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Welcome from CEO

Thank you for choosing Crown Institute of Business and Technology (CIBT) to support your
learning and career aspirations.

Deciding to pursue further studies is a significant step, and our experienced faculty members are
here to make your learning journey both rewarding and enjoyable.

To help you get started, we have created this Student Handbook. It outlines your rights and
responsibilities, key policies and procedures, and provides information on contact points and
support services available to ensure you get the most out of your studies.

At CIBT, we are committed to offering excellent facilities and services. Along with this handbook,
your course information, induction program, and the guidance of your trainers, assessors, and
support staff will help you stay on track and achieve a fulfilling learning and development
experience.

We encourage you to take the time to review this handbook thoroughly and actively engage in
your studies. Your feedback and questions are always welcome, not just during induction but
throughout your time with us.

If you have any questions or need further assistance after your induction, please don’t hesitate to
schedule a meeting with the RTO Manager for clarification.

We hope you enjoy your time with us and remind you to reach out whenever needed. Contact
details are included in this handbook for your convenience.

g’ /K,é/‘g@t%/tt

Jackie Nedelkoski
Chief Executive Officer
Crown Institute of Business and Technology
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Important Information

The information contained in this handbook is important for your study at Crown Institute of
Business and Technology (CIBT) so please read it carefully to make sure you understand what it
contains.

Your Current Contact Details

You must notify CIBT of any change in your address, personal situation or any problems as soon as
possible. We are required to advise the Department of Home Affairs (DHA) of all changes to your
details as part of our responsibilities as an education provider for overseas students.

Itis your responsibility to keep us informed and you must complete a Change of Details Form available
from Student Services so that we can maintain up to date information. Keeping your address and
contact details updated at all times will ensure you receive the notices that relate to your studies,
student visa conditions and other matters that may require your urgent attention.

It is our responsibility to let the Department of Home Affairs (DHA) know should you:

breach any conditions of your student visa

not attend classes and drop below 80% attendance for any study period (term)

failed more than 50% of the unit in each study period (term)

not make your tuition fee payments on time without a mutually agreed payment
arrangement

ANRNR NN

Remember we are here to help and ensure your progress is maintained. Please make sure to inform
us if you have any problems at any stage of your course.

Please note as per ESOS Act changes on 01July 2012 you must update contact details (address, mobile
number, email address) with provider at least every six months.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
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Section 1: General

Using this Handbook

This handbook has been made available on CIBT’s website and is issued to all newly arrived students
as they need to read it on commencement of their program to reinforce understanding of the
processes to be followed as part of the program.

Before commencing your program, you should check that you have been provided with and have
understood the information including, but not limited to:

Course outline, the course duration (length of study) and the Units of Competency in the
course

Timetable and structure of your learning and assessment

Credit Transfer (from earlier studies) and/or Recognition of Prior Learning (RPL)
National recognition of Australian qualifications

Enrolment Terms and Conditions

Resources and Support Services provided and/or made available to you

Fees and Refund policy

Educational policies (including complaints, assessment and attendance)
Withdrawal, deferment and appeals processes

Intervention strategy (counselling and student support)

Code of conduct (behaviour of staff and students)

Access and Equity (a safe and inclusive environment)

Health and Safety considerations

Additional Questions can be directed to Student Support Services on 02 9955 0488 or by email to
info@cibt.edu.au

Student Handbook VET v7.1
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About CIBT

CIBT is a nationally Registered Training Organisation (RTO) under the Australian Skills Quality
Authority (ASQA) our training systems are designed to allow for continuous improvement. We can
adjust to the needs of industry, the wider community and each student’s individual career goals and
needs. CIBT is an independently operated member institution of the Australian Council for Private
Education & Training (ACPET).

National Provider No: 91371 & CRICOS Provider No: 02870D

We are registered to deliver the following Nationally Recognised Vocational Qualifications & Short

Courses:

—
————
—
__-—“
ey
e

103954D
104182B
104836B
104837A
109976E
111544M
111545K
112465B
112466A
105210F
105211E
03531E
103533C
103532D
114133F
114134E
116563A
116564 M

117297F

Student Handbook VET v7.1

BSB40520 Certificate IV in Leadership and Management NATONALY Recocusep
BSB50420 Diploma of Leadership and Management

BSB60420 Advanced Diploma of Leadership and Management
BSB80120 Graduate Diploma of Management (Learning)
FNS40222 Certificate IV in Accounting & Bookkeeping
FNS50222 Diploma of Accounting

FNS60222 Advanced Diploma of Accounting

SIT40521ClV in Kitchen Management

SIT50422 Diploma of Hospitality Management

ICT50220 Diploma of Information Technology

ICT60220 Advanced Diploma of Information Technology
BSB40820 CIV in Marketing and Communication

BSB50620 Diploma of Marketing and Communication
BSB60520 Advanced Diploma of Marketing and Communication
CHC33021 Certificate Il in Individual Support

CHC52021 Diploma of Community Services

CHC30121 Certificate Il in Early Childhood Education & Care
CHC50121 Diploma of Early Childhood Education & Care

BSB50820 Diploma of Project Management (Construction

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
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Short Courses

T
——
—
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e

HLTAIDoo9 Provide Cardiopulmonary Resuscitation Namoauy Ricoasta
HLTAIDO11 Provide First Aid
HLTAIDo12 Provide First Aid in an Education & Care Setting

CPCWHS1101 Work Safely in the Construction Industry
Traffic Controller Course

RIIWHS201E Work Safely and follow WHS Policies & Procedures

RIICOM201E Communicate in the Workplace
RIIWHS205E Control Traffic with stop-slow Bat
RIIWHS206 Control Traffic with Portable Traffic Control Devices & Temporary
Signs
North Sydney Campus Sydney CBD Campus
116 Pacific Highway Level 11, 307 Pitt St
North Sydney 2060 Sydney NSW 2000 Tel: 02 8434 6431
ACT Campus Hurstville Campus
Suite 1, Level 4, 40 Cameron Ave 2 Woodpville Road
Belconnen ACT 2617 Hurstville NSW 2220

Quality Statement: Continuous Improvement

When you study at CIBT you can be confident that your studies meet Standards for RTOs 2015 and
other requirements for a recognised qualification.

As a Registered Training Organisation, Crown Institute of Business and Technology delivers
nationally recognised training qualifications supported by qualified and experienced faculty and
support staff. CIBT qualifications meet the requirements for Australian Qualifications Framework

(AQF).

A prime focus of CIBT’s training operation is on continuous improvement. This means we continually
look for ways to improve our services across all parts of our institution including marketing,
recruitment, induction, training delivery, assessment and support services.

The feedback CIBT receives from you is used to improve our procedures, policies, methods of
operation, materials, trainer/ assessor performance, facilities and information services.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
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We value your input. If you have any suggestions, you can talk or obtain and complete the feedback
form available at student services or from your trainer/assessor. You can return the completed
feedback form to your trainer or assessor/ student services through info@cibt.edu.au/leave it in
suggestion box.

Key Staff

Our Chief Executive Officer has the overall authority to ensure the health and safety of all staff and
students and to plan and lead CIBT.

The Operations Manager is responsible for the day-to-day Operations of CIBT and oversees all
aspects of compliance and program development to ensure quality assurance.

The RTO Manager is responsible for overseeing the effective induction, training and assessment of
students. He is also responsible for making sure your program runs smoothly, and you gain the
necessary knowledge, skills and experience.

The Course Coordinator is responsible for monitoring of all courses to ensure that trainers are
equipped with resources and students maintain satisfactory course progress throughout their
studies.

The Student Services Officers are responsible for assisting you with any difficulties you have with
your training and assessment or living arrangements or other personal areas of life.

Trainers and assessors are responsible for the delivery and assessment of the course. These are the
people who train you to achieve competence in your vocation and will assist you with any reasonable
academic support required to support you in successfully completing your program in the required
time.

CIBT Staff Contact

Name with Designation Times

Chief Executive Officer Mon-Fri 9:00-5:00
Jackie Nedelkoski : jackie@cibt.edu.au

RTO Manager Mon-Fri9:00-5:00
Narayan Tiwari : narayan@cibt.edu.au

Operations Manager Mon-Fri9:00-5:00
Emily Ferdinands : emily@cibt.edu.au

Course Coordinator Mon-Fri 9:00-5:00
Lupco Nedlekoski: lupco@cibt.edu.au

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
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Student Service/ Accounts Officer Mon-Fri 9:00-5:00
nina@cibt.edu.au

Student Service/ Admin Officer ACT Mon-Fri 9:00-5:00
aavritti@cibt.edu.au
Marketing Manager NSW/ACT: Mon-Fri 9:00-5:00

Saksham Onta : saksham.onta@cibt.edu.au

Section 2:

The ESOS Framework

Education in Australia: The ESOS Framework

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 (ESOS) Act 2000 and the National Code 2018.

The ESOS framework sets out the standards that Australian education provider must obey when
dealing with overseas students. These standards cover a range of information you have a right to
know. The services that must be offered include:

a) Orientation and access to support services to help you study and adjust to life in Australia

b) Who the contact officer or officers is for overseas students

¢) If you can apply for course credit

d) When your enrolment can be deferred, suspended or cancelled.

e) What your provider’s requirements are for satisfactory progress in the courses you study
and what support is available if you are not progressing well

f) If attendance will be monitored for your course, and

g) A complaints and appeals process.

Protection for overseas students

As an overseas student on a student visa, you must study with an education provider that can be
found on the Commonwealth Register of Institutions and Courses for Overseas Students (CRICOS)
at http://cricos.education.gov.au/ CRICOS registration guarantees that the course and the education
provider at which you study meet the necessary standards. Please check carefully that the details of
your course - including its location - match the information on CRICOS.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
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Useful Information

The Australian Government through Australian Education International (AEI) provides useful and up
to date information on the ESOS Framework including a quick reference guide and FAQ (frequently
asked questions) section: https://internationaleducation.gov.au/Pages/default.aspx

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D

116 Pacific Highway, North Sydney NSW 2060 (Head office)
Student Handbook VET v7.1 Page 11 of 50



Your rights and responsibilities in brief
Student Rights and Responsibilities

You must comply with all of your visa conditions as outlined in this handbook and as updated by DHA
from time to time. This is particularly important for attendance and successful academic
performance.

In addition to meeting the conditions of your visa and the course requirements, there are several
laws that apply to you as a student studying in Australia. Some of these are discussed in this
handbook. In short while in Australia, you need to recognise the rights of all people and exercise a
reasonable duty of care in your day-to-day activities. Those that respect and obey Australian laws are
warmly welcomed in this country.

If you have any concerns about how a law or rules apply to you, please ask an appropriate person for
advice before acting. While at the college you can speak with the Student Services Officer who can
refer you to the right person for assistance and advice.

Your rights
The ESOS framework protects your rights, including:

i. yourright toreceive, before enrolling, current and accurate information about the courses,
fees, modes of study and other information from your provider and your provider’s agent.

ii.  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.

ii.  Your right to get the education you have 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.

Body Overseas Students Ombudsman

Postal Address | GPO Box 442 Canberra ACT 2601.

Phone Call: 1300 362 072 within Australia. Outside Australia call +61 2 5117 3600 Enquiries
10am to 4pm Monday to Friday (AEST)

Email ombudsman@ombudsman.gov.au

Website http://www.ombudsman.gov.au/

What They Do | The Overseas Students Ombudsman investigates complaints about problems that
overseas students have with private education and training in Australia. The
Ombudsman also provides information about best practice complaints handling to
help private education providers manage internal complaints effectively & publishes
reports on problems and broader issues in international education that we identify
through investigations.

Interpreting If you want to make a complaint in your language you can. Call the Translating and
Service Interpreting Service on 131 450 in Australia, outside Australia call +61 3 9203 4027.
OSO will pay for the interpreter.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
Student Handbook VET v7.1 . Page 12 of 50



Your responsibilities

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

AN NI N NI NN

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 education provider

Inform your provider if you change your address

Maintain satisfactory course progress

If attendance is recorded for your course, follow provider’s attendance policy, and
Maintain your approved accommodation, support and general welfare arrangements
if you are under 18 years of age. Note that CIBT does not enrol under age student at the
present time.

Emergency Procedures and Exits

Emergency Phone Number (Police, Ambulance, Fire): 000

In case of a fire alarm, please follow your teacher’s instructions. When told to leave:

Student Handbook VET v7.1

v

v
v
v

Go quickly and quietly to the nearest fire exit. A map in each room will show you
where they are.

Do not collect your belongings take only what you have with you.

Do not use the lifts. Please use the fire exit stairs.

Meet at the safe area outside the building. It’s important that you stay with your
teacher, who will check your attendance.

Do not run to the building until a fire warden tells you that it is safe.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)

Page 13 of 50



Deferring, suspending or cancelling enrolment

If a student wishes to defer or temporarily suspend their enrolment, they need to contact the
Student Support Officer at CIBT and inform the reasons for deferment or suspension.

The Student Services Officer informs the Operations Manager who will convene a meeting to assess
the student’s request.

A student may be granted deferment or temporary suspension from their studies on compassionate
grounds or due to compelling circumstances (e.g. where a medical certificate states that a student
is unable to attend classes).

If deferment or temporary suspension is granted, the Administration Officer will:

Inform the student in writing that the request has been successful; and

Inform the student in writing that their change in enrolment status may affect their visa; and
Record the details of the request and result on the student’s file; and

Notify the Secretary of Department of Education and training (DET) via PRISMS that the
student’s enrolment has been deferred or temporarily suspended.

AN

A student may cancel their enrolment for any reason. In this situation the Administrative officer will:
v"Inform the student in writing that their change in enrolment status may affect their visa; and
v Record the details on the student’s file; and
v" Through the Chief Executive Officer notify the Secretary of Department of Education and
training (DET) via PRISMS that the student’s enrolment has been cancelled; and
v Issue a Refund Application if appropriate.

CIBT may choose to defer or temporarily suspend a student’s enrolment on two grounds:

v Compassionate or compelling circumstances; or
v" Misbehaviour by the student

The Operations Manager/ together with the Chief Executive Officer may make the decision to cancel
a student’s enrolment, based on information received from the staff of CIBT.

If CIBT chooses to defer, temporarily suspend or cancel a student’s enrolment, then the
Administrative Officer will:
v"Inform the student CIBT’s intention; and
v" Inform the student in writing that the change in enrolment status may affect their visa;
and
v"Inform the student that that processes begin within 10 working days of CIBT receiving the
formal written lodgment of the complaint as Continuous Improvement procedure; and
v" Record the details on the student’s file.

If the student does not access CIBT’s complaints & appeals process, then the Administrative Officer
will:
a) Through the Chief Executive Officer notify the Secretary of Department of Education and
Training (DET) via PRISMS that the student’s enrolment has been deferred, temporarily
suspended or cancelled; and

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
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b)

Record details on the student’s file.

If a student decides to access the complaints and appeals process, the suspension or cancellation

will not

take effect until the appeals process has been followed through.

Release & Transfer (departing students)

Transfer of a student shall be considered following a formal application by the student using
Application to Transfer Provider Form.

Request for release shall be refused when:

v
v

DN

AN NN

A letter of offer from another RTO has not been presented;

When there are issues between an instructor and the student or between students that may
be resolved by mediation;

When physical or verbal aggression has been observed;

When there are outstanding fees;

The complaints process has not been completed and/or the appeals process has not
commenced;

There is unacceptable academic performance;

There is unacceptable level of attendance;

Breaking of any common law (in which case the visa shall be terminated); and

Other exceptional circumstances.

Students will be released on PRISMS within ten (10) working days where it is agreed between CIBT

and the

student and evidence is available that the student does not fall into any of above categories.

After completion of at least six (6) months of study in principal course at CIBT, the student may move
to another Provider without of release.

Where an application for transfer is rejected, the basis for the rejection of the application shall be
documented and the student will be advised within 10 days that they may appeal the decision under
CIBT’s complaints and appeals procedure.

All applications for release shall be recorded on PRISMS and record shall be retained in the student

files.

Transfer between Providers

Definitions (source: the National Code 2018):
e Principal course: Usually the final course of study a student will undertake. For example, if

a student is studying ELICOS followed by a Bachelor degree, the Bachelor degree is the
principal course.

e Sixmonths: Calculated as six calendar months from the first day of the principal course.

Student Handbook VET v7.1
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Transferring from another provider

CIBT may enrol students seeking to transfer from another provider within the first six months of
their principal course if:

e The student is a government-sponsored student, and the student’s sponsor supports a
transfer

e The student’s current education provider or course has ceased to be registered, or a
sanction has been imposed that prevents the current provider from continuing to deliver
the principal course

e Thestudent has a letter of release from the current provider

Transferring from CIBT to another provider

Students can apply to transfer from CIBT to another provider within the first six months of their
principal course if:
e The studentis a government-sponsored student, and the student’s sponsor supports a
transfer
e CIBT or the course in which the student enrolled has ceased to be registered, or a sanction
has been imposed that prevents CIBT from continuing to deliver the principal course
e The student enrolls in a course that is at the same or a higher level to that in which the
student is currently enrolled, and the course is not available at CIBT
e Exceptional personal circumstances that the Principal Administrator considers to be
appropriate

Note: Students on package courses will need a release from their principal provider.
CIBT will not grant a release for a student seeking to transfer within the first six months of their
principal course if:
e Thereis no Letter of Offer from another provider
e Thestudentisenrollingina course thatis at alower level than the one in which the student
is currently enrolled
e Allthe support services have not been exhausted by the student
e Thestudent is trying to avoid being reported to DHA
e The student has outstanding debts to CIBT
e The student is under 18 and there is no written letter from the parent/guardian and no
evidence from another provider that they will accept the responsibility for
accommodation and welfare of the student

Extending your course duration

CIBT will extend the duration of the student’s study where it is clear that the student cannot
complete the course within the expected duration, as specified on the student’s COE, as a result of:

a) Compassionate or compelling circumstances (e.g. illness where a medical certificate states
that the student was unable to attend classes or where the registered provider was unable
to offer a pre-requisite unit);

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
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b) Instituteimplementing its intervention strategy for students who were at risk of not meeting
satisfactory course progress, or

c) An approved deferment or suspension of study has been granted under Standard 9 of the
National Code.

To extend a term, a student must apply for the extension in writing to the Chief Executive Officer
explaining the justification to their application. All records of the consideration and approval or
rejection of the application are to be retained on the student’s file.

The Chief Executive Officer shall review the application along with Trainers/ Assessors and other
relevant members of staff and make an informed decision. Rejection of the application shall be
discussed with the student and where appropriate, the student may appeal the decision.

The Student shall be advised of the outcome in writing.

Student Visa Requirements
General Requirements

The Department of Home Affairs (DHA) is the responsible Australian government authority to decide
on all Visa applications. DHA may set criteria or requirements to grant you a student Visa. We suggest
you to consult a Registered Migration Agent or visit DHA’s website https://www.homeaffairs.gov.au/
to learn more about student Visa.

You will also be required to show that you meet the selection requirements for any of our courses
that you are hoping to enrol in. These responsibilities must be maintained during your entire study
period. It isimportant to become aware of these requirements before you sign your Enrolment Form.

Additional information on your visa issues can be obtained from the Department of Home Affairs
website https://www.homeaffairs.gov.au/

English language Proficiency

You must be able to read, write and understand the English language and be able to produce
evidence of your English language proficiency. For admission to our vocational courses, you are
required to present:
1) An IELTS Test score of no less than 5.5 (General or Academic) or equivalent.
2) Evidence of completion of General English Program at CIBT or other ELICOS Colleges. The
minimum requirement is an Upper-Intermediate Certificate.

Please note that you may be asked to sit for an English Language Placement test at CIBT to ensure
you possess the required level of language proficiency.

Please visit DHA’s website (https://www.homeaffairs.gov.au/) if you want to know about the English
language requirements to apply for your student Visa.

Change of Address/Contact Details

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
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It is mandatory that you advise CIBT of your residential address and contact telephone number and
of any subsequent changes to these details as soon as possible. This is extremely important and is
one of your student visa conditions.

You must update your contact details (mobile and email) at least every six months or as soon as they
get changed (Whichever comes first).

Overseas Student Health Cover

Australia has a very modern and efficient health care system. Overseas Student Health Cover (OSHC)
is a type of insurance that allows you to use the Australian Healthcare System and it covers the costs
for general medical or hospital care which you may need while studying in Australia. It may also pay
for some prescription drugs and emergency transport. Please contact your OSHC Provider and find
out the details of medical treatments and benefits covered by your insurance. As their policy may
change from time to time, we advise that you always keep yourself updated.

If you are an international student studying in Australia, you must purchase an approved OSHC policy
from a registered health benefits organisation - commonly referred to as health funds - before
applying for your visa. You will need to buy OSHC before you come to Australia, to cover you from
the moment you arrive. You will also need to maintain OSHC throughout your stay in Australia.

You can find out more about purchasing Overseas Student Health Cover at the website
http://www.health.gov.au/privatehealth/osfaq).

Student Visa Requirements — Attendance

The duration of your course (in weeks) is mentioned in your electronic Confirmation of Enrolment
(COE) and you must attend classes for that period of time. Each week involves 13.5 hours of face-to-
face and 6.5 hours of online training and follows a timetable that is issued prior to enrolment. You
cannot complete our courses by distance education or self paced learning.

As a VET provider, CIBT is not required to monitor attendance for ESOS propose However, CIBT
monitor attendance as per its own attendance policy to ensure students are progressing well with
the course they enrolled in.

CIBT requires students to attend all practical classes and at least 70% of the scheduled classes, unless
you are sick and have a medical certificate signed by a registered doctor in Australia. If students are
absent for more than 5 consecutive days, CIBT will send you a warning and/ or via email at your
residential address. students must attend a counselling meeting with the Student service officer or
a designated person at the college within 5 working days from the date of issuance of such letter.

Student Visa Requirements — Academic Performance

You must maintain satisfactory performance standards by demonstrating your competency in each
of your assessments. The assessments you are undertaking are not just knowledge tests, you can be
assessed in several different ways and require you to be on-site and to demonstrate you know and
understand how things are done. These are called competencies.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
Student Handbook VET v7.1 . Page 18 of 50



You must achieve a consistent satisfactory academic performance at all times.

As per CIBT course progress policy you must pass at least 50% of the total unit you have attended in each
academic term. Nine weeks is defined as one academic term at CIBT (Unless Course requirement
stipulates 10 weeks).

Failing to do so may lead to a breach of your student visa conditions. If you fail to demonstrate your
competency in a unit, you can sit for a re-assessment of that unit only once and this must be arranged
in consultation with the RTO Manager. If you again fail to demonstrate your competency in the re-
assessment, you must then go through CIBT’s Intervention Strategy on non-performance.
Depending upon the outcome of the Intervention Strategy, CIBT may give you an opportunity to
repeat the unit. In such cases, CIBT may charge you an additional fee prior to allowing you to re-do
the unit. You should be aware of the fact that the duration of your course may prolong and so does
your visa duration if you need to re-do the unit(s).

Besides the above, if you continue not to meet the academic performance requirements and/or do
not follow the decision of CIBT’s Intervention Strategy, a student wishing to defer or temporarily
suspend their enrolment, will need to contact the Student Support Officer at CIBT and inform them
of the reasons for deferment or suspension.

You may be reported to DHA through PRISMS for non-academic performance. This may lead to
cancellation of your student visa.

Student Visa Requirements - Dependents

We recommend that you contact DHA or a Registered Migration Agent or visit DHA website
https://www.homeaffairs.gov.au/ for any visa issues relating to your dependants.

Student Visa Requirement - Working whilst studying

Your student visa allows you to work 40 hours fortnightly during the session (that is, when CIBT is
not in official holiday. This includes Saturdays and Sundays) and more than 40 hours fortnightly when
CIBT is officially on holiday breaks. Speak to the Student Welfare Officer if you are unsure about the
work limitations and/or holiday breaks.

Access and Equity

At CIBT we make sure that you have the opportunity to participate in the same outcomes as other
members of the community. This means any person is welcomed to participate in the CIBT’s training
irrespective of cultural background.

Some of our courses have pre-requisite requirements. They are outlined further in this handbook.
Students wishing to undertake these courses will be counselled and made aware of support
programs and assistance. CIBT promotes policies of access and equity in all of its operations including
employment and student recruitment.

We do this by:
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« Promoting access to employment and training for all people regardless of gender, socio-
economic background, disability, ethnic origin, sexual orientation, age or race.

 Ensuring training services are delivered in a non-discriminatory, open and respectful manner.

« Training all staff members so that they are appropriately skilled in access and equity issues.

« Providing reasonable access to you in all levels of appeals for complaints.

« Conducting student selection for training opportunities in a manner that includes and reflects
the diverse student population.

« Providing literacy and numeracy advice and assistance that help you in meeting personal
training goals.

In the first instance, each of our staff members has responsibility for access and equity for all
students.

CIBT’ Access and Equity Officer is the RTO Manager/Chief Executive Officer (CEO). So if you are
experiencing any harassment or discrimination refer the matter to the CEO using the Complaints and
Appeals Form. In the absence of the CEO contact the RTO Manager with your concern.

CIBT provides equal opportunity in employment and education.
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Critical Incident Policy

CIBT recognises the duty of care owed to its students, and understands that planning for the
management of a critical incident is essential. A critical incident is defined by the National Code 2018
as ‘atraumatic event, or the threat of such (within or outside Australia), which causes extreme stress,
fear or injury’. Critical incidents include, but are not limited to:

Deprivation of liberty

Severe verbal aggression

Robbery

Death or serious injury

Suicide or threat of suicide

Natural disasters (e.g., earthquakes, floods, electrical storms)

Fire

Bomb or hostage threat

Explosion, gas or chemical hazard

Issues such as domestic violence, sexual assault, drug or alcohol abuse
: Non-life threatening events may qualify as critical incidents.)
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Responding to a critical incident

Staff, students or visitors involved or witnessing a critical incident should immediately contact the
Principal Administrator or RTO Manager on 9955 0488 or mobile 0439 49 1669/ 0425 290 122.The
senior CIBT staff member present is the lead CIBT representative at the site until the arrival of the
Principal Administrator/RTO Manager. When the Principal Administrator/RTO Manager arrives,
he/she assumes responsibility for controlling the recovery from the incident. The Principal
Administrator and RTO Manager will ensure that debriefing occurs and support services are available
to those affected by the incident.

Cancellation & Refund Policy

If an applicant accepts a place offered by CIBT and pays the fees, it means a binding contract is
created between the student and CIBT. Notification of withdrawal or deferral from a course of study
must be made in writing to CIBT. Students whose enrolment is terminated by CIBT will not be entitled
to any refund of fees. Any fee refund is wholly at the discretion of CIBT. In the event of default by
the provider, the ESOS Act 2000 and the ESOS Regulations 2001 will apply. All refunds under this
policy will be paid within four (4) weeks after receiving a written claim from the student. However if
it is provider default then the Refund will be paid in 2 weeks.

All applications for refund of tuition fees and Overseas Student Health Cover (OSHC) fee must be
made in writing and sent to the PEO of the College. Applications for refunds should include all
relevant information to enable payment, such as bank name, bank account details, and address of
bank and name of account holder. Payment of refunds will be made in Australian dollars.

CIBT will accept no obligation for a refund until a payment is received into the bank account above.
All requests for refunds must be submitted in writing to the PEO of CIBT. Approved refunds will be
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paid to the payee within 28 days of receipt of a written application and will include a statement
explaining how the refund was calculated.

Enrolment and accommodation assistant fees will not be refunded. If the student visa is rejected for
an international student applying for enrolment from offshore, then all course fees will be refunded
in full. However, all documents together with an original letter from the Australian Embassy or DHA
office need to be provided to CIBT before the course commencement date.

The CIBT Refund Policy is consistent with the requirements of the National Code of Practice and the
ESOS Act 2000 on Student and Provider default. As a provider CIBT will pay a refund to students in
the following circumstances.

Any special circumstances of student’s request for refund will be assessed case by case. Examples of
special circumstances may include death or sickness of a family member requiring the student to
return to their country or the student requiring medical treatment due to sickness. Please see the
student handbook for more information or contact CIBT.

Where a student, after accepting an offer of a place, gives at least 28 days notice prior to his/her
course commencement of their inability to undertake the course, 70% of the course fees paid will be
refunded.

Where a student after accepting an offer gives less than 28 days notice prior to his/her course
commencement of their inability to undertake the course, 50% of the course fees paid will be
refunded.

A student who withdraws from a course on or after the scheduled commencement date will not be
eligible for a refund of course fees.

This agreement does not remove students’ rights to take further action under Australian Consumer
Protection Laws or other legal remedies.

Students can appeal refund decision through the CIBT’s complaints and appeals procedure. The CIBT
complaints and appeals procedure does not inhibit your rights to pursue other legal remedies.
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CIBT default

If CIBT is in default as set out in section 27(1) of the Education Services for Overseas Students Act
2000 (ESOS Act), CIBT will provide a refund to the student in accordance with the ESOS Act and the
regulations made under that Act.

CIBT defaults if:
e The course offered does not start on the agreed starting day
e The course stops being provided after the start date and before it is completed (partial
refunds applies)
e The course is not provided fully to the student because CIBT has had a sanction imposed
partial refunds applies)

If CIBT defaults we pay a full refund if it is before commencement or partial refund if it is after
commencement to the student including enrolment fee within 2 weeks after the default day. CIBT
gives the student a statement that explains how the refund amount has been worked out.

Start date is defined as the first day of your course as listed in our website for each course. CIBT will
also give the student a statement that explains how the refund amount has been calculated

CIBT’s defaults can include the course not starting on the agreed starting day; the course ceasing
before it is completed, or the course not being provided in full to the student.

Student default

A student defaults if:
e The course offered by CIBT started on the agreed starting day, but the student did not
start the course on that day and has not previously withdrawn from the course; or
e The student withdraws from the course either before or after the agreed starting day. If
the student defaults, CIBT pays a refund to the student as follows:

Default day means the day on which the student withdraws from the course. For student defaults
cases, the student will be paid any refund within four weeks after receiving a written claim.

If a student has not commenced the course on the agreed starting day as entered on the
confirmation of enrolment and CIBT will contact the student within 5 business days and renegotiate
the new starting date with the student and no default notification is required.

For other kinds of student defaults, such as non-payment of tuition fees, the 5 business days for
notification do not start until the student has had the opportunity to access CIBT complaints and
appeal and the processes have been finalised confirming the default.

Once the default notification has been made CIBT is required to report the outcome of the default
whin 7 days of the end of the default obligation period, i.e. whether the student accepted an offer
of an alternative course or whether and what amount of refund was paid. The default obligation
period is 14 days for a provider default and 28 days for a student default.
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Student withdrawal must be in writing to the CEO by the registered mail or submit an application by
visiting the college. A student claim for a refund must be in writing immediately after default day and
must include the following information:

e Student name;

e The date the course started (or was due to start);

e Thereason you are withdrawing from the course.
Official documentary evidence (such as Visa rejection letter, etc.) of the grounds for the
request.
Please note enrolment, accommodation placement and airport pick up expenses are not refundable.

When giving the student a refund CIBT will give the student a statement that explains how the
amount has been worked out.

Overpayment of fees

A student who has overpaid fees may, by written notice to CIBT, request a refund. If no request is
made, the overpayment may be credited by CIBT towards the student's next course of study with
CIBT.

Exceptional circumstances for withdrawal from the course

CIBT will consider the following exceptional circumstances as grounds for a student's withdrawal
from the course.

(a) lliness or disability

(b) Death of a close family member

(c) Political, civil or natural event that prevents the full payment of fees.

If a student transfers to another course at CIBT, the student is not eligible for a refund. The tuition
fee paid for the first course will be credited on a pro rata basis towards the tuition fee of the second
course. If the credited amount is greater than the total cost of the second amount, the difference
will be refunded within twenty-eight days of commencement of the second course.

This agreement does not remove the right to take further action under Australia's consumer
protection laws. When acceptable documentary evidence is produced, refunds will be at the
discretion of CIBT.

In the unlikely event of CIBT defaulting on its agreement and if it is unable to deliver the course in full
these circumstances are covered by the provisions of the ESOS Act 2000. Students will be offered a
refund of the difference between what the student has paid and the value of tuition already
delivered before the default. The refund will be paid to the student within two weeks of the day on
which the course ceased being provided. Alternatively, a student may be offered enrolment in an
alternative course at no extra cost to the student. Students have the right to choose whether they
would prefer a partial refund of course fees, or to accept a place in another course. If a student
chooses placement in another course they will be asked to sign a document-indicating acceptance
of the placement.
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If CIBT is unable to provide a refund or place the student in an alternative course, TPS director will
place the student in a suitable alternative course with other providers. TPS director will determine
the payment to be made to alternative providers when placing the students.

As per section 19 of ESOS Act, giving information about accepted, CIBT will give particulars of a
breach by an accepted student of a prescribed condition of a student visa) even if the student has
ceased to be an accepted student of the CIBT (e.g. A student cannot avoid being reported to DHA
for non-attendance or failure to progress by cancelling their CoE with the provider).

As per section 47C of ESOS Act, CIBT is required to notify the secretary (or delegate) and Tuition
Protection Service (TPS) Director of student default within 5 business days.

As per section 47D of ESOS Act, refund for student default CIBT is required to refund student in
accordance with the written agreement within 4 weeks after receiving a written claim except for visa
refusal.

As per section 47E of ESOS Act refund in other cases where CIBT has not entered into a written
agreement that complies with section 47B or where a student has been refused a visa, CIBT is
required to pay the student a refund worked out in accordance with the legislative instrument under
subsection 47E(4).

If CIBT offers an alternative course to the student, the student can accept the offer in writing within
30 days after the end of the provider obligation period unless the period s varied by the TPS Director.

Payment of tuition fees

CIBT receives up to, but no more than, 50 per cent of the total tuition fees for the course at any time
before the student commences the course (unless the course is 24 weeks or less, in which case 100
per cent of total tuition fees will be received). After the student commences the course, CIBT will
not require any remaining tuition fees to be paid earlier than two weeks before the student’s second
study period. However, a student may voluntarily pay earlier than the two weeks but student are not
be required to do so. An exception to this two week rule is if the fees are in relation to the first study
period, orif it is a debt.

Nonpayment by the due date, will result in a late fee being charged and may result in removal from
course. CIBT reserves the right to review fees without notice.

In cases where student does not contact or attempt to maintain fee schedule in any way, CIBT will
engage external services for recovery of outstanding fees.

Use of your Personal Information

Your personal details and student records may be made available to:
« any Commonwealth Government agency;
» any State Government agencies; and
o the TPS Director

We are required by several Australian Laws (including the Immigration Act 1988, the ESOS Act 2000
and the National Code 2018) to inform the Department of Home Affairs (DHA) about the changes to
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your enrolment and any breach by you of your student visa conditions relating to attendance or
unsatisfactory academic performance.

Recognition of Prior Learning (RPL)
This process allows you to apply for credit for previous work, education and life experience.

If you are applying for recognition of existing skills and knowledge, then you need to provide
evidence to support the claim and attached to the application form. Examples of evidence might
include: documentation such as certificates issued by other training organisations, support letters
from employers or course outlines of previously studied courses.

We also recognise the credentials issued by other organisations operating under the Australian
Qualification Framework. To apply for recognition, obtain a copy of RPL Form, fill out the form and
return it to the RTO Manager. All RPL submissions are reviewed by qualified staff members for
making appropriate decisions.

You may request a review of the recognition decision through our Assessment Appeals process.

International students should note that if this recognition is issued prior to the issue of a visa, then
the period of visa may be shortened.

Where recognition is granted after the visa has been issued, then CIBT will review your enrolment to
ensure you maintain full-time study load. Provided that your application for recognition is approved,
CIBT will revise the total duration of course and notify such changes to concerned Australian
government departments via PRISMS. You should carefully note that this may affect the duration of
your student visa that is already granted to you. CIBT recommends that you contact the nearest DHA
office further information regarding any possible changes in your visa duration.

Credit Transfer

CIBT recognises the qualifications and statement of attachment issued by any Australian Registered
Training Organisation and obtained within the last 3 years. Students must map those
qualifications/unit of competency to the course currently being undertaken.

To apply for National Recognition, bring in your original qualifications or statement and provide them
to the Administrative Officer for processing.

Welfare & Guidance Services

The Student Welfare Officer is able to advise students in most aspects of students’ life. If you have
these issues please discuss with your student services officer.

» Finding accommodation

« Learning pathways and possible RPL opportunities

« Provision for special learning needs

« Provision for special cultural and religious needs

’
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CIBT caters arange of student learning needs. Students are encouraged to express their views about
learning needs at all stages of their learning. Our support services include:

v" Education and Career Counselling

v" Assistance when applying for RPL and RCC

v Options for further study

Counselling services are available to all students from the Student Welfare Officer who can thenrefer
you to the RTO Manager, Chief Executive Officer or any independent external counsellor/institution.

Counselling services are provided in accordance with CIBT’s policy on privacy and confidentiality.
Counselling services include but are not restricted to:

v Appeals [conflict resolution

v Access and equity issues

v Client welfare and support

Living and Studying in Australia

Australia has the third largest number of international students among the English-speaking
countries. The Australian Education System has a standardised system which guarantees that the
institutions offering nationally recognised qualifications must be registered with the Australian
Government and meet strict requirements. This ensures that the quality of courses offered meet high
standards.

Living in Sydney

Sydney is the capital city of New South Wales (NSW). It is considered as one of the most beautiful
cities in Australia. Its natural parklands and beach lifestyle attract thousands of visitors each year.
The harbour is situated in the centre of Sydney and provides great opportunities for yachting or
parasailing. With cycle ways and footpaths alongside the harbour (and along the entire Sydney coast)
a healthy lifestyle is easy to maintain.

Accommodation options

An international student requires a minimum of $20,290 as living expenses for a year excluding
tuition fee. Initial establishment costs for a shared apartment, such as rental bonds for
accommodation, electricity, gas and telephone, could add up to at least $1,500. For details please
visit:https://www.homeaffairs.gov.au/trav/stud/more/student-visa-living-costs-and-evidence-of-
funds

Share accommodation

This usually involves the payment of bond (commonly 2 weeks rent), which is refundable if the room
is vacated in good condition. Telephone, gas and electricity costs are shared between the tenants.
Prices can vary between A$100 and A$300 per week depending on size, location and facilities. Notice
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boards and newspapers (online or print) are generally the most common places to find share
accommodation.

Rental Accommodation

Rental properties involve signing of a lease contract and paying a 4 week bond, which is refundable
if the dwelling is left in good condition. Lease contracts are typically 12 months or six months in
length. Single room units can be as cheap as $200 per week depending on the city and size. Multi
room units and houses can be anything from $250 - $700 or more per week depending on the size
and location to the city.

Home-stay Accommodation

Home-stay accommodation is popular among English language students and involves living with an
Australian family in a shared or private room. Home-stay accommodation is often arranged by the
educational institution or privately by the student. Home-stay can cost anywhere between A$135 and
A$240 per week inclusive of most meals.

Backpackers, Budget Hotels and Guesthouses

Budget hotels and guesthouses typically involve accommodation in a dormitory or a private room
excluding meals and are common among language or short course students and backpackers. Costs
vary between A$50 to A$100 per day. Electricity and gas are usually included.

CIBT organises accommodation services through home stay network. For details please visit:
http://www.homestaynetwork.com.au/

Section 3: Studying at CIBT

Orientation

Orientation is conducted on the first day of the course commencement. Its purpose is to inform
the new students about life at CIBT and provide information to you about studying, costs of living,
transportation, facilities, accommodation, and options for living in Australia.

In addition, you will be introduced to most of our staff members, and be offered a brief tour of
CIBT premises. The Orientation Program will include following topics:

Site Safety induction

Site security briefing

Orientation to the area

Academic progress and attendance requirements

Further study options that are available during and after the course of study

Your rights, responsibilities and obligations.
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Unacceptable behaviour may include:

v
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Continuous interruptions to the trainer whilst delivering the course
Smoking in non-smoking areas

Being disrespectful to others, student’s or staff

Harassment to others

Sexual harassment

Acting in an unsafe manner that places you or others at risk
Refusing to participate when required in group activities
Continued absence at required times

Being under the influence of alcohol orillegal drugs

Lack of personal hygiene

Plagiarism as well as inappropriate use of other’s published works
Other objectionable behaviour

You have the right to:

v
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be treated fairly with respect from others and without discrimination or harassment,
regardless of religious, cultural, racial and sexual difference, or because of age, disability
or socio-economic status;

be free from all forms of intimidation;

work in a safe, clean, orderly and cooperative environment;

have personal property (including computer files and your work) and CIBT’s property
protected from damage or other misuse;

have any disputes settled in a fair and rational manner;

learn in an environment that is conducive to success;

work and learn in a supportive environment without interference from others;

apply to have existing skills and knowledge recognised;

privacy concerning personal information, (subject to other statutory requirements and
other agreed uses);

be given information about assessment procedures at the beginning of the unit and
progressive results as they occur;

appeal within twenty one days of receiving notification of any decision made about late
or missed assessment;

lodge a complaint and have it investigated effectively without fear of retaliation or
victimisation; and

express and share ideas and to ask questions

You have the responsibility to treat staff and fellow students with respect and fairness.
This includes but is not limited to:

following reasonable directions from a member of staff;

not behaving in any way that may offend, embarrass or threaten others;

not harassing fellow students or staff by for example using offensive language or making
unwanted sexual advances;

taking care of facilities by not damaging, stealing, modifying or misusing property; and
Acting in a safe manner that does not place you or others at risk.

ensure personal details are current and correct;
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v’ participate in all assessment tasks as scheduled, honestly and to the best of your ability;
v" not to smoke in non-smoking areas;

v" notto be under the influence of alcohol or illegal drugs; and

v Follow normal safety practices

For non-compliance with our rules, the following applies:

v The Student Support Officer will contact you to discuss the issue or behaviour and to
determine how the issue might be rectified. This will be documented, signed by all parties
and included on your personal file.

v If your behaviour continues or the issue is unresolved, you will be invited for a personal
interview with the RTO Manager to discuss this issue further and to make you aware of
our complaints procedure that is available to you. This meeting and its outcomes will be
documented, signed by all parties and included on your personal file.

v Should theissue or behaviour continue, you will be provided with a final warning in writing
and a time frame in which to rectify the issue? A copy of this letter will be included on your
personal file.

v Should the issue or behaviour still continue, training services will be withdrawn and you
will be notified in writing that your enrolment has been terminated with advice being
given to DHA and Department of Education and training via PRISMS as required by the
legislation

While we hope such situations do not happen, we are committed to maintain our learning
environment free from any forms of violence, harassment and discrimination and
therefore treat such cases with urgency.

Intervention process of Academic Progress
Activation Procedure

This academic intervention strategy must be activated where the student is deemed not yet
competent in 50% or more of the units attempted in any term. If the trainer/assessor can see evidence
that the student may be in danger of being deemed not yet competent in 50% or more of the units
before the end of the term, they may implement the intervention strategy. This, however, does not
cover the situation where the student has been absent or has missed the assessment event and does
not qualify for CIBT’s Compelling and Compassionate grounds. Student must consult the trainer and
the RTO Manager to deal with any unattempted assessments. The RTO Manager reserve final rights
to accept or decline student’s request to re-sit the missed assessment(s).

The record of academic intervention must be kept in the student academic file to record the actions
and counselling provided to the student during the intervention process. The trainer/assessor must
use this to record all actions that take place to assist the student in enhancing their academic
progress.
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Reassessment Policies
Contacting/informing students
Students are notified both verbally and in writing to inform them that they have not achieved at least
50% competency during the term. This is done via a letter, which explains the intervention strategy,
the support and counselling they will receive, and their obligations.

Counselling/Intervention

A meeting with the student and the trainer/assessor will take place to ascertain the cause of the
unsatisfactory performance.

The trainer/assessor will take notes of the meeting and put on record.
Assistance Strategies

Depending on the cause(s) of unsatisfactory performance the trainer/assessor may recommend to
the student one or more potential solutions, including but not limited to the following:

Academic Skills Support

If the trainer/assessor identifies that the student’s performance has suffered due to a lack of
academic skills, the trainer/assessor may provide additional help and support to remedy this. The
trainer will decide on the most appropriate ways to support that student. Support may include tips
for studying at home, goal-setting or better planning the study.

Additional English Support

If the student is identified as performing unsatisfactorily due to English language difficulties, CIBT
can provide additional English support from the specialist English teachers in the English faculty.

Additional tutoring

A student may need additional tutoring to improve their academic progress. The trainer/ assessor
may arrange additional tutorial sessions, appropriate to the requirements of the student.
Increased Monitoring

The student may need to be monitored more closely on issues such as class attendance, academic
performance or meeting deadlines.

Personal Counselling
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If a student has been identified as having unsatisfactory progress due to personal issues that he/she
wishes not to discuss with the trainer/assessor, the student can be referred to Emily Ferdinands
(Operations Manager) or alternatively CIBT can refer the student to support services as required.

If the student wishes to discuss the matter with an external party, they may access one of the
following services free of charge.

External agencies or support services:

Beyond Blue: www.beyondblue.org.au
Reach-out: www.reachout.com.au
Lifeline: 131114

www.lifeline.org.au

Student Services in Australia, Social Life and Settlement Consulting:
www.studyingaustralia.com/australia-contact-people.html

International Student Support:
www.studyingaustralia.com/study-in-australia-international-student- support.html

All course training will be delivered as institution-based face-to-face training as listed on the Course
Timetable for at least 20 hours per week (15 hrs/week, face to face and 5 hrs/week online) for the
duration of the course as listed in the CRICOS Register.

Legislation

CIBT is subject to a variety of legislation relating to training and assessment as well as general
business practices. These legislations include:

Work Health & Safety (WHS)

The Work Health & Safety Act 20011 prescribes the employers’ duty of care to provide a safe and
healthy working environment for all employees, and the employee’s duty of care to take reasonable
care for the health and safety of others in the work place. This includes the provision of:

v"aworkplace that is safe to work in, with working procedures that are safe to use;
v' adequate staff training including topics such as safe work procedures, infection and
hygiene;
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v" properly maintained facilities and equipment, including the provision of personal
protective equipment such as gloves, and eye protection, where required; and

v" aclean and suitably designed work place (Kitchen) with the safe storage of goods such as
chemicals

v" The following procedures and standards must be observed to achieve a safe working and
learning environment:

v Maintain a safe, clean and efficient, working environment

v Implement procedures and practices, in a variety of situation, in accordance with state
and local government health regulations.

v" Store and dispose of waste according to health regulations

v" Clean walls, floor and working surfaces to meet health and safety standards without
causing damage

v Check all equipment for maintenance requirements

v Refer equipment for repair as required

v’ Store equipment safely

v' Identify fire hazards and take precautions to prevent fire

v’ Safelifting and carrying techniques maintained

v’ Ensure student safety at all times

v Ensure procedures for operator safety are followed at all times

v" All unsafe situations recognised and reported

v" Implement regular fire drills and provide first aid courses to all staff and students

v' Display first aid and safety procedures for all staff and students to see

v Report any identified Work Health and Safety hazard to the appropriate staff member as

required

Harassment, Bullying and Victimisation

CIBT believes that staffs are the Organisation’s most valuable asset. It is well recognised that ignoring
workplace harassment can have serious consequences. Given that CIBT seeks to attract and retain
talented employees from all backgrounds and to maintain enhanced workplace morale, the Institute
is determined to provide a workplace free of harassment, victimisation, bullying and upholding of
State and Federal laws pertaining to any form of discrimination.

Harassment is unwelcomed, unsolicited and non-reciprocated behaviour and is based on an
inappropriate assumption of power. Harassment may be intentional or unintentional and it may take
many forms, such as verbal, written or physical. Regardless of the form it takes, it is totally
unacceptable at CIBT, and is treated with utmost urgency.

As in any area of human interaction, the boundaries of what constitutes harassment victimisation
and bullying may vary from person to person. In addition one individual may have different
boundaries for different relationships. Employees of CIBT will recognise and respect the boundaries
set by others.
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All people associated with CIBT may expect the same rights:

To learn, teach or carry out their duties;

To be treated with respect and treated fairly;

To be safe in the workplace emotionally and physically;

To have all reports of harassment to be treated seriously, impartially and sensitively.

To inform management of any harassment.

While dealing with all complaints, the rights of all individuals must be respected, and

confidentiality maintained.

v' The right to resolve the problems through a process of discussion, cooperation and
conciliation; and

v Both the person making the complaint, and the person against whom the complaint has

been made, have the right to receive information, support and assistance in resolving the

issue.

ANENENENENEN

Victimisation is unacceptable and will not be tolerated. No person making a complaint, or assisting
in the investigation of a complaint, will be victimised.

Harassment should not be confused with legitimate comment and advice (including feedback) given
appropriately by management or trainers or assessors or students. All staff and students are
expected to participate in the complaint resolution process in good faith.

Sexual Harassment

In relation specifically to sexual harassment, the following definition from the Act will apply:
28A (1). For the purpose of this Division, a person sexually harasses another person (the person
harassed) if:

a) the person makes an unwelcomed sexual advance, or an unwelcomed request for sexual
favours, to the person harassed; or

b) engages in other unwelcomed conduct of a sexual nature in relation to the person
harassed in circumstances in which a reasonable person, having regard to all of the
circumstances, would be able to have anticipated that the person harassed would be
offended, humiliated or intimidated.

28A (2). In this section:

“...conduct of a sexual nature” includes making a statement of a sexual nature to a person, or in the
presence of a person, whether the statement is made orally or in writing.

NOTE: Sexual harassment is a dismissible offence.

During the process of investigating matters related to harassment, victimisation and bullying, the
person involved in recording any meeting or discussion shall assume responsible for ensuring that:
e Meetings are held in private;
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e Anywrittenrecord is kept secure form unauthorised access; and
e That no discussion shall take place with any person in relation to information provided
except with the Chief Executive Officer, or those parties directly involved in the matter.

CIBT is obliged under anti-discrimination laws to take action to eliminate and prevent unlawful
harassment, and to deal with any complaints of unlawful harassment sensitively, confidentially and
rapidly.

Discrimination

Discrimination is broadly defined as treating one person unfairly over another based on factors that
are unrelated to their ability or potential. State and federal legislation protects people at work and
in education from discrimination on the basis of certain attributes and from being treated unfairly
because they have complained about discrimination.

Direct or indirect discrimination on the basis of one or more of the following attributes is unlawful.

Age

Sex

Compulsory retirement from employment;

Physical, psychiatric or intellectual disability or impairment
Breastfeeding

Gender identity

Industrial activity

Lawful sexual activity/ sexual orientation

Marital status

Physical features

Political affiliation

Pregnancy or potential pregnancy

Race

Religious affiliation

Status as a parent or carer

Association with a person who is identified by reference to any of the above
attributes.

AN N N N N N N N N NN

Types of discrimination
There are three types of discrimination that are covered by legislation:

v Direct discrimination: Direct discrimination occurs when someone receives less
favourable treatment on the basis of characteristics or stereotyped assumptions that are
not job or study related.

v"Indirect discrimination: Indirect discrimination occurs when policies and practices that
appear neutral or fair because they are applied to everyone, have a different and
disadvantageous impact on specified groups of people.
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v' Discriminatory harassment: Discriminatory harassment is behaviour that would offend,
humiliate or intimidate a person based on the attributes listed above.
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Vocational Education and Training

Vocational education and training (VET), in Australia is regulated by a national vocational education
and training act NVR ACT 2011. Employment, workplace and equity issues are also covered by arange
of Australian, state and territory legislation. Where the state or territory and the Australian laws deal
with the same situation differently, the Australian law has jurisdiction.

Privacy

The organisation’s privacy policy includes the following:

v

v

Student Handbook VET v7.1

CIBT keeps student information private and only collects information that relate to their
training;

Students may access their personal files held by CIBT on training progress. They may also
request that updates be made to information that they feel is incorrect or out of date;
CIBT is subject to audit by government officials and they may be given access to student
training files;

Student training file cannot be accessed by a third party unless they give written
permission that identifies the sections of the file to be made available;

CIBT takes all reasonable steps to protect personal information from misuse, loss,
unauthorised access, modification or disclosure including restricted access to electronic
files, secure storage of paper files and secure backup of data;

Staff members are not to give out the phone numbers, addresses or personal details of
any staff member or student unless authorised to do so;

Only authorised personnel have access to confidential information. Staff and students are
not entitled to view anyone else’s personal files unless authorised by the Chief Executive
Officer;

All database records, manual records, staff files, student files and student names are
confidential information;

Files cannot be removed from our administration office, without the prior authorisation
of the allocated officer.

Staff must practice discretion at all times when discussing or handling students or staff
information and should take every precaution to ensure client details are not accessed by
unauthorised persons.

Due care must be taken when discussing personal details with staff or students or when
discussing student details with external agencies. If you are unsure of how to actina given
situation, consult with the Chief Executive Officer.
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Recording Attendance
Your trainer will take attendance on an hourly basis and record that into a standard attendance roll.

Student must maintain 70% attendance requirements. You cannot be absent for more than five
consecutive days. If attendance falls below 70% then student enrolment at CIBT may be cancelled.
See attendance policy for details.

Repeated absence will result in you being reported to DHA. Please see attendance policy for details.
Full Time Study

Australian law requires International students to study 100% of a full time study load. The only reason
you may undertake a reduced study load is only when you are required to study a portion of your
course and that does not make up 100% study load. CIBT will advise you about such situation if that
is applicable to you.

For example, if you were in your final study period and you only had 2 units left to complete your
course you would not be required to enrol in a full time load.

Students in this situation will be guided by their course coordinator on what alternative subjects may
be available or which subjects they can undertake from later years to ensure they have a 100% full
time study load.

Please be aware that if your attendance drops below 80% the provider is required to review your
enrolment, counsel you and, if poor attendance persists, report you to DHA via PRISMS as being in
breach of your visa conditions.

Satisfactory Progress

Students who do not have satisfactory academic progress will be reported to DHA under the ground
of poor academic performance. As a general rule failure in more than 50% of units consecutively
delivered over two terms will trigger for a review of academic progress. You can only repeat a unit
once.

If at the end of the review we are not satisfied with your academic progress or if you fail more than
one unit or you fail a unit a second time, you will be reported to DHA as being in breach of your visa
conditions.

Further Study

Graduates of CIBT may seek credits to the relevant tertiary programs in Australian Universities. There
is no guaranteed entry into University programs; however as a general rule students with will have
fair chance of being accepted by a University.
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Complaints and Appeal Policy & Procedure

Crown Institute of Business and Technology (CIBT) is committed on developing and maintaining an
effective, timely, fair and equitable complaints handling system which is easily accessible and offered
to complainants at no charge.

The CIBT aims to:

v Develop a culture that views complaints as an opportunity to improve the CIBT and how it
operates;

v' Setin place a complaints handling and resolution procedure that is student focused and helps
the CIBT to prevent complaints from recurring;

v Ensure that any complaints are resolved promptly, objectively and with sensitivity and in
complete confidentiality;

v’ Ensure that the views of each complainant and respondent are respected and that any party
to a complaint is not discriminated against nor victimised;

v Ensure that there is a consistent response to complaints.

CIBT has policy to respond promptly and effectively to individual cases of dissatisfaction by utilising
the procedure set out in this document.

There could be situations where you may wish to resolve a problem with certain individual or the way
a course has been delivered or to appeal against assessment results. CIBT will be highly objective in
such instances. Each complaint and appeal and its outcome is recorded in writing and a letter stating
the outcome and the reasons for the outcome are supplied.

Definition of a complaint

A complaint can be defined as a student’s expression of dissatisfaction with any aspect of the CIBT’s
services and activities including, among other things:

The enrolment, induction/orientation process;
The quality of training or assessment provided;
Access to personal records;

The way someone has been treated.

ANRNRNRN

A complaint is not about an assessment result. Students who wish to appeal an assessment decision
should refer to the Assessment Appeals Procedure.

Nothing in this Complaints Handling and Resolution Policy and Procedure limits the rights of students
to take action under Australia's Consumer Protection laws. Also, these dispute resolution procedures
do not circumscribe a student's rights to pursue other legal remedies.

Students may experience a number of different personal problems. Some may be related to their
experience at CIBT and others about life in general. In either case, the situation will be treated with
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absolute confidentiality and appropriate support given. Some instances may not require the CIBT
Complaints & Appeal /[Student Grievance Resolution Form, as the nature of the issue is sensitive and
is about life in general and not their CIBT experience. In this case, the CIBT Student Interview Form
will be used.

Student may also experience academic problems, services/facilities problem or administration
problems. All these types of problems will be resolved through the following steps:

Step 1: Speak politely and honestly with the person concerned first. In Australia it is culturally
acceptable to talk over a problem with the person directly without fear of punishment or nasty
behaviour. Verbal complaints regarding training and assessment are discussed with a trainer/
assessor or and preferably resolved at that level, if possible.

Step 2: If that is not successful, then the student may fill CIBT Complaints Form and go to reception
to make an appointment to speak with the Academic Manager for ELICOS Programs and RTO
Manager for all VET Programs.

In the interview with the Academic Manager/Operations Manager, the following will happen:

e The Academic Manager/Operations Manager will go through the information on CIBT
complaints form for clarification and discussion.

e Then, as the problem is discussed with the details of the discussion will be written
down on the form.

e When adecision about what action to take is reached, it will be written on the form as
evidence of future actions to be taken.

e Atthe end of the interview, the Academic Manager/Operations Manager will read the
notes back to the student and both the student and Academic Manager/Operations
Manager will sign the CIBT complaints/Grievance Resolution Form and inform the
student that decision will be made in 5 working days.

e A photocopy of the CIBT complaints/Grievance Resolution Form will be made for the
student and the original placed on the student file with details of the interview
recorded on the CIBT Student Database.

e The information will then be recorded in the CIBT Complaints/Grievance Resolution
Register

Complaints are investigated fairly and objectively with details of the investigation provided in writing
to the complainant within 5 working days from the interview with the student. The details will state
the outcomes and reasons for the decisions made.

Where the resolution requires a documented change to policies and procedures, the
RTO Manager/Academic Manager notifies the Chief Executive Officer (CEO) of the change to ensure
that the procedure for document change is followed with the appropriate records made. In the event
that a complaint is substantiated, CIBT will take prompt and appropriate action to resolve the
circumstances.

Step 3: If student is not satisfied with step 2 above, then the student can go to reception apply for
an internal appeal of the decision with CEO of the CIBT.
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The CEO will review all previous interview notes and request further information/clarification where
needed. The CEO will investigate the complaint fairly and objectively and detail the investigation in
writing for the complainant. The details will state the outcomes and reasons for the decisions made.

CEO may call student for an interview if needed. CEO will write to the Student about decision of the
internal appeal within 5 working days. A copy of letter to student will be placed on the student file.
This information will be recorded in the CIBT Complaints/Grievance Resolution Register

CIBT will close out the improvement request when the complaint has been resolved to the
satisfaction of both parties.

A copy of all documentation, in particular the complaint and the outcome, is placed in the student’s
file, staff file or Continuous Improvement Register as appropriate.

Step 4: If a student is dissatisfied with the outcome of CIBT’s internal appeal procedure (step 3),
student can access external appeal through the overseas student ombudsman.

Please  visit the  following  website to  access external appeal process.
http://www.ombudsman.gov.au/making-a-complaint/overseas-students

Note: If the complainant decides to proceed with external appeal, they should notify CIBT of this, so
the time is allowed for this process. Student MUST provide (within 5 working days) the evidence of
where a student has accessed an external appeal process.

To apply for External Review a student must complete an application form (available on
http://www.ombudsman.gov.au/making-a-complaint/overseas-students

CIBT maintains the student’s enrolment (i.e. not report the student for unsatisfactory progress or
attendance) until the external complaints process is complete and has supported the CIBT’s decision
to report.

CIBT will wait for the outcome of the external process in this case as reporting a student for
unsatisfactory progress or attendance has serious consequences for the student’s visa — it may result
in automatic cancellation.

If the appeal is against the CIBT’s decision to defer or suspend a student’s enrolment due to
misbehaviour or to cancel the student’s enrolment as per Standard 13, CIBT only await the
outcome of the internal appeals process (supporting the provider) before notifying Department of
Education through PRISMS of the change to the student’s enrolment.

Once Department of Education and Training has been notified of a deferment, suspension or
cancellation of a student’s enrolment, the student must contact Department of Home Affairs (DHA)
regarding their visa status.
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Important Notes:

1. CIBT students may invite a friend/representative to be with them at any stage of the
grievance resolution procedure. However, the friend/representative can only be
present with the permission of the CIBT student going through the stages of grievance
resolution.

2. Each complainant or appellant has an opportunity to formally present his/her case at
minimal or no cost to him/herself.

3. CIBT will maintain student enrolments while the complaints and appeal process is
ongoing.

4. The process commences within 10 working days of lodgement and finalised as soon as
practicable.

CIBT’s complaints policy and appeals policy ensures the principles of natural justice and procedural
fairness are adopted at every stage of the complaint and appeal process. Policy is publicly available
on website, and has procedure of making a complaints or requesting an appeal. We ensure
complaints and requests for an appeal are acknowledged in writing and finalised as soon as
practicable.

Where the CIBT considers longer time is required to process and finalise the complaint or appeal,
CIBT informs the complainant or appellant in writing, including reasons why longer time are required
and regularly updates the complainant or appellant on the progress of the matter.

CIBT securely maintains record of all complaints and appeals and their outcomes and identifies
potential causes of complaints and appeals and take appropriate corrective action to eliminate or
mitigate the likelihood of reoccurrence.

CIBT Complaints and Appeals Process Flow Chart

CIBT’s complaints policy and appeals policy ensures the principles of natural justice and procedural
fairness are adopted at every stage of the complaint and appeal process. Policy is publicly available
on website, and has procedure of making a complaints or requesting an appeal. We ensure
complaints and requests for an appeal are acknowledged in writing and finalised as soon as
practicable.
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CIBT Complaints and Appeals Process - Flow Chart
CIBT’s complaints policy and appeals policy ensures the principles of natural justice and procedural fairness are
adopted at every stage of the complaint and appeal process. Policy is publicly available on website, and has procedure
of making a complaints or requesting an appeal. We ensure complaints and requests for an appeal are acknowledged
in writing and finalised as soon as practicable.

Where the CIBT considers longer time is required to process and finalise the complaint or appeal, CIBT informs the
complainant or appellant in writing, including reasons why longer time is required and regularly updates the
complainant or appellant on the progress of the matter.

CIBT securely maintains record of all complaints and appeals and their outcomes and identifies potential causes of
complaints and appeals and take appropriate corrective action to eliminate or mitigate the likelihood of reoccurrence.

Step 1: Attempt to resolve the complaint directly with the person(s)
concerned

A 4

Complaint Resolved

Complaint not resolved

Step 2: If step 1is unsuccessful or you did not feel comfortable Complaint Resolved
approaching the person(s) concerned see Academic Manager for P
ELICOS Programs and Operations manager for VET Programs (You must
complete complaint and appeal form available at CIBT student services
or you can download it from CIBT website)

l Complaint not resolved

Complaint Resolved

A 4

Step 3: Internal Appeal
If step 2 is unsuccessful or you are unsatisfied with step 2, you can

appeal the decision internally with CEO of CIBT

omplaint not resolved

Step 4: External Appeal
If you are unsatisfied with step 3, you can appeal the decision externally
with Overseas Student Ombudsman
Please visit http://www.ombudsman.gov.au/making-a-
complaint/overseas-students for details. You can make your complaint
online by using online complaint form.
Or call on 1300 362 072 or Fax on 02 6276 0123

\4

Where the CIBT considers longer time is
required to process and finalised the complaints
or appeal, the CIBT informs the complaints or
appellant in writing, including reasons why
longer time is required; and regularly updates

the complaints or appellant on the process of
the matter

National Training Complaints Hotline

How to make complaint

Consumers can register a complaint with the national training complaints hotline by:
Phone: 13 38 73(please select option 4) Monday- Friday, 8am-6pm nationally
Email: Please see the process for submitting an email (email-complaints)

Complaint can also contact Department of Education& training & national training hotline.

The National Training Complaints Hotline is a joint initiative between the Commonwealth, state and territory governments.
Anyone with a complaints or query about the training sector now has one number to call, so they can report a complaint and have it
referred to the right authority for consideration.

Please note that your call will be directed to Skilling Australia which covers many vocational education and training please select option 4
The National Training Complaints Hotline uses the services of translating and Interpreting Service and National Relay Service.
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Language, Literacy and Numeracy (LLN)

We aim at all times to provide a positive and rewarding learning experience for all students. Our
enrolment form asks you to provide information regarding Language, Literacy and Numeracy (LLN)
requirements. In the event of LLN becoming an issue, the Student Welfare Officer will contact the
Student to discuss their requirements.

Where language, literacy and numeracy competency is essential for your course, we require you to
complete a literacy and numeracy test. Students unable to satisfactorily complete the test will be
referred to an appropriate service. We will make every effort to ensure that you are adequately
supported so that you could complete your training. Some examples of the type of support that we
can offer include:

Literacy

Providing you only with essential writing tasks

Considering the use of group exercises

Providing examples and models of completed tasks

Ensuring that documents and forms are written and formatted in plain English
Using clear headings, highlighting certain key words or phrases

Providing explanations of all technical terms used

SR NANENE NN

Language

Presenting information in small chunks and speaking clearly, concisely and not too quickly
Giving clear instructions in a logical sequence

Giving lots of practical examples

Encouraging you to ask questions

Asking questions to ensure you understand

ANENENENAN

Numeracy
v" Showing you how to do the calculations through step-by-step instructions.
v" Helping you to work out what maths calculations and measurements are required to
complete the task.
v' Encouraging the use of calculators.

Crown Institute of Business and Technology Pty Ltd trading as ‘CIBT Australia’
ABN 86 116 018 412 ® RTO ID: 91371 ¢ CRICOS Provider no: 02870D
116 Pacific Highway, North Sydney NSW 2060 (Head office)
Student Handbook VET v7.1 . Page 44 of 50



Students with Special Needs

In line with our Access and Equity policy, students with special needs are offered the same
opportunities as any other candidate. Our training and assessment programs will take special needs
into consideration and adopt flexible and appropriate learning and assessment methods.

As special needs extend to more than the identified physical or learning difficulties, trainers and
assessors will need to consider the best approach when dealing with candidates with needs such as
low literacy, lack of confidence or a non-English speaking background.

This is especially true about assessment because one fundamental principle of an assessment system
is that each candidate must have access to fair and flexible assessment. Depending on any
instructions on the standards, the assessor would be able to accept alternative evidence from a
candidate with special needs.

If there is uncertainty, the assessor will call on other assessors or a verifier for assistance and
guidance, as required. In such a case, the situation must be fully documented, with appropriate
feedback being provided to the candidate at all stages.

Flexible Learning Strategies & Assessment Procedures

Flexible learning and assessment procedures form part of our learning and assessment strategies
and are integral to the concept of competency-based training. We customise our training and
assessments to meet your specific needs.

If you are having difficulty achieving competency in any unit of competency please discuss the matter
with your assessor/trainer and where possible, alternative learning/assessment strategies will be
provided to you.

Competency Based Training

You are participating in a course of competency-based training. So, what exactly does that mean?
Qualifications are made up of units of competency. These tell us the skills and knowledge recognised
as necessary to perform effectively in a particular job or role. Each industry area divides these skills
and knowledge into related categories that form the National Competency Standards for specific
industry areas.

The National Competency Standards provide a framework for training and assessment and tell us
what skills and knowledge an employee at a particular level within a particular industry should be
reasonably expected to achieve.

So a competency is: ... “The ability to perform a job to the required level of performance expected
in the workplace.”

Our assessments are based on checking if you have the skills, knowledge and attitudes to perform a
job.
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Assessment

Assessment is the means by which we determine whether or not a competency has been achieved.
It is the process of collecting evidence and making judgements about the extent to which a person
demonstrates the knowledge and skills as set out in the standards or learning outcomes of a unit of
competency. For an effective assessment system in a competency environment, some basic
principles must apply.

Underlying principles of assessment:

Validity

The assessments actually assess what they claim to assess and what they have been designed to
assess.

Authenticity

The evidence collected is authentic that is, actually comes from valid sources and is directly
attributable to the skills and knowledge being assessed.

Reliability

Reliable assessment uses methods and procedures that ensure that the competency standards are
interpreted and applied consistently from person to person and from context to context.

Consistency

The assessment system must ensure that evidence collected and provided for judgement is
consistent across a wide range of situations and workplaces, without undue reliance on any small
number of select workplace contexts or projects.

Currency

Under an effective system, assessment evaluates whether the individual's skills and knowledge are
current and can be applied in today's workplace.

Sufficiency

Evidence of competency should be sufficient to cover all the elements, performance criteria and
required range of variables in the standards against which assessment is to be carried out.

Flexibility

Assessors will take a flexible approach to the assessment of evidence. However, an assessment
system must evaluate the scope of knowledge and skills covered by the criteria both performance
(skill) and underpinning knowledge and understanding.
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Fairness and Equity

An assessment system and its processes must not disadvantage any person or organisation. All
eligible candidates must be guaranteed access to assessment, which does not discriminate.
Assessment guidelines must include an approach for working with candidates who have special
needs.

The assessment system must exhibit the following characteristics:

a) The standards, assessment processes and all associated information are straight
forward and understandable;

b) The chosen processes and materials within the system of assessment must not
disadvantage candidates;

¢) An appropriate and effective review and dispute resolution mechanism must be
in place to investigate, examine and resolve any issue of identified unfairness or
disadvantage, involving access, assessment, certification or any other related
issue; and

d) Where potential disadvantages are identified, the system is amended to avoid or
counter them, or appropriate steps taken to overcome them including
reassessment; if required.

Assessors

The role of an assessor is to objectively assess and judge a candidate's evidence against a set of
standards. In order to do this effectively, an assessor must have a sound knowledge of, and be skilled
in the relevant industry area. In addition, the assessor must have acknowledged competency in
assessment itself and hold an appropriate Certificate IV in Training and Assessment.

An assessor must:
v'Interpret and understand the criteria;
v' Ensure that evidence meets the standards;
v' Ensure that evidence is valid, authentic, reliable, consistent, current and sufficient; and
v' Use expertise to make fair and objective judgement.
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Appealing an Assessment

Appeals against assessment results must be submitted within two weeks of the original assessment
decision being given to the students.

You may like to follow the following steps to appeal:

Step One:

Discuss the assessment outcomes with the relevant trainers/ assessors. If this does not resolve the
matter, or if the trainers/ assessors are involved in the appeal, then the appeal is put in writing using
Appeals Form and is submitted to the RTO Manager.

Step Two:
The RTO Manager records the student’s dispute on the student’s file.

Step Three:
The RTO Manager assembles the following information or documents for the appeal:
o Paststudent record;
« Attendanceregister;
o Assessmenttools; and
« Any other supporting documents.

Step Four:

The appellant may deliver their own version of the problem and request the presence of a support
person. The matter should then consider the issues raised and attempt to resolve the appeal to the
satisfaction of the appellant. All appeals proven against CIBT must be acted upon through the
continuous improvement process to make systematic changes to prevent the recurrence of such
problem.

Step Five:

If this does not resolve the matter, the appeal may be heard by the Chief Executive Officer. The
appellant can bring their own support person. The appellant may deliver their own version of the
problem and request the presence of a support person. NOTE: If the verdict of the Chief Executive
Officer is not acceptable, student can go to overseas student ombudsman.

The matter should then consider the issues raised and attempt to resolve the appeal to the
satisfaction of the appellant. All appeals proven against CIBT must be acted upon through the
continuous improvement process to make systematic changes to prevent the recurrence of such
problem.

Step Six:

The submission and the final outcome of the appeal is recorded and communicated to all parties in
writing. The communication must contain the outcome of the appeal and the reasons for the
decisions made. A copy of the communication is placed in the student file. No further appeal
mechanism exists beyond this point in the process.
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Section 4: Completing course.

Issuance of Qualification

At the completion of your studies your results will be forwarded to the RTO Manager to make sure
everything is in order. There is no fee for issuance of your nationally recognised qualification or
statement of attainment as per Standards for RTOs 2015, CIBT issues qualification within 20 Calendar
days of the completion of the course.

We will either:
« Issue you with a Qualification or
« Contact you to make any necessary arrangements.

Incomplete Qualifications

If you leave the course without completing all the required units of competency then you are entitled
to be issued with a Statement of Attainment for the units’ competency you have successfully
completed.

Re-issuing Qualifications

CIBT keeps records of your course with us for 30 years. If in the future you need another copy of your
certificate then write us a letter. The letter needs to state:

a) Your name (if your name has changed please write both your new name and your
name at the time of the course);
b) Your date of birth;

Q) Your current address (and your address at the time of the course if you remember it);
d) The course you completed;

e) When the course started and finished; and

f) Any other detail you can give to identify yourself.

We will review your request and either:

a) Send a new Certificate or Statement of Attainment; or
b) Send a letter explaining why we cannot re-issue your qualification at this time and
what you need to do from now on.

Feedback/Evaluation

CIBT actively seeks your feedback and regularly undertakes evaluations of all courses and activities
for continuous improvement of its services. Please feel free to give us your feedback at anytime.
You may access feedback forms on our website.
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List of Useful Contacts

Academic Matters

Speak to Compliance Manager/Course Coordinator about all
academic issues.

Accommodation

Speak to CIBT’s Student Services Officer for information on
accommodation options and arrangements.

Access & Equity The Compliance Manager/Principal Administrator can be contacted
for matters regarding access and equity.
Counselling If you are concerned with your academic development, speak to

the Compliance Manager/ Course Coordinator. For personal and
non-academic specific issues, speak to Student Welfare Counsellor
for advice and support.

Student Services Officer

The Student Services Officer is available to assist you in the variety
of services that CIBT provides.

Emergency Services

Police dial 000

Fire dial 000

Ambulance dial 000

Health Issues

St Vincents Hospital Dentist:

390 Victoria Street Pitt Street Dental Centre

Darlinghurst NSW 2010 Level 2/ 70 Pitt Street

Telephone: 02 8383 1111 Sydney NSW 2000
Telephone: 1800 833 930

Visa Centers

Department of Home Affairs (DHA)

26 Lee Street, Sydney (next to Central Station)
Phone: 131 881

https://www.homeaffairs.gov.au/

Legal Services

Please enquire with Student Services for any arrangements for
Legal Services and related matters.

Disability Support

Please enquire with our student support staff how CIBT can assist
and provide for students with disabilities.

Thank you for choosing to study with CIBT
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