESSMENT ACTIVITIES
IIFS Trainers/Assessors will advise students at or prior to the commencement of a unit of competency of the
following:
. The context and purpose of the assessment and the assessment process (formative and
summative)
. Methods of assessment and evidence requirements, including the skill and knowledge
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assessment criteria

. Timelines for assessment, including dates by which the assessment is to be finalised
. Timelines for the return of the assessment, where applicable
. Results categories assessment Tasks to be used i.e. either: S - Satisfactory or NYS — Not Yet

Satisfactory

. Results categories to be used for units of competencies i.e. either: C - Competent or NYC - Not Yet

Competent

. Details of materials and equipment that may or must be used in assessment tasks
. The advisability of retaining a copy of submitted materials where appropriate
. Reassessment and re-1IFS options. Students will be given 2 chances for resubmission of evidence.

Strategies for assessing the achievement of student outcomes:

Student will undertake formative activities, which will not be assessed, so that they will be provided
with feedback on these activities by the trainer, prior to commencing the summative assessment
activities

Students will collect evidence as specified in the Summative Skills and Assessment documentation, and
will be required to present their evidence to their Assessor so that the evidence can be assessed as either
S — Satisfactory or NS — Not Satisfactory (for each piece of assessment)

If the evidence is assessed as NS — Not Satisfactory the student will given 2 re — submit opportunities

In all cases the Assessor will provide feedback to the student (e.g. where a student has been assessed as
a NS they will be provided with clear and constructive feedback based on the summative assessment
decision so that they can improve their skills / knowledge prior to reassessment)

Only when all assessments have been assessed as S - Satisfactory will a student be deemed C —
Competent; if a student does not satisfactorily complete all the assessment tasks they will be deemed
NYC — Not Yet Competent (and will be required to re-enrol in the unit)

Students will have every opportunity to complete all assessment tasks for a unit of competency during
the enrolled period.

The Assessor will use the checklists (which are part of the Skills and Knowledge documentation) to
ensure that all the criteria has been assessed; and make comments where appropriate or necessary

If a student requires allowable adjustments to any assessment activity/task they will be encouraged to
discuss their particular requirement with their assessor at the beginning of the delivery for each unit.

If a student is dissatisfied with an assessment decision they can appeal the decision(as per RTO Standards

6.2).

After students have submitted the summative evidence of competence (skill and knowledge), the

Assessor will provide individual feedback each student, on a unit by unit basis and provide a summary of
their feedback on the front page of the Skill and Knowledge Assessment tool.

ASSESSMENT RECORDING
IIFS will record results within 10 working days of the completion of a unit of competency.

ASSESSMENT MISCONDUCT

Student Handbook - International Students
International Students - Version 1.2

Insight Institute of Further Studies Pty Ltd
Page 33 of 76



~

I
O
A
A
V2

RTO 46034 CRICOS 04152G
Identification of misconduct

If IIFS Assessor believes there has been a serious and/or pre-meditated irregularity or act of misconduct
during an assessment, a meeting between the Assessor and the relevant Training Coordinator will be
convened to investigate the matter. The student will be advised on the procedures of the investigation. The
piece of assessed work in which the irregularity is suspected will be retained by the Assessor until the
investigation, including any appeal, is complete or the agreed date for the return of assessed material — but
within the student’s enrolment period.

Disciplinary action
If the IIFS Assessor, in consultation with the relevant Training Coordinator, finds that an irregularity has
occurred they may, whilst taking into account the seriousness of the occurrence and the circumstances, decide
that:

e) The case against the student will be dismissed

f)  The student will be required to undertake further assessment

g) The student may be reprimanded by the IIFS CEO

h)  An ‘NYC’ result will be recorded for the Unit of Competency
The student will be informed in writing of the decision, the reason(s) for the decision and the appeal
mechanism within two (2) working days of the decision being made. The relevant Training Coordinator will
retain copies of all documentation, including any evidence collected.

GROUNDS FOR APPEAL
A student who is dissatisfied with the outcome of their assessment review in the first instance should discuss
their concerns with the Assessor and/or relevant Training Coordinator. If the issue is not resolved and requires
escalation to a higher authority, the student may appeal the decision(s) on one or more of the following
grounds according to IIFS’s Complaints and Appeals process:

¢) Thataprocedural irregularity has occurred

d) That evidence was inappropriately assessed

PLAGIARISM AND ACADEMIC MISCONDUCT POLICY

INTRODUCTION

The purpose of this policy is to maintain the integrity of the assessments and provide a consistent approach
in dealing with plagiarism and student misconduct issues in the academic works. The policy applies to all types
of student misconduct including general misconduct, academic misconduct and administrative misconduct.

DEFINITIONS

Plagiarism: Plagiarism occurs when a student tries to pass off another person’s work or ideas as their own.
Plagiarism includes copying of work from internet, books, other student’s work or any other published or
unpublished source without appropriate citation and acknowledgement. Students commit plagiarism if they
do not acknowledge the source of a direct quote, or a specific piece of writing that they have paraphrased, or
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even if they describe an idea or concept that they have heard or read somewhere without a reference or

acknowledgement.

Examples of plagiarism include;

Direct copying of paragraphs, sentences, a single sentence or significant parts of a sentence;
Direct copying of paragraphs, sentences, a single sentence or significant parts of a sentence with an
end reference but without quotation marks around the copied text;
Copying ideas, concepts, research results, computer codes, statistical tables, designs, images,
sounds or text or any combination of these;
Paraphrasing, summarising or simply rearranging another person's words, ideas, etc. without
changing the basic structure and/or meaning of the text;
Offering an idea or interpretation that is not one's own without identifying whose idea or
interpretation it is;

o A‘cutand paste' of statements from multiple sources;

o Presenting asindependent, work done in collaboration with others;

o Copyingor adapting another student's original work into a submitted assessment item

Enabling plagiarism contributes to plagiarism and therefore will be treated as a form of plagiarism by IIFS.

Enabling plagiarism means allowing or otherwise assisting another student to copy or otherwise plagiarise

work by, for example, allowing access to a draft or completed assignment or other work.

Collusion: Collusion occurs when a student collaborates with others to complete the work but presents the

same work as their own.
Misconduct: Misconduct is an act or omission committed by a student on college property or involves the

use of IIFS resources including computer resources or otherwise involves the student’s relationship with IIFS.

Academic Misconduct

The following conduct may be treated as Academic Misconduct.

Any act or omission by a student which attempts to circumvent or pervert IIFS’s assessment

process

Cheating in an examination or test including speaking or communicating with other candidates,
bringing unauthorised material into the examination room including a mechanical or electronic
device, or consulting any person or materials outside the confines of the examination room without
permission to do so, reading or attempting to read other students' answers, leaving examination or
test answer papers exposed to other student’s view.

Plagiarism

Collusion in the preparation of a response to a piece of assessment

Tampering with examination or assessment materials
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POLICY

e |IFS highly values academic honesty and integrity and places a great emphasis on the ethical
behaviour of its students.

e Academic misconduct by students in examinations or in other forms of assessment is unacceptable.

e |IFS will investigate and deal with incidents of misconduct among its student community in a
consistent manner, affording natural justice and applying penalties which are appropriate, fair and
just.

e |IFS treats plagiarism as cheating. Cheating and plagiarism are serious offences and IIFS will
impose severe penalties on students who cheat and plagiarize.

e All the academic staff must inform the students about plagiarism policy and penalties arising from
plagiarism.

e All the academic staff have the responsibility to maintain integrity and fairness of the assessments
and try to minimize the instances of plagiarism.

e Any staff member reporting plagiarism must also produce evidence of plagiarism to support the
allegation.

e Inthe first instance when plagiarism is suspected, staff members should first determine if it is
intentional or unintentional. Appropriate academic penalty must be applied to unintentional
plagiarism. Where it is found that a student has plagiarized with an intention to cheat, the student
must be reported for plagiarism.

e Collusion will also be considered as cheating.

e Any student lending his/her work to another student to copy will be considered a party to
plagiarism and treated with academic penalty

e Plagiarism offence may have an impact on student visa conditions, and the student, and IIFS will
exercise utmost care and diligence in determining plagiarism cases with a focus on student welfare
and wellbeing.

IIFS Responsibilities
It is the responsibility of IIFS to:

e Make this policy and procedure available to the staff and students.
e Provide processes for students to appeal decisions arising from plagiarism

IIFS Training Staff are responsible to:

e Provide information to students about reference requirements that are relevant to their course.

e Provide examples to students of appropriate reference techniques and practice.

e Ensure that students understand the difference between cooperative learning, groupwork and
collusion.

e Bevigilant in the detection of plagiarism.

e Beaware of, and respect, the practices of other cultures / cultural backgrounds.

e Provide transparent and consistent feedback to students about issues relating to referencing
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Student Responsibilities
It is the responsibility of the students to

Understand and comply with the legislation, policy and procedures of IIFS concerning plagiarism
and seek help if unclear about their requirements.

Be familiar with, and apply, the referencing practices acceptable to IIFS.

Ensure that all sources of information are appropriately acknowledged; and

Take all reasonable precautions to ensure work cannot be copied

Reporting of Plagiarism

Where the assessor identifies minor lapses in referencing and/or use of source, whether by text
matching, similar software or other means, the assessor shall treat the incident as an assessment
matter and may reduce the overall mark or grade for the assessment task, and/or may permit re-
submission.
Where plagiarism is suspected, the assessor shall document the reasons and evidence for this
suspicion and refer the matter to the Academic Manager.
The Academic Manager, after assessing the evidence of the case, takes one of the following
actions:
o Ifthere is sufficient evidence to warrant it, request the student to attend a formal hearing,
the purpose of which shall be to investigate and discuss the matter with the student as a
means of deciding what further action, if any, should be taken.
o If the evidence appears to indicate a very serious breach of discipline, refer the matter to
the Academic Manager for appropriate action.

Penalties for Plagiarism

If the student is found guilty of the charge of plagiarism, the Academic Manager shall determine the
appropriate penalty taking into account:

The extent of plagiarism (e.g. which could range from minor lapses in referencing to copying
substantial parts of published work including work from the Internet, or another person’s work);

The seriousness of plagiarism (e.g. theft of another person’s work; paying another person to do the
assessment task)

Whether it is a repeat offence
Any mitigating circumstances in the case

The Academic Manager may impose one or more of the following penalties.

1.

Any proven plagiarism case will result in an immediate “Not Competent” (NC) result in the
respective unit and the student will need to re-enrol in the unit. No re-assessments will be allowed.
Students will be placed on the Plagiarism register which will be available to all academic

staff members.

Repeated plagiarism offences may result in cancellation of student’s enrolment
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STUDENT SUPPORT SERVICES

INTRODUCTION:
In accordance with The National Code (Standard 6: Student Supports Services) Insight Institute of Further
Studies (IIFS) must provide support to the overseas student in adjusting to study and life in Australia.

In accordance with the Standards for Registered Training Organisations (RTOs) 2015 - Support learners Clause
1.7, lIFS is required to determine the support needs of individual learners; and as a result provide access to
educational and support services (such as, but not limited to Language, Literacy and Numeracy (LLN) support
and assistive technology) that is necessary for students to meet the requirements of the training product as
specified in relevant Training Packages or VET accredited course on its Scope of Registration. The aim of this
support is to maximise the chances of students successfully completing their training within their period of
enrolment.

poLicy
This policy has been designed to ensure that IIFS will:

e give overseas students information on, or access to, an orientation program about living and
studying in Australia, including information about safety on campus and while living in
Australia;

e offer reasonable support to overseas students, irrespective of their place or mode of study,
at no additional cost to the overseas student.

e have acritical incident management policy; and

e ensure there are sufficient staff, in addition to academic staff, to support and advise
overseas students who request assistance.

e identify any support individual students need prior to their enrolment or commencement
(whichever is the earliest); and

. provide access to that support throughout their training

1. Identifying support requirements

Enrolment Form

The Enrolment Form is used to determine if a student has identified themselves as having a disability (physical
or learning disability). This will be used to determine any support requirements for the student including
reasonable adjustments to me made in the Training and Assessment strategies and materials.

Pre Training Review
Prior to enrolment or Course commencement IIFS will conduct a Pre-Training Review and LLN Assessment for
each student which will:
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e Identify any competencies previously acquired (Recognition of Prior Learning

(RPL), Recognition of Current Competency (RCC) or Credit Transfer);

e Assess the student’s Language Literacy and Numeracy (LLN) to determine the student’s learning
needs and any additional support required so that the student is in the best possible position to
complete their course.

e Ascertain the most appropriate qualification for the student to be enrolled in, including taking into
consideration the likely job outcome(s) from the development of their new competencies and skills;
and

e Ascertain that the proposed learning strategies and teaching and assessment materials are
appropriate for that student.

2. Providing Support

This policy has been designed to ensure that appropriate support services are available International students
to ease their transition into life and study in Australia and to assist them as needed. These services will be
provided at no additional cost to the student.

English Language Support

IIFS understands that English is a second language for our international students and is an area where more
support is required to achieve success for our students.

IIFS will provide are several formal and informal support services and programs which provide international
students with the opportunity to practice, and build confidence in, their English language skills.

The Student Support Services organise regular workshops on:

o Grammar and pronunciation
. Speaking and listening
J Reading and writing

Student Support Services Staff can also provide assistance with finding the right online English Language
Improving tools that best suit the individual needs of the student.

LLN Support
All students participate in a LLN Assessment which is designed to map with appropriate ACSF levels of the
course they are enrolling in. This is assessed by a qualified Assessor.
e A qualified assessor will determine whether or not additional LLN support needs to be provided.
e The student will also be notified of the outcome of the Assessment.
e  Where additional support is required the Assessor will discuss the extent and timing of
the support with the Student Support Services Officer and notify the student.
e The outcome of this assessment will be recorded on the LLN Form and will be attached to the
students file.
e [fadditional LLN support is to be provided it will be brought to the attention of the student’s course
Trainer/Assessor so that it can be addressed throughout the delivery and assessment processes.
e AStudent Support Services Officer will also visit each classroom or simulated workplace
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environment on a planned basis to provide any additional support as well.
Where a student wishes to discuss any LLN issue they can do this by arranging a meeting with
Student Support Services Officer.

Orientation Program

Before the commencement of the course, IIFS will provide an age and culturally appropriate Orientation
Program for all students which will provide them with information about:

Emergency Management planincluding evacuation procedures

Student Support Services available to assist overseas students to help them adjust to
study and life in Australia.

Student Support Services Contact person

All facilities and resources

Staff Contact for different departments

English Language Support

Academic Support

LLN Support

Technology Support

Student Welfare Services

Other Support Services offered

Referral Services to external agencies

Course progress requirements

Complaints and appeals processes

Critical Incidents

Student Safety Information

Legal Services for international Students

Emergency and Health services

Student Rights

Services students can access for information on their employment rights and conditions, and how
to resolve workplace issues, such as through the Fair work Ombudsman.
General information about living in Australia.

Student Handbook
All students are provided with a hardcopy / website link to the Student Handbook prior to their course
commencement. The Student Handbook provides information related to:

IIFS Introduction

Courses

Selection and enrolment
Unique student identifier (USI)
Credits

Recognition of prior learning
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e Course locations

e Course orientation

e Student code of conduct

e Course expectations and requirements
e Attendance requirements

e Course progress requirements

e Assessment arrangements

e Student plagiarism, cheating and collusion
e Support services

e External support services

e Your feedback

e Access to your records

e Notifying you if things change

e Legislation and you

e Privacy policy

e Fees, charges and refunds

e Deferment, Suspension or Cancellation
e Complaints and appeals

e (ritical Incidence Policy

e Issuing of certification documents

Academic Support
IIFS will offer reasonable support to overseas students to enable them to achieve expected learning outcomes
regardless of their place of study or mode of study, at no additional cost to the student. Academic support is
the responsibility of the trainers. Students are advised to approach their trainers, Course Coordinator, Student
Support Officer if they need assistance in meeting course requirements. The academic support could arise from
identifying the special learning needs (Pre-Training Review), or the disabilities student might have prior to
enrolment or during the course of their enrolment into a course. The Trainers and Student Support Services
Officer must assist with the following:

e Study Skills

¢ Timetables

e Learning Support Strategies

e Academicissues

e Reasonable Adjustment in conducting assessments

¢ Understanding course content

e Preparing for tests

e Workshops and training sessions with industry representatives.
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Technology Support

Assistive Technology will be provided in each classroom or simulated workplace environment as specified in
the relevant Training Package or VET Accredited Course. If requested by a student, IIFS will provide them with
technological support in the classroom. Students should initially make contact their trainer with any issues
relating to technology support and if their trainer cannot address the matter, they will then raise the issue with
IIFS’s IT Services for resolution.

Other Student Support Services offered

Students will be given the opportunity to participate in a range of student support and social activities
organized by IIFS. The annual plan will highlight the various proactive student support activities that will be
organized for the students. This shall cover the various aspects of LLN support activities, course related
content, field trips/excursions, In-house workshops, industry event participations/ visits.

. Job Search workshops -Workshops are run to assist students with career planning, interview
preparation, resume writing, personal development, work experience and market information.

o Critical Incidents —IIFS has a documented Critical Incident Policy and Procedure that outlines
the action to be taken in the event of a critical incident.

. Complaints and Appeals - Students have access to Complaints and Appeals Policy. When IIFS
receives a complaint, it is recorded, acknowledged and dealt with fairly, efficiently and effectively
under its Complaints and Appeals Policy and Procedure.

o Student Welfare Services - This service helps students experiencing difficulties in any aspect
of their lives, including issues of academic or personal nature. Where the Student Support Service
Officer feels further support should be gained, a referral to an appropriate support service will be
organized. The student support officer is available to students to help them access study support
and welfare-related services.

. Employment rights and conditions — IIFS will provide information to students on their
employment rights and conditions and how to resolve workplace issues, such as through Fair Work
Ombudsman.

. Accommodation Services -If requested by a student IIFS will provide advice and/or
information about locating affordable, safe and convenient accommodation. IIFS’s Student Support
Service Officer will encourage students to research the options offered and choose an arrangement
that best suits their own budget and study requirements. If a student requires temporary
accommodation IIFS will arrange to book the accommodation on a student’s behalf, but VTI needs
at least two weeks’ notice prior to arrival. Whilst there is no cost for this service, students will have
to pay for the accommodation.

. Airport Reception -If requested by an international student not less than 5 working days
prior to their arrival, IIFS will have the student/s met at Melbourne Airport and transported to their
accommodation within Melbourne. Students will have to pay the cost of the transportation.

Referral Services — to External Agencies
e Legal Services — IIFS can refer a student who requires to a legal practitioner, the referral is at no
cost to the student. Students would be responsible for any cost related to the legal advice provided.
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Emergency and Health Services — During orientation students are advised on campus safety and how
to access emergency and health services. For non-urgent services students are encouraged to talk with
student services. For medical or other emergencies students are instructed to contact the appropriate
services, e.g. 000

Fair work Ombudsman - |IFS will assist students to access information on how to resolve workplace
issues.

The provision of this support will be at no cost to the students unless they are referred to an external
support organization i.e. the costs associated with the initial referral will be borne by IIFS, however
the student will be responsible for any ongoing costs that may arise because of the referral.

Accessibility to Student Support Services staff

e Whilst all staff employed by IIFS are responsible in providing education and support services to
students, IIFS will nominate ‘Student Support Service Officers’ who will be available to all
students, on an appointment basis, during standard hours of business (9:00am to 5:30pm,
Monday to Friday).

e |IFS will have sufficient student support personnel to meet the needs of the students.

o |IFS will ensure that student support staff are aware of their obligations under the ESOS
Framework

e If studentsrequire access outside these hours, an appointment will need to be made with
the Student Support Services Manager to arrange a suitable time.

e Students can access the Student Support Officers directly or via email or phone contact.

¢ In cases of emergency (non-life threatening), the person to be contacted is the CEO (available
24 hours / 7 days per week).

Student Safety

IIFS will take all reasonable steps to provide a safe environment on campus and advise
students and staff on actions they can take to enhance their personal security and safety
IIFS will provide information to overseas students about how to seek assistance for and
report an incident that significantly impacts on their wellbeing, including critical incidents
IIFS will provide students general information on safety and awareness relevant to life in
Australia.
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CRITICAL INCIDENCE POLICY

INTRODUCTION
In accordance with Standard6: Student Support of the National Code of Practice for Providers of Education

and Training to Overseas Students 2018, Insight Institute of Further Studies (IIFS) has a documented policy

and procedure for Critical Incidents.

Critical

Incident

A traumatic event, or the threat of such (within or outside Australia), which causes extreme stress, fear or

injury. Non-life-threatening events could still qualify as critical incidents. Critical incidents are not limited to,

but could include:

POLICY

Missing students

Severe verbal or psychological aggression

Death, serious injury or any threat of these

Natural disaster

Issues such as domestic violence, sexual assault, drug or alcohol abuse or
Non-Life-threatening events

IIFS will activate the required procedures as soon it becomes aware of a critical incident affecting a
staff member, a student or a group of students, contractors or members of the public on IIFS
premises.

IIFS will take immediate steps to manage the critical incident, the follow-up required after the
incident and record the details of the incident and action taken by IIFS during or following the
incident.

IIFS will ensure that all appropriate staff that may be involved in a critical incident or management of
the incident post the actual incident will have contact information available to them for the police,
the Department of Home Affairs and the family of the student, if appropriate or any other
organization that may be able to assist in such a situation for example Community/Multicultural
organizations or phone — counselling services.

IIFS’s Critical Incident Team

As soon as a critical incident has been brought to the notice of IIFS’s CEQ, it will be the
responsibility of the CEO to establish IIFS’s Critical Incident Team. The composition of the team will
be left to the discretion of the CEO.

Any action taken regarding a critical incident will be recorded to include outcomes or evidence if
the incident is referred to another person or agency but will take into account IIFS’s Privacy policy.
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Whatever action is taken the major focus will be the care for both the physical and emotional
wellbeing of staff, students and their families and if possible, to minimize any short and long
term disruption to personal and professional functioning of IIFS as an educational provider.

Responsibilities of IIFS’s Critical Incident Team:

To oversee the coordination of IIFS’s response to the critical incident

To liaise with the media, police, and their families as appropriate

To monitor staff, students, visitors or contractors throughout the critical incident response and
afterwards

To determine the level of counselling or other support required by external authorities

To set up staff to make a recovery room, where appropriate

To liaise with relevant external support agencies

To record the incident and actions taken including post incident actions.

EMERGENCY RESOURCES
The nature of critical incidents is such that resources cannot always be provided in anticipation of events. For

this reason, IIFS’s Critical Incident Team must use their discretion to provide adequate resources, for both
physical situations as well as IIFS staff members, or to meet the needs of specific situations.

IIFS’s Critical Incident Team will access any of the following emergency resources, as required:

Police (Ph: 000)

Fire Brigade (Ph: 000)

Ambulance (Ph: 000)

Phone-counselling services (Care Ring, 24 hours a day, ph: 136 169 OR Lifeline, ph: 131 114)
Translating and Interpreting Service (ph: 131 450)

FOLLOW-UP AFTER A CRITICAL INCIDENT

The outcomes of a critical incident response will be evaluated by the Critical Incident Team
establish for a specific critical incident in the month following the critical incident

IIFS’s Critical Incident Team will continue to monitor staff, students, visitor or contractor needs
after the critical incident

IIFS’s Critical Incident Team will complete any reporting requirements as soon as practical.

DOCUMENTATION OF A CRITICAL INCIDENT

Any action taken regarding a critical incident will be recorded to include outcomes or evidence if
the critical incident is referred to another person or agency.

This documentation will also assist with the evaluation phase of critical incidents.

This should be completed on IIFS’s Critical Incident Report Form.

This record must be maintained for at least 2 years after the student ceases to be an accepted
student under the ESOS Act.
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HEALTH WELLBEING AND SAFETY POLICY

INTRODUCTION

In accordance with Standard6: Student Support of the National Code of Practice for Providers of Education
and Training to Overseas Students 2018, Insight Institute of Further Studies (IIFS) has a documented policy
and procedure to ensure that a learning and working environment is provided that promotes health,
wellbeing and safety.

IIFS acknowledges that the health and safety of its students and staff is paramount and has the following
goals of:

e Eliminating, or otherwise reducing so far as practicable, the risks of injuries, diseases, and ill health
that arise as a result of IIFS activities; and

e  Continually incorporating and improving upon the management of occupational health and safety
for IIFS related activities.

This will be achieved by:

e Implementing an OHS management system that provides instruction, training, guidance, and
tools, to effectively manage health and safety; and

e Applying the requirements of the OHS management system within all aspects of the organization;
and

e |dentifying measurable objectives that are monitored and subsequently responded to when
the need for further improvements to the OHS management system are identified.

POLICY
This Policy outlines IIFS’s commitment to providing a learning and working environment that promotes
health, wellbeing and safety.
IIFS promotes work and learning environments, so far as is reasonably practicable, that are safe and
supportive of the health, wellbeing and safety of students, staff, associates, contractors, and visitors.
This Policy applies to students, staff, contractors, and visitors.
In support of its strategic agenda, IIFS will:
a.  consider health, wellbeing and safety in decisions and activities that may affect IIFS community
b.  promote and provide a safe environment for all with a zero tolerance for abuse and harm
C. integrate health, wellbeing and safety into IIFS management systems, activities and strategic
objectives
d.  consult with staff on health, wellbeing and safety matters and maintain representative and
consultative structures and processes
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e. identify hazards, assess foreseeable risks and implement appropriate controls or remedial action
towards preventing IIFS related incidents, including near misses
f. maintain risk registers and risk management programs that, consistent with the Risk Management
procedures, ensure so far as is reasonably practicable:
i health and safety hazards are identified and addressed
ii. incidents and injuries are reported and investigated
iii. emergency plans and responses are effective.
g.  supportand encourage a safe learning and work culture by:
i facilitating active participation in health promoting initiatives
ii. enhancing staff knowledge, awareness and skills in health, wellbeing and safety practices
iii. enhancing student knowledge, awareness and skills in health, wellbeing and safety
practices as they relate to research projects

iv. encouraging the use of health support services for students and staff experiencing health,
wellbeing and safety issues
V. offering reasonable adjustments for students and staff experiencing health, wellbeing and

safety issues
h.  enable staff with work-related illnesses and injuries to return to work as soon as is reasonable
through prompt return-to-work planning and effective rehabilitation.
i. provide and disseminate Health, Safety and Wellbeing information, training and supervision for
staff, students, contractors and visitors
j- provide staff and students with intervention and assistance wellbeing programs

Responsibilities
The CEO will:
a. lead the effective implementation of this policy and exercise due diligence in health and
safety matters for their areas of responsibility.
b. promote a culture that ensures and continues to improve the health, wellbeing and safety of
the IIFS community.

Staff with management and supervisory responsibilities will, for their local area:
a. Manage operational health, wellbeing and safety matters
b. Develop and implement annual health, wellbeing and safety (HWS) plans
c. Initiate and/or lead early intervention and prevention programs and actions.

All students and staff have a responsibility to take reasonable care for their own safety, and are responsible
for maintaining, supporting and contributing to a strong health, wellbeing and safety culture, including
ensuring that they personally follow safe work practices.

All staff must:
a. ensure that they are familiar with this policy
b. comply with this policy while completing work-related duties
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c. takereasonable care for their own health and safety
take reasonable care for the health and safety of people who may be affected by their acts or
omissions within their place of work

e. support the returnto work of staff with work-related illnesses or injuries.

The effectiveness of the policy and associated programs will be assessed through:

a. feedback from, and consultation with, the IIFS community, staff and staff Health and Safety
representatives, students and their representatives and management

b. performance focused review by management to determine if IIFS health, wellbeing and safety
risk mitigation strategies and controls and annual Health, Wellbeing and Safety Plan
objectives have been met.

c. feedback from students via surveys, focus groups and other means.
feedback from staff the Staff Survey.

DEFERMENT, SUSPENSION OR CANCELLATION POLICY

INTRODUCTION

In accordance with the National Code of Practice for Providers of Education and Training to Overseas Students
2018 (Standard9: Deferring, suspending or cancelling the overseas student’s enrolment), Insight Institute of
Further Studies (IIFS) must manage the enrolment of overseas students and maintain up-to-date enrolment
information in the Provider Registration and International Student Management System (PRISMS) database.
IIFS must:

e Have a documented process for assessing, approving and recording a deferment, suspension
or cancellation of study

e Notify the overseas student in writing of the intention to suspend or cancel their enrolment

o Tell the overseas student to seek advice from the Department of Home Affairs on the
potential impact on their visa if enrolment has been deferred, suspended or cancelled

e Not let a suspension or cancellation take effect until the overseas student has been given a
chance to complete an internal appeals process, unless their health or wellbeing, or the
wellbeing of others, is likely to be at risk.

DEFINITIONS
Deferral means postponement of enrolment in, or the continuation of, a program of study for a period,
initiated by the student.

Withdrawal occurs when discontinuation of a program of study in which the student is enrolled is initiated by
the student.

Suspension: To put studies on hold for a specific period. It means when a student, who has already started
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but has not completed his/her study, is given leave of absence so their training plan is suspended with the

clear intention that the student will attend at an agreed date in the future (i.e. temporary suspension).

Cancellation is when a student is removed from the current students’ register at IIFS before he/she has
formally completed the planned training and other current qualifications. This student will not be eligible for
any subsequent courses for which they may also be registered.

Compassionate or compelling circumstances are defined as those which are generally beyond the control of
the student, and which have an impact upon the student’s course progress or wellbeing. These could include,
but are not limited to:
vi.  Serious illness or injury, where a medical certificate states that the student was unable to
attend classes.

vii.  Bereavement of close family members such as parents or grandparents (where possible, a
death certificate should be provided).

viii. ~ Major political upheaval or natural disaster in the home country requiring emergency travel
and this has impacted on the student’s studies; or

ix.  Atraumatic experience, which could include:
e Involvement in, or witnessing of a serious accident; or,
e Witnessing or being the victim of a serious crime, and this has impacted on the student
(these cases should be supported by police or psychologists’ reports).

X. where IIFS was unable to offer a pre-requisite unit, or the overseas student has failed a
prerequisite unit and therefore faces a shortage of relevant units for which they are eligible to
enrol.

xi.  Inability to begin studying on course commencement date due to delay in receiving a student visa.

Extenuating circumstances: Relating to welfare of student may include but are not limited
to the following. The student:

e Overseas students’ health or wellbeing, or the wellbeing of others, is likely to be
at risk.

® is missing.

e has medical concerns, severe depression or psychological issues which lead the
provider to fear for the student’s wellbeing.

e has engaged or threatened to engage in behaviour that is reasonably believed
to endanger the student or others; or

e s at risk of committing a criminal offence

Any claim of extenuating circumstances is required to be supported by appropriate evidence

PoOLICY

Student-Initiated Deferrals, Suspensions or Cancellations Of Their Enrolment
IIFS is able to defer or suspend the enrolment of an overseas student if there are compassionate or compelling
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circumstances. IIFS must assess the deferral of commencement of study or suspension of study for the

overseas student in accordance with jts documented procedures for assessing and approving changes to
enrolment.
Process
e Students wishing to defer the commencement of studies, suspend their studies or cancel their
enrolment must apply to do so in writing to IIFS. This can be done using the student deferral/
suspension form or the cancellation application form available from IIFS reception and IIFS website

e The form can be lodged using any one of the following methods;

In person — Student administration office
By Email - info@iifs.vic.edu.au

By Mail-  Campus postal address

e Application must be submitted at least 10 working days prior to the requested
deferment/suspension date to enable sufficient time for the assessment process.

e If the application is submitted less than 10 working days prior to the requested
deferment/suspension date the processing and response may not be available at the requested
time. Therefore, if the student chooses to depart, he/she is at risk of not obtaining approval from
the IIFS.

e |IFS will review the application before making a decision and a written response will be provided
within 5 working days after being received by IIFS.

e If adeferral, suspension or cancellation is granted then the student will be informed in writing,
and the request will be processed.

e If the request is denied, the student will be informed in writing and details of the IIFS Complaints
and Appeals procedure will be provided.

e Requests for suspension will be denied for students who are subject to an intervention strategy, in
the process of being cancelled for course progress, in arrears with the payments due (because of
payment being due under the agreed payment plan) or in breach of the Student Code of Conduct.

e If students have taken unauthorized leave, then they will be recorded as absent. Retrospective
deferment or suspension may only be considered in the most exceptional cases. This may be due to
medical emergencies and evidence may be required to support the application.

e |IFS must maintain the record of all Deferments and suspensions.

IIFS -initiated deferrals, suspensions or cancellations of enrolment

e |IFS may suspend or cancel an overseas student’s enrolment on the basis of, but not limited to:
o misbehaviour by the overseas student;
o the overseas student’s failure to pay the required amount to undertake or continue the
course as stated in the written agreement; or
o abreach of course progress or attendance requirements by the overseas student.
e For any deferral, suspension or cancellation of enrolment initiated by IIFS, the overseas student must
be given a notice of intention to report and 20 working days to access IIFS’s internal complaints and
appeals process.

e This applies even if an overseas student’s misbehaviour is grounds for immediate expulsion, unless
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the overseas student’s health or wellbeing, or the wellbeing of others, is likely to be at risk (as outlined

below).
IIFS may proceed with the deferral, suspension, or cancellation after the internal complaints handling
and appeals process has been completed — for example, in cases of misbehaviour and non- payment.
The only time IIFS needs to wait for both the internal and external complaints handling and appeals
processes to be completed is for course progress and/or attendance breaches.
The overseas student does not have to be given the opportunity to appeal a IIFS -initiated
deferral, suspension or cancellation of enrolment when the overseas student’s health or wellbeing, or
the wellbeing of others, is likely to be at risk. IIFS must keep evidence to support this. This may
include, but is not limited to when the overseas student:
o refusesto maintain approved care arrangements, if they are under 18 years of age;
o is missing.
o has medical concerns, severe depression or psychological issues which lead the provider to
fear for the overseas student’s wellbeing.
o has engaged or threatened to engage in behaviour that is reasonably believed to
endanger the overseas student or others; or
o s atrisk of committing a criminal offence.

Effect on Student Visa
IIFS must inform overseas students that deferring, suspending or cancelling their enrolment on any grounds

may affect their student visa. An international student’s visa may be cancelled if the deferral or suspension:

is due to the conduct of the student

is for reasons other than compassionate or compelling circumstances

the compassionate or compelling circumstances which warranted the deferral or suspension
of studies cease to exist

is based on fraudulent evidence or documents given to the registered provider.

Effect on Confirmation of Enrolment (CoE)

IIFS must maintain a record of any decisions to defer or suspend an overseas student’s enrolment. IIFS must

notify the Department of Education and Training through PRISMS if it defers or suspends an overseas student’s

enrolment. Under Standard 9 of the National Code, there are three possible outcomes for an overseas
student’s CoE:

1.

IIFS notifies the Department of Education and Training through PRISMS that they are deferring or
suspending an overseas student’s enrolment for a period without affecting the end date of the CoE.
There will be no change to the CoE on PRISMS — the overseas student will still be listed as studying.
However, the notice of deferment or suspension will be recorded in PRISMS.
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2. 1IFS notifies the Department of Education and Training through PRISMS that they are deferring or
suspending an overseas student’s enrolment for a period which will affect the end date of the CoE.
PRISMS will cancel the original CoE and immediately offer IIFS the opportunity to create a new CoE
with a more appropriate end date. If IIFS does not know when the overseas student will return, it
can choose not to create a new CoE at that point, but to wait until the overseas student has
notified it of the intended date of return before creating a new CoE.

3. |IFS notifies the Department of Education and Training through PRISMS that it wishes to
permanently cancel (terminate) the overseas student’s enrolment. Once this process is complete,
the overseas student’s CoE status will be listed as ‘cancelled’.

Complaints and Appeals

If the applicant chooses to enact the complaints and appeals process, this must be lodged within 10
working days from the date of issue.

The decision will be held over until such time as the appeal is heard.

Students who are already enrolled will thus continue to be enrolled and their course progress will
continue to be monitored.

The suspension or cancellation of the student’s enrolment cannot take effect until the appeal
process is completed unless there are extenuating circumstances relating the student’s welfare.

COMPLAINTS AND APPEALS POLICY

INTRODUCTION:

In accordance with The National Code (Standard 10: Complaints and Appeals) Insight Institute of Further
Studies (lIFS) must have an internal complaint handling and appeals process in place. Professional, timely,
inexpensive and documented complaints handling and appeals processes ensure that grievances between

overseas students and registered providers can be heard and addressed. IIFS must:

have and implement a documented internal complaint handling and appeals policy and process.
advise an overseas student within 10 working days of their right to access an external

appeals process and provide contact details, if the overseas student is not satisfied with the
outcome of the internal complaints and appeals process; and

immediately implement any decision or recommendation in favour of the overseas student through
the internal or external appeals process.

This policy aligns to the requirements of Standard 6 of the Standards for Registered Training Organizations
(RTO’s) 2015. This policy ensures that Complaints and appeals are recorded, acknowledged and dealt with
fairly, efficiently and effectively. The purpose of this policy is for Insight Institute of Further Studies (IIFS) to
define the system of the principles of natural justice and fairness in place to deal with complaints and
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appeals involving the conduct of:

e jtstrainers, assessors or other staff
e Students
e Athird-party providing services on the IIFS’s behalf

DEFINITIONS
Complaint — a Statement that something is unsatisfactory or unacceptable which requires a systematic or
formal resolution. A “Complaint” is where a prospective student, enrolled student or staff registers a formal
complaint, in writing, concerning the manner (or behaviour) in which IIFS or its staff (including
Trainers/Assessors, Administrative Staff or Educational Agents) deals with or provides educational or
marketing services to any of these groups. This also includes student amenities, discrimination, sexual
harassment, bullying or any other issue that may arise when enrolling or studying at IIFS. Complaints can
include but are not limited to the following.

e Enrolment process

e Marketing Processes

¢ The quality of the training delivery

e Assessment outcomes/including recognition of prior learning

e Issuing results, certificates and /or Statements of attainment

e Any other activities associated with the delivery of training and assessment services

e Conduct of the RTO

e Conduct of other students
e |ssues arising from third party providers on behalf of the RTO

e Other issues such as discrimination, sexual harassment, victimization, disability discrimination
and bullying

Appeal — to apply to IIFS or a higher authority or external body for review of how a complaint process was
handled or in relation to an unfavourable decision made against them. An “Appeal” is where prospective
student, enrolled student or staff registers a formal appeal, in writing, relating to a decision made by IIFS or
their staff (including Trainers/Assessors, Administrative Staff or Educational Agents) dealing with, but not
limited to, educational or enrolment services, provided to any of these groups and refund applications. This
includes requests to challenge an assessment decision.

External Appeal
A request for an independent, external review of a decision and handling of a particular scenario.

Australian Skills Quality Authority (ASQA).

The Australian Skills Quality Authority (ASQA) is the national regulator for Australia’s vocational education and training
sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met.

. ASQA can investigate complaints about:

e the quality of the training that you receive

e registered training organizations that you believe have breached the required standards

e training providers delivering English Language Intensive Courses for Overseas Students
(ELICOS) that you believe have breached the required standards
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e the marketing/advertising practices of organization’s claiming to be registered
training organizations, or to offer nationally recognized training.

Overseas Student Ombudsman (0SO) (Only applicable for International Students)

The Overseas Students Ombudsman investigates complaints about problems that overseas students or intending
overseas students may have with private education and training in Australia. The legal basis for the Ombudsman role is
the Education Services for Overseas Students (ESOS) Legislation Amendment Act 2011, passed by the Australian
Parliament on 21 March 2011.
The Ombudsman:
. provides a free service
. is independent and impartial, and does not represent either overseas students or private education
providers
J can make recommendations arising out of investigations
. is a function of the Commonwealth Ombudsman
The Ombudsman can only investigate a complaint if:
o it relates to a private education provider registered with the Australian Government on the
Commonwealth Register of Institutions and Courses for Overseas students (CRICOS)
. the problem relates to an overseas student who is already studying in Australia on a student visa or is
intending to come to Australia soon.

The Ombudsman cannot investigate a complaint if:
. It relates to a public or government education provider. These complaints can be directed to the

Ombudsman for your IIFS or territory.
The Ombudsman may also decide not to investigate complaints if:
. The complaint has not been raised at first with the education provider
. Another organization is better able to help.

In defining these IIFS believes that it can ensure that both are addressed in terms of clarity and efficiency;
and where appropriate use the outcomes of these processes to continually improve, but not limited to,
[IFS’s training and assessment strategies and practices and the provision of the educational services it
provides to the VET Sector as an ASQA registered Educational Provider

POLICY

IIFS’s complaints policy and appeals policy:
e ensure the principles of natural justice and procedural fairness are adopted at every stage of the
complaint and appeal process
e are publicly available
e setoutthe procedure for making a complaint or requesting an appeal
e ensure complaints and requests for an appeal are acknowledged in writing and finalized as soon as
practicable
e provide for review by an appropriate party independent of the RTO and the complainant or
appellant, at the request of the individual making the complaint or appeal, if the processes fail to
resolve the complaint or appeal.
Nothing in this policy and procedure limits the rights of an individual to act under Australia’s Consumer

Protection laws and it does not circumscribe an individual’s rights to pursue other legal remedies.
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Responsibility
The CEO is responsible for ensuring this policy and procedure is implemented and executed accurately and
effectively.
The Management Team handles all complaints and appeals relevant to their area of responsibility.
Trainers and Assessors

. Operate in accordance with IIFS Complaints and Appeals

o Refer to any formal complaints to the relevant management
member Administration Staff

. Maintain the complaints and appeals register, in conjunction with the management team

PROCEDURE

Principles of resolution
IIFS is committed to developing a procedurally fair complaints and appeals process that is carried out free

from bias, following the principles of natural justice. Through this policy and procedure, IIFS ensures that
complaints and appeals:

e Areresponded to in a consistent and transparent manner.

e Areresponded to promptly, objectively, with Sensitivity and confidentiality.

e Can be made at no cost to the individual.

e Are used as an opportunity to identify potential causes of the complaint or appeal and take actions
to prevent the issues from recurring as well as identifying any areas for improvement.

Timeframes for resolution

o The review process of a complaint or appeal is to commence within Five (5) working days of
complaint or appeal lodgement.

o Complaints and appeals will be finalized as soon as practicable or at least within 30
calendar days unless there is a significant reason for the matter to take longer.

o Where IIFS considers more than 60 calendar days are required to process and finalize the
complaint or appeal, it will inform the complainant or appellant in writing, including reasons why
more than 60 calendar days are required.

o It will also regularly update the complainant or appellant on the progress of the matter.

Records of complaints and appeals
IIFS will maintain a record of all complaints and appeals and their outcomes on the Complaints and Appeals
Register, which will be securely stored according to the Privacy Policy and Procedures.

Making a complaint or appeal
Complaints about a particular incident should be made within ninety (90) calendar days of the incident
occurring and appeals must be made within thirty (30) calendar days of the original decision being made.

Informal Complaint Procedure
e Theinitial stage of any complaint or feedback will be when the client directly
communicates with the relevant IIFS staff member and raises the issue/s at hand.
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The IIFS staff members will attempt to provide a solution to the issue presented.

If the client is dissatisfied with the solution presented, they may initiate the formal
complaint process.

Formal Complaint or Appeal Procedure

The informal complaint procedure must be explored first.
A Formal Complaint or Appeal Form must be completed. This form is available on IIFS
website and at the IIFS reception.

A formal complaint or appeal will be at zero cost to the complainant/appellant

When making a complaint or appeal, provide as much information as possible to enable IIFS to

investigate and determine an appropriate solution. This should include:

o Theissue you are complaining about or the decision you are appealing — describe what
happened and how it affected you.

o Any evidence you must support your complaint or appeal.

o Details about the steps you have already taken to resolve the issue.

o Suggestions about how the matter might be resolved.

The form can be lodged using any one of the following methods.

In person on Campus (Reception or relevant Management Member) By

Email —info@iifs.vic.edu.au

By Post to the office address

Resolution of complaints and appeals

Once the complaint or appeal is received, the CEO will convene an independent panel to hear the
complaint; called the (complaint and appeals committee).
The independent panel shall not have any previous involvement with the complaint or appeal.
This panel will include.

o TheCEO

o Another IIFS staff member
In the case of an assessment appeal, an assessor who is independent from the original decision will
assess the original task again. The outcome of this assessment will be the result granted for the
assessment task.
In all other cases the complainant/appellant will be contacted within Ten (10) working days of the
complaint been received and a time will be organized for them to attend a meeting with the complaint
committee.
The CEO will seek approval from the complainant/appellant and member of staff to have both parties
present at this meeting.
If either party objects, both parties will be heard on the same day at different times to ensure the
respect and comfort of all parties involved.
The client will be given the opportunity to present their case to the committee and is welcome to
bring a support person to this meeting.
The complainant/appellant will have appropriate access to his/her records, following IIFS
Records Management Policy.

The relevant staff members will be given the opportunity to present their case to the committee and
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is welcome to bring a support person to this meeting.

The complaints and appeals committee will review all evidence presented at the meeting and
decide regarding the complaint or appeal. The resolution time is 30 days.

This decision will be communicated in writing to all parties involved within five (5) working days of
making the decision. This will include details of the reasons behind the decision.

IIFS will maintain the student’s enrolment of the complainant/appellant during the Complaints and
Appeals process.

Decisions or outcomes in favour of the complainant/appellant shall be implemented

immediately.

Complaints and Appeals will be handled in strict confidence.

Complaints and appeals will be considered based on procedural fairness and lead to

opportunities for improvement as a Continuous Improvement Report.

Should the complainant or appellant be dissatisfied with the outcome of this process, IIFS must advise
the overseas student of their right to access an external complaint handling and appeals process at
minimal or no cost. This advice must be given to the overseas student within 10 working days of the
completion of the internal complaints handling and appeals process.

IIFS must not report to the overseas student through Provider Registration and International
Student Management System (PRISMS) for unsatisfactory course progress or attendance until the
overseas student has accessed the internal and external complaints handling and appeals process,
and the decision or recommendation supports the decision of IIFS.

Independent parties

IIFS acknowledges the need for an appropriate independent party to be appointed to review a
matter where this is requested by the complainant or appellant and the internal processes have
failed to resolve the matter. Costs associated with independent parties reviewing a matter must be
covered by the complainant/appellant unless the decision to include an independent party was
made by IIFS.

IIFS may also appoint an independent party to be involved in the resolution of a complaint or
appeal where it is deemed necessary.

IIFS will provide complete cooperation with the external mediator investigating the
complaint/appeal and will be bound by the recommendations arising out of this process.

The CEO will ensure that any recommendations made are implemented within twenty (20) days of
being notified of the recommendations. The complainant or appellant will also be formally
notified in writing of the outcome of the mediation.

External Complaints and Appeals
In the case where the complainant or appellant be dissatisfied with the outcome of the IIFS Complaints and Appeals process,

external mediation and resolution is available. In most cases, the purpose of the external appeals process is to consider

whether the registered provider has followed its policies and procedures, rather than make a decision in place of the

institution.

Overseas Student Ombudsman (For International Students)

Online: A student can make a complaint online by visiting the website of Ombudsman and completing the
online complaint form at http.//www.o0so.gov.au.
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U Telephone: Students can contact OSO by telephone, 9am to 5:30pm Monday to Friday, Australian Eastern
Standard Time (AEST). In Australia, call: 1300 362 072 (calls from mobile phones at mobile phone rates). Outside
Australia, call +61 2 6276 0111

o Using an interpreter: If a student wants to make a complaint in his/her own language then they can call the
Translating and Interpreting Service (TIS) in Australia on 131 450, outside Australia call +61 3 9203 4027. OSO
will pay for the interpreter.

U If you are deaf, hearing or sight impaired: Students can contact OSO via the National Relay Service.
Teletypewriter (TTY) users’ phone 133 677 and then ask for 1300 362 072. Speak and Listen users’ phone
1300 555 727 and then ask for 1300 362 072. Internet Relay users connect to the National Relay Service
www.iprelay.com.au and then ask for 1300 362 072

L Fax: Students can send a fax to OSO (Within Australia: 02 6276 0123. Outside Australia: +61 26276 0123)

o Mail: Students can write a letter and post it to: Overseas Students Ombudsman GPO Box 442 Canberra ACT
2601 AUSTRALIA
Australian Skills Quality Authority (ASQA).

The Australian Skills Quality Authority (ASQA) is the national regulator for Australia’s vocational education and training
sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met. ASQA can
investigate complaints about:

e the quality of the training that you receive

e registered training organizations that you believe have breached the required standards

e the marketing/advertising practices of organizations claiming to be registered training
organizations, or to offer nationally recognized training.
However, ASQA will only use the information you provide to inform its regulatory approach and will not
contact IIFS on behalf of the complainant or act as their advocate. For more information, refer to the
following webpage: http://www.asga.gov.au/complaints/make-a-complaint---domestic-students/make-a-

complaint---domestic-studentsl.html

National Complaints Hotline:
The National Training Complaints Hotline is a national service for consumers to register complaints
concerning vocational education and training. The service refers consumers to the appropriate
agency/authority/jurisdiction to assist with their complaint. Consumers can register a complaint with the
National Training Complaints Hotline by:

¢ Phone: 13 38 73, Monday—Friday, 8am to 6pm nationally.
For more information about the National Complaints Hotline, refer to the following webpage:
https://www.education.gov.au/NTCH
Contact a solicitor; or Legal Aid

Nothing in this policy or corresponding procedure inhibits the student or staff’s right to pursue other legal

remedies. Students are entitled to resolve any dispute by exercising their rights to other legal remedies,
however these expenses will be borne by the student. Students wishing to take this course of action are

advised to:

° Contact a solicitor; or

] Contact Legal Aid www.legalaid.vic.gov.au

° Contact the Law Institute of Victoria for a referral to a solicitor (470 Bourke St Melbourne,
ph: 9602 5000, www.liv.asn.au); or

Publication

This policy and procedure will be published in the Student Handbook and on IIFS’s website.
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FEES, CHARGES AND REFUND POLICY

INTRODUCTION
In accordance with The National Code (Standard 2 — Recruitment of an overseas student) and Clause 5.3 of
the Standards for RTOs, Insight Institute of Further Studies (IIFS) must provide information regarding tuition

and non-tuition fee and the Refund Policy. This information must be provided to the student prior to
enrolment

POLICY

Information about Fees and Charges

e In accordance with The National Code (Standard 2 — Recruitment of an overseas student)
and Clause 5.3 of the Standards for RTOs, IIFS provides current Fee information to
students prior to enrolment. This is provided via Pre-Enrolment Course Information
Sheets, Brochure and the IIFS Website. The Tuition Fee and Non- Tuition Fee is also
clearly mentioned in the Letter of Offer and the Enrolment Agreement provided to the
student.

e Feeinformation includes:

o Tuition Fees
o Non-Tuition Fees - All costs for the course including application fees, any materials fees or levies,

OSHC charges etc

Payment terms

Information that this fee does not include the cost of Living in Australia

o Advice on the potential for changes to the fees over the duration of a course.

e The Enrolment Agreement and the Student Handbook which are provided prior to
enrolment include this Fees, Charges and Refunds Policy and Procedure and informs the
student of their consumer rights. Students are asked to sign the Enrolment Agreement in
acknowledgement of the terms and conditions of the enrolment and this policy.

Course fee inclusions
e Course and tuition fees include:

o All the training and assessment required for students to achieve the qualification or course in
which they are enrolling within the attempts allowed. However, in the case of re- assessment,
where a student fails to achieve a satisfactory outcome after three attempts at an assessment
task, an additional fee may apply for additional training and re-assessment. This fee is
outlined in the Enrolment Agreement.

o One copy of the required Learner Guide for each student unless otherwise stated on the
Course Outline.

o Issuance of one set of certification documents including the testamur (certificate) and
record of results and/or a Statement of Attainment (in the case of withdrawal or partial completion). Re-
issuance or additional copies of these documents will attract a fee of S50 per document.
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e Course and tuition fees do not include:
o OSHCcharges
o Cost of living in Australia
o Any optional textbooks and materials that may be recommended but not required to
complete a course.
o Replacement Learner Guides if original copies are lost or misplaced. Costs for replacements
are outlined in the Student and Employer Agreement.
Stationery such as paper and pens.
Reassessment if required, as outlined above.
Re-issuance of AQF certification documents — a cost of $50 per document applies.
Direct debit setup, transaction and dishonour fees (where applicable).
Credit card payment surcharges.

O O O O O

e |IFS cannot guarantee that students will successfully complete the course in which they
enrol regardless of whether all fees due have been paid.
e Additional fees may apply resulting from any variation to the original Course:
Other fees applicable include the following.

a) ECOE Change Fee $200

b) Course Deferment Fee $200

c) Late Payment Fee (as per the Payment Plan) $50 per week
d) Re —enrolment in a Unit of Competency $500 per unit
e) Replacement of Certificate or Statement of Attainment $50.00

f) Replacement Student ID Card $20.00

g) Assessing RPL Application $200 per unit
h) Late Submission fee $350 per unit

Payments

e The Initial deposit payment is required as outlined in the Letter of Offer to issue a COE. This amount
must be paid prior to course commencement.

e Payments can be accepted by EFTPQS, electronic transfer, credit card, money order or direct debit.

e Credit card payments may incur a surcharge from the student’s Bank.

e Payments for all fees must be in Australian Dollars

e Students who are having trouble paying their fees are invited to call our office to make
alternative arrangements for payment during their period of difficulty.

e IIFS reserves the right to suspend the provision of training and/or other services until fees are
brought up to date. Students with long-term outstanding accounts may be withdrawn from their
course if payments have not been received and no alternative arrangements for payment have
been made.

e |IFSwill notissue any qualification until all fees are paid in full.

Protecting fees being paid in advance
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e |IFS acknowledges that it has a responsibility to protect the fees paid by students in advance of

their training and assessment services being delivered.

e |IFS will accept payment of no more than $1,500 from current or prospective students prior to the
commencement of the course.

e Once the course commences, IIFS will require payment of additional fees in scheduled payments as
per the Payment plan from the student but only such that, at any given time, the total amount
required to be paid does not exceed $1,500.

e Tuition Protection Service (TPS), IIFS, will inform students about the how to access the Tuition
Protection Service via IIFS’s website. This information will also be provided to students prior to
enrolment.

e Inthe case where IIFS is not able to deliver the course to the students, TPS ensures that
international students are able to either:

o complete their studies in another course or with another education provider or
o receive a refund of their unspent tuition fees.

Debt Collection

° The debt for fees payable becomes immediately due when the student fails to honour
instalment payments.

) IIFS will make all reasonable efforts to contact the students via mail, email or SMS. Failure to
return contact will result in referring the matter to a lawyer or debt collector.

. In case the issue is referred to a debt collector or solicitor the student will be liable for all
charges including financial charges.

. Non-payment of fee will result in the cancellation of the enrolment. The student will be issued
a statement of attainment in the units of competency completed.

Cooling Off Period

e The Australian Consumer Law (ACL) gives consumers who enter an unsolicited contract, the
right to cancel the contract within a ‘cooling-off’ period.

o The purpose of a cooling-off period is to protect a student from being bound by an unsolicited
contract that does not fit their needs, by giving them time to reassess and cancel the contract if
necessary.

o The cooling-off period for individuals is 10 business days. This period starts the day after the
agreement is signed.

e The student can cancel the Enrolment Agreement during the 10 business days by mailing a
written cancellation request to IIFS.

REFUND POLICY
e Refunds applications after course commencement is only in relation to Tuition Fees, Enrolment
Fee and Material Fee are non-refundable.

e |IFSis not able to provide any refunds for fees paid to third parties such as education agents and
OSHC
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Students cannot apply for a refund where they have defaulted on payment instalment of Tuition

and material fees as per the payment plan.

How to apply

A refund of the fees will only be granted in accordance with the Refund Policy.

Student must submit the Refund Request in writing to Student Administration using the Refund
Application Form. The Refund application form is available at IIFS Reception desk and on our
website

The student will need to supply in writing with the nominated method of reimbursement

It is a student’s responsibility to provide correct account details. IIFS will not authorize the
transfer of fees to any other student’s account.

All refund applications will be processed by IIFS within 20 working days of the application and
evidence of documentation received.

IIFS will provide the students with a statement detailing the calculation of the refund.

Payment of a refund application automatically cancels a student’s enrolment.

IIFS will only make the refund payments directly to the student’s account. This account must be the
same account on which the tuition fee was received. If the student wishes to nominate another
account to receive a refund, they must do so in writing.

Refund Approvals
All refunds must be approved by the CEO.

FULL REFUND CONDITIONS
IIFS will make a full refund of course fees paid in the following circumstances:

1.

Visa refused before commencement date

If a student’s initial visa is not granted, a full refund of fees received by IIFS will be refunded to the
student less the Administration Fee of $500

Please note: Without proof of refusal from the Department of Home Affairs, NO refund will be
granted.

Provider Default - IIFS does not commence or ceases delivery of a course

Provider default is under the following circumstances:
o The course does not begin on the agreed commencement date; or,
o The course ceases to be provided at any time after it commences but before it is
completed; or,
o The course is not provided in full to the students because a sanction has been imposed
on IIFS or any other reason.

o [fIIFS does not commence a course on the due date, a full refund of tuition fees paid will be

made within 10 working days of the specified starting date in accordance with the refund
provisions of the ESOS Act. Fees may be transferred to an alternative enrolment where the
student agrees.
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e [fIIFSis unable to complete the course due to unforeseen circumstances, any ‘unused tuition’

fees are to be refunded to the student.

e Where there is an instance of provider default in the above circumstances, IIFS may arrange for
another course, or part of a course, to be provided to students at no (extra) cost to the student
as an alternative to refunding course money. Where the student agrees to this arrangement, IIFS
will not be liable to refund the money owed for the original enrolment.

Tuition Protection Service

In case of provider default, student tuition fee is protected under TPS (Tuition Protection Service). The
Tuition Protection Service is an initiative of the Australian Government to assist international students
whose education providers are unable to fully deliver their course of study. For more information on TPS
for international student, please visit: https://tps.gov.au/

PARTIAL REFUND CONDITIONS:
1. Student withdraws within cooling off period or more than 30 days before course commencement
date

If a student withdraws from the course within the cooling off period, all fees paid are refundable,
excluding an Administration fee of $500.
If written notice of withdrawal is received more than 30 days prior to the initial course
commencement, all fees paid are refundable, excluding an Administration fee of $500.

2. Student withdraws less than 30 days but more than 15 days before course commencement date

If a written notice of withdrawal is received less than 30 days but more than 15 days prior to the initial
course commencement, 50% tuition fees are refundable, less an Administration fee of $500.

3. Unused tuition fee for future courses
In the case where a student cancels their enrolment and requests a refund after the course
commencement date, there will only be a refund on unused tuition fee for future courses.
An Administration fee of $500 will be charged.

NO FEE REFUND CONDITIONS
1. Student withdraws less than 15 days before course commencement date
If written notice of withdrawal is received less than 15 days prior to the initial course
commencement, there would be No Refund.RPL Application Fees
IIFS will not refund any RPL application fees should the student be deemed as unsuccessful in RPL
Application. Note that the student may lodge an appeal on RPL decision at no cost — refer to the
Complaints and Appeal policy.
2. Non-tuition-based fees
Non-tuition-based fees such as Enrolment Fees and Material Fees after course commencement will
not be refunded under any circumstances.
3. Withdrawal from course
Students who withdraw from their studies after the commencement of their course is required to pay
the balance of their tuition fee for the current study period before the date of cancellation of their
COE.
4. Enrolment Cancellation
Student enrolment is cancelled because of misconduct of student with Student Code of Conduct
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Policy or the student breaches IIFS Policies and Procedures there is no refund applicable.

Students abandon their course
Students abandon their course without formally cancelling their enrolment: there will not be any
refund.

Transfer to another provider
In the case where a student seeks and is granted approval by IIFS to transfer to another provider

prior to completion of six-month study of the principal course, there will only be a refund on unused
tuition fee for future courses.

Visa cancellation
If Student’s visa is cancelled due to any action of student, there is no refund.

Student’s extension of Visa is not granted:
There will only be a refund on unused tuition fee for future courses. Students are advised not to enrol

or re-enrol if they are uncertain if their visa will be extended.

Extenuating Circumstances
Students may have extenuating circumstances that prevent them from attending scheduled course dates

that may include but are not limited to illness, family or personal matters, or other reasons that are out of

the ordinary.
Where evidence can be successfully provided to support the students’ circumstances, course fees may

either be transferred to the next available course where applicable, or a refund of unused course fees will
be issued. This decision of assessing the extenuating circumstances rests with the CEO and shall be assessed

in a case by case situation.

COMPLAINTS AND APPEALS

o Students can choose to appeal against any decision made by IIFS in relation to refunds or any
other issue in accordance with the Complaints and Appeals Policy and Procedures.
= |International students can make a complaint to the Overseas Student Ombudsman
(www.oso.gov.au) if they are not satisfied with IIFS’s internal complaints and appeals
process.
= The availability of complaints and appeals processes does not remove the right of
the student to take action under Australia Consumer Law.
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STUDENT TRANSFER POLICY

The ESOS Act 2000 and The National Code 2018 impose obligations on registered providers of education
services to overseas students studying in Australia on a student visa (international students). Under Standard
7 of The National Code 2018, registered providers are restricted from enrolling a student on to a course of
study, where that student is transferring from another provider and has not yet studied six months of their
principal course of study.

The purpose of this policy is to ensure the Insight Institute of Further Studies(lIFS) meets the requirements of
the Education Services for Overseas Students (ESOS) Act 2000 and Standard 7 of the National Code of Practice
2018 (The National Code) in respect of managing requests from international students who seek to transfer
between CRICOS registered providers of education and training services (registered providers).

DEFINITION

The principal course is the main course of study to be undertaken by an overseas student where the student
visa has been issued for multiple courses and is usually the final course of study. The first six months is
calculated as six calendar months from the date an overseas student commences their principal course.

POLICY

IIFS must not knowingly enrol an overseas student wishing to transfer from another registered provider’s
course prior to the overseas student completing six months of their principal course of study, except in certain
circumstances (school sector).

As the principal course of study is generally the final course of study covered by the overseas student’s visa,
transfer requirements apply to all courses of study prior to the overseas student’s principal course.

STUDENT REQUEST TO TRANSFER TO IIFS FROM ANOTHER REGISTERED PROVIDER
As outlined under Standard 7 of the National Code, IIFS will not actively recruit or enrol a student wishing to
transfer from another registered provider’s course prior to the student completing six (6) months of their
principal course of study, except in limited circumstances. These are as follows.
e The original registered provider has provided evidence of release, or
e The releasing registered provider, or the course in which the overseas student is enrolled, has
ceased to be registered.
o The releasing registered provider has had a sanction imposed on its registration by the ESOS agency
that prevents the overseas student from continuing their course with that registered provider.
e Any government sponsor of the overseas student considers the change to be in the overseas
student’s best interests and has provided written support for the change. This usually applies
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where the overseas student’s study in Australia is sponsored by the government of another
country.

After completing six calendar months of the principal course, an overseas student can transfer without
needing to meet one of these conditions.

STUDENT REQUEST TO TRANSFER FROM IIFS TO ANOTHER REGISTERED PROVIDER

An international student requesting a transfer from IIFS to another registered provider prior to completing
six (6) calendar months of their principal course of study, must obtain approval from IIFS in the form of a
request for a release.

A release will not be required where:

e Aninternational student has completed six months or more of their principal course of study.
Where this is the case IIFS will approve the request to study with another registered provider
without restriction; and

e The course for which the student has received an COE will not be offered by IIFS, and/or has ceased
to be registered on CRICOS.

Granting release for student transfer

In accordance with Standard 7 of The National Code 2018 and recognizing student’s right to exercise freedom
of choice as consumers, as a principle, IIFS will grant a student’s request to transfer to another provider,
where it will not be of detriment to the student.

With a focus on student welfare and support, IIFS will grant a release where:

o The students will likely be reported because they are unable to achieve satisfactory course
progress at the level they are studying, even after implementing the required intervention
strategies to assist the student in accordance with Standard 8 (Overseas student visa
requirements);

e Thereis evidence of compassionate or compelling circumstances.

e There is evidence that the overseas students’ reasonable expectations about their current course
are not being met;

e There is evidence that the overseas student was misled by the registered provider or an education
or migration agent regarding the registered provider or its course and the course is therefore
unsuitable to their needs and/or study objectives.

e |IFSis not able to deliver the course as outlined in the written agreement; or

e Anappeal (internal or external) on another matter results in a decision or recommendation to
release the overseas student.

Grounds for refusing a transfer request
IIFS considers the following factors detrimental to the student, and therefore, as reasonable grounds for
refusing a transfer request:

e Therequest is considered detrimental to the student’s wellbeing.
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e Where the student is transferring to the same or a similar course with another provider.

e The student has not started studying or has studied with IIFS (attending and participating in the
classes) for less than four (4) weeks and has not had an opportunity to experience the program of
study, and/or the range of support services available at IIFS. In this situation.

o |IFS will re-visit the issue within a timeframe negotiated with the student.

e The student has requested a transfer to a course with another registered provider that is
considered by IIFS to be unsuited to students’ academic capabilities, study plans or career
aspirations. This includes where a student wishes to transfer from a higher-level qualification to a
lower-level qualification (e.g. from a diploma level course to a certificate level course).

e Thetransfer may jeopardize the students’ progression through a package of courses.

e Theintended course will not provide adequate preparation for further study, and/or is not
recognized by higher education or VET providers as meeting their entry requirements.

e |IFS forms the view that the student is trying to avoid being reported to the Department of
Immigration and Citizenship for failure to meet the academic progress requirements; or

e The student is indebted to IIFS (hon-payment of fees or college dues) and/or has outstanding
disciplinary issues.

IIFS may agree to approve a request for a release if the student can demonstrate that the transfer would be
in their best interests. If issued, there will be no cost to the student in obtaining the letter. When finalized
and accepted, changes to student enrolment will be updated in PRISMS.

Where appropriate IIFS will counsel students, to consider their personal or academic reasons for transferring.
Outcomes of counselling may include the identification of alternative academic programs within IIFS, and/or
the recommendation of appropriate student support or study skills support as an alternative to the transfer.
Where the student is eligible for a release, this will not affect their right to transfer.

As required by standard 7.2 of The National Code 2018, IIFS will only grant a release where the student has
provided a letter from another registered provider confirming that a valid enrolment offer has been made
(i.e. a letter of offer). In addition to this IIFS requires the students to outline in writing their reasons for
requesting a transfer to another registered provider.

Where IIFS grants a release, a release will be processed at no cost to the student, pursuant to standard 7.4 of
The National Code 2018.

Where IIFS does not grant a student’s request for a release, IIFS will provide written reasons for refusing the
request. In accordance with Standard 10 of the National Code, the students will be informed of their rights of
appeal against the decision. All appeals will be carried out in line with 1IFS’s Complaints and Appeals Policy
and Procedure
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PROCEDURE

FOR STUDENTS WANTING TO TRANSFER INTO IIFS

If IIFS receives an application from a student who is onshore and who has indicated that they are
currently studying at another institution, the Student Admissions Officer uses PRISMS to decide if
the student has completed 6 months of their principal course. They also use the copy of the
student visa in the passport to ascertain when they arrived in Australia.

If they have completed 6 months, the application process proceeds as for all offshore students.

If they have not completed 6 months, they are asked to provide appropriate evidence of release as
evidence in support of their application. They can be provided with a “conditional” offer which
clearly states that an offer of a place is contingent on their obtaining a release from their current
provider.

If such evidence of release is received, it is verified by contacting the relevant institution, if
satisfactory, the application proceeds as for all offshore applicants.

If no satisfactory evidence of release is obtained from such students, the application process is
halted, and the student informed that they are unable to transfer at this time. They are welcome to
re-activate their application when the six (6) month period has passed.

Note that in the very rare circumstances where the original institution or course has ceased to be
registered, or sanctions have been placed on the original institution by the Australian government
which do not allow the student to continue with the course, no release evidence is required.

FOR STUDENTS WANTING TO TRANSFER FROM IIFS TO ANOTHER PROVIDER

A student wanting to transfer from IIFS must make a written request using Request for a Release
Form.
The students must also provide a valid offer of enrolment from the new institution.
Upon receiving the above documents, the Student Admin Manager will assess the transfer request
considering the criteria for granting the release and grounds for refusing release.
Based on the above, if a decision is made to grant release,
o The student will be informed about the outcome of the release application
o therelease will be processed on Provider Registration International Student Management
System (PRISMS), a ‘How To’ guide is available at
https://prisms.education.gov.au/Information/ShowContent.ashx?Doc=How To Manage
Student Transfers in PRISMS.pdf.
o Therelease will be granted at no charge to the student
o The student will be advised to contact the Department of Home Affairs to check whether a
change in enrolment breaches a visa condition.
o The student can refer to the Department of Home Affairs website at:
https://www.border.gov.au/Trav/Stud/More/Changing-courses.
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e [fIIFS intends to refuse a release, it must notify the overseas student in writing the reason for
refusing the transfer request and the overseas student’s right to access the registered provider’s
internal complaints and appeals process (in accordance with Standard 10) within 20 working days.

e IflIFS intends to refuse a release, it must not finalize the overseas student’s refusal status in
PRISMS until:

o Any appeal against the refusal lodged by the overseas student is finalized and upholds IIFS’s
decision not to release the student; or
o the overseas student did not access IIFS’s complaints and appeals processes within 20
working days of being notified of the refusal: or
o theoverseas student withdraws their appeal against the refusal.
Records IIFS must maintain records of overseas student transfer requests for two years after the student
ceases to an accepted student.

ISSUING OF CERTIFICATION DOCUMENTS

e On completion of your course and payment of all relevant fees, we will issue you with a
qualification (testamur/certificate) and record of results within thirty (30) days. The record of
results will show the units of competency achieved in the course and corresponding results.

e Where a student withdraws or partially completes a course, a Statement of Attainment will be
issued within thirty (30) days of withdrawal if all relevant fees have been paid. A record of results
will only be provided with a statement of attainment where requested.

e Insight Institute of Further Studies reserves the right to withhold the issuance of qualifications and
Statements of Attainment until all fees related to the course or qualification have been paid, except
where Insight Institute of Further Studies is not permitted to do so by law.

e Insight Institute of Further Studies must have a valid USI on file for the student for a qualification or
Statement to be issued.

Re-Issuing Statements and Qualifications

Records of qualifications and unit achievement are kept on record for a period of at least thirty (30) years.
Students can request copies of any of these statements or qualifications at any time for an additional charge.
Refer to our Fees and Charges section for the current fee.

YOUR FEEDBACK

e Your feedback is important to us and helps us to ensure that our services meet your needs. We use
feedback from students and employers to contribute to our continuous improvement processes, so
we are always striving to do better.

e All students and employers will be provided with a Quality Indicator Survey issued by the National
Centre for Vocational Education and Research (NCVER) that they are required to complete. Please
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help us by completing the surveys that are provided to you by your trainer/assessor. Some may
also be mailed or emailed to you from our office.

e We also welcome feedback from you at any time by email and phone. Describe any other ways
students can submit feedback.

ACCESS TO YOUR RECORDS

You may access or obtain a copy of the records that Insight Institute of Further Studies holds about you at
any time. This includes personal information and records of participation and progress.

If you want to access or obtain a copy of records, you must make a request in writing using the Access to
Records Request Form outlining which records you wish to access. There is no charge to access your
records.

Access to records may be provided by:

e making copies of the records held in a file

e providing time for you to review your file

e providing access to the online portal where some records of the course can be viewed.

Amendment to records

If a student considers the information that Insight Institute of Further Studies holds about them to be
incorrect, incomplete, out of date or misleading, they can request that the information be amended.
Where a record is found to be inaccurate, a correction will be made. Where a student requests that, a
record be amended because it is inaccurate but the record is found to be accurate, the details of the
request for amendment will be noted on the record.

NOTIFYING YOU IF THINGS CHANGE

e Asan RTO under the VET Quality Framework, we must notify you promptly if there are any changes
to our RTO, the course, or the arrangements for training and assessment.

e This would include if there were any changes of ownership, and any new third party arrangements
or changes to third party arrangements that relate to your enrolment, or if we were unable to
provide the services you agreed to in your Student Agreement because we are no longer able to
deliver the course you have enrolled in, or no longer operating as an RTO.

o If this occurs, Insight Institute of Further Studies will devise a strategy to minimize impact on you
and notify you of the changes and how you will be affected as soon as practicable.

e Depending on the type of change, we may send a letter to your home address, send you an email,
or an SMS message. Please make sure we always have your most current home address, email
address and mobile number on file so we can notify you of any changes if applicable.

e Youcan let us know of any changes to your details by using the Change of Details Form.
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ESOS FRAMEWORK AND YOUR RIGHTS

The Australian Government wants overseas students in Australia to have a safe, enjoyable and rewarding
place to study. Australia’s laws promote quality education and consumer protection for overseas students.

These laws are known as the ESOS framework, and they include the Education Services for Overseas Students
(ESOS) Act 2000 and the National Code (2018).

Protection for overseas students

As an overseas student on a student visa, you must study with an education provider and in a course, that

can be found on the Commonwealth Register of Institutions and Courses for Overseas Students (CRICOS) at:
http://cricos.det.gov.au/ CRICOS registration guarantees that the course and the education provider at which
you study meet the high standards necessary for overseas students. Please check carefully that the details of

your course, including its location and match the information on CRICOS.

Your rights

The ESOS framework protects your rights, including:

Your right to receive, before enrolling, current and accurate information about the courses, fees
modes of study and other information from your provider and your provider’s agent. If you are under
18, to ensure your safety, you will be granted a visa only if there are arrangements in place for your
accommodation, support and welfare.

Your right to sign a written agreement with your provider before or as you pay fees, setting out the
services to be provided, fees payable and information about refunds of course money. You should
keep a copy of your written agreement.

Your right to get the education you paid for. The ESOS framework includes consumer protection that
will allow you to receive a refund or to be placed in another course if your provider is unable to teach
your course. Your right to know:

How to use your provider’s student support services.

Who the contact officer or officers are for overseas students.

If you can apply for course credit.

When your enrolment can be deferred, suspended or cancelled.

What your provider’s requirements are for satisfactory progress in the courses you study.

If attendance will be monitored for those courses.

What will happen if you want to change providers; and

How to use your provider’s complaints and appeals process.

0 O O O O O O O

Your responsibilities
As an overseas student on a student visa, you have responsibilities to:

Satisfy your student visa conditions.

Maintain your Overseas Student Health Cover (OSHC) for the period of your stay.

Meet the terms of the written agreement with your provider; Inform your provider if you change
your address.

Maintain satisfactory course progress.
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e Ifattendance is recorded for your course,

e Follow your provider’s attendance policy; and
e If you are under 18, maintain your approved accommodation, support and general welfare
arrangements.

The ESOS Framework can be found at;
https://internationaleducation.gov.au/regulatoryinformation/pages/regulatoryinformation.aspx

The ESOS Act 2000 is an Australian Government Act that controls the delivery of international education in
Australia that was introduced to provide a legislative framework to ensure the quality of programs and
services provided to international students and to ensure that the rights of international students are
protected. The National Code 2018 of Practice for Registration Authorities and Providers of Education and
Training to Overseas Students 2018 (The National Code) is part of the ESOS legislative framework and it
provides nationally consistent standards for the conduct of registered providers of international education
and the registration of their courses.

The National Code can be downloaded here; https://www.legislation.gov.au/Details/F2017L0118
2/Download

The ESOS Act only applies to international students studying in Australia on a student visa. It is not
applicable to students who are studying in an offshore location who are not studying under a student visa
as issued by the DIBP.

The Department of Education and Training has released a new fact sheet for international students
containing important information about their rights and responsibilities while studying in Australia.
https://docs.education.gov.au/node/39586

LEGISLATION AND YOU

As a student, you have both rights and responsibilities under applicable legislation.
Workplace Health and Safety

Under the Workplace Health and Safety Act 2011, Insight Institute of Further Studies must provide a safe
environment for both staff and students, as well as providing information to staff and students in relation to
health and safety and welfare. Insight Institute of Further Studies policies and procedures in place to ensure
your safety and on commencement of your course you will be provided with information about health and
safety.

As a student you also have a responsibility to follow instructions and rules and to behave in ways that are
safe and do not endanger the health and safety of others. Always ensure that you:

e Immediately report hazards to your trainer/assessor.

e Seeking assistance from a member of staff if you become ill or injured on campus.
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Only assist another person who is ill or injured if it is safe to do so. If you’re not sure, call on a member

of staff for assistance.

Complete an incident report as required.

Ensure you are familiar with Insight Institute of Further Studies emergency evacuation procedures

and in the case of an emergency, follow the instructions given to you.

Do not leave bags or personal belongings lying around where someone else could trip over them.

Do not smoke or drink alcohol on the premises.

Observe basic hygiene practices such as hand washing before handling and eating food and leaving
toilets and wash basins clean and tidy, etc.).

Harassment, victimization or bullying

IIFS is committed to providing all people with an environment free from all forms of harassment,
victimization and bullying. IIFS will not tolerate any behaviour that harms, intimidates, threatens,
victimizes, offends, degrades or humiliates another person.

Anti-discrimination law defines harassment as any form of behaviour that you do not want, that
offends, humiliates or intimidates you and that creates a hostile environment. Examples of harassment
are making fun of someone, spreading rumours, offensive jokes, ignoring someone, etc.

Victimization is where a person is treated unfairly because they have made a discrimination complaint.
Bullying is verbal, physical, social or psychological abuse by a staff member or student. Bullying falls
under health and safety legislation.

If you feel that you are being harassed, victimized or bullied by a staff member or student at any

time, you should follow these steps.

If you feel that you are being harassed, victimized or bullied, ideally you should tell the person that you
don’t like the behaviour and ask them to stop. However, if you are not comfortable doing this, you
should lodge a complaint as per Insight Institute of Further Studies Complaints and Appeals procedure
and detailed in this Handbook.

Equal opportunity

The principles and practices adopted by Insight Institute of Further Studies aim to ensure that current
and prospective students, clients and other stakeholders are treated fairly and equitably in their
dealings with IIFS.

All people will be treated courteously and expeditiously throughout the process of enquiry, selection
and enrolment and throughout their participation in a course.

Insight Institute of Further Studies provides equity in access to the level of training and support
required by each student. All students are supported in a manner that enables them to achieve their
full potential and success in their training outcomes. All students are provided with opportunities to
develop and successfully gain skills, knowledge and experience through education and training.

National VET Regulator Act 2011As a student in Australia’s vocational education and training (VET) sector,
you should expect high- quality training in your area of interest, leading to a qualification that improves your
prospects of gaining the job you want or provides a pathway to further study.
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As a Registered Training Organization registered with the Australian Skills Quality Authority, we are

required to comply with the National VET Regulator Act 2011. This involves meeting a series of
Standards that ensure that the training and assessment and support services are provided to you in
accordance with nationally mandated standards.

PRIVACY POLICY

In collecting your personal information the Insight Institute of Further Studies will comply with the

requirements set out in the Privacy Act 1988, the Privacy Amendment (Private Sector) Act 2001 and the

relevant state privacy legislation.

This means that we will:

Inform you of the purpose for which the information is collected.

Only use the personal information that you provide to us in relation to your study with us.

Ensure your personal information is securely handled and stored.

We will inform you of any organization and the type of organization to which we disclose personal

information e.g. the Australian Government or the National Centre for Vocational Education Research,

as well as the purpose of disclosing this information e.g. for statistical purposes.

We will not disclose your personal information to another person or organization unless:

— We have made you aware that information of that kind is usually passed on to that person or
organization.

— You have given written consent.

— We believe that disclosure is necessary to prevent or lessen a serious and imminent threat to your
life or health or that of another person.

— Thedisclosure is required or authorized by or under law; or

— The disclosure is reasonably necessary for the enforcement of criminal law or of a law imposing a
pecuniary penalty, or for the protection of the public revenue.

For a full copy of the Policy, contact us at the contact details shown at the front of the Handbook.

In addition, Under the Data Provision Requirements 2012, IIFS is required to collect personal information

about you and to disclose that personal information to the National Centre for Vocational Education Research
Ltd (NCVER).

Your personal information (including the personal information contained on this enrolment form and your

training activity data) may be used or disclosed by [insert RTO name] for statistical, regulatory and research

purposes. IIFS may disclose your personal information for these purposes to third parties, including:

School — if you are a secondary student undertaking VET, including a school-based apprenticeship or
traineeship.

Employer — if you are enrolled in training paid by your employer.

Commonwealth and State or Territory government departments and authorized agencies.

NCVER.

Organizations conducting student surveys; and
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Personal information disclosed to NCVER may be used or disclosed for the following purposes:

e |ssuing statements of attainment or qualification and populating authenticated VET transcripts.

e facilitating statistics and research relating to education, including surveys.

e understanding how the VET market operates, for policy, workforce planning and consumer
information; and

e administering VET, including program administration, regulation, monitoring and evaluation.

You may receive an NCVER student survey which may be administered by an NCVER employee, agent or third-
party contractor. You may opt out of the survey at the time of being contacted.

NCVER will collect, hold, use and disclose your personal information in accordance with the Privacy Act 1988
(Cth), the VET Data Policy and all NCVER policies and protocols (including those published on NCVER’s website
at www.ncver.edu.au).

CONTACT INFORMATION

WHO WHY HOW

Insight Institute of Further Studies | For Information, policies and IIFS reception desk
procedures that affect you Email: info@iifs.vic.edu.au
Website: www.iifs.vic.edu.au

Department of Education For your ESOS rights and ESOS Helpline:

and Training responsibilities +61 2 6240 5069

Email
esosmailbox@det.gov.au

Department of Home Affairs For visa matters https://www.homeaffairs.gov.au/
Phone 131 881

in Australia

Contact the DIBP office

in your country.
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