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Welcome
Message from CEO
Welcome to Australian National College Pty Ltd (ANC) where students achieve their goals. We are
committed to provide the high quality teaching to students from a diverse range of backgrounds and
experiences. International College of Melbourne aims to be a catalyst for positive change for the
individuals and the communities it serves.
ANC values are: excellence; academic freedom; continuous improvement; ethical behaviour and
accountability. ANC is committed to having a work culture which fosters and supports excellence.
ANC staff members are responsible for its success. Their dedication to our students and to the
communities we serve ensure the continued success of ANC.
I wish you well in your academic endeavours.
Gurdeep S Dhillon
Chief Executive Officer / Director of Studies

Message from Director
We are very pleased that you have selected to become a student at Australian National College Pty
Ltd (ANC). This booklet provides you with a wide range of helpful information about our courses, staff,
and general campus information, assessments and all the relevant Policies & Procedures and other
important matters relating to your studies. It is advisable to keep it with you for any future references.
Students will find ANC staff willing to help and assist them during their studies. ANC staff looks
forward to working with you, helping you with the achievement of your life ambitions and your study
goals.
Sandeep Sidhu
Director of Marketing

Courses
ANC currently delivers the following qualifications for domestic students:
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BSB60215 Advanced Diploma of Business
BSB50215 Diploma of Business
BSB40215 Certificate IV in Business
BSB30115 Certificate III in Business
BSB50815 Diploma of International Business
BSB61015 Advanced Diploma of Leadership and Management
BSB51915 Diploma of Leadership and Management
BSB60515 Advanced Diploma of Marketing
BSB51215 Diploma of Marketing
SIR50112 Diploma of Retail Management
SIR40212 Certificate IV in Retail Management
SIR30312 Certificate III in Retail Supervision
ICP50115 Diploma of Printing and Graphic Arts
ICP40115 Certificate IV in Printing and Graphic Arts
ICP30215 Certificate III in Printing and Graphic Arts (Graphic Prepress)
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Please refer to Course Brochures on ANC website for current information regarding Courses,
Duration and Fees.

Contact Details and Hours
The address of ANC is:
Level 1, 58 Franklin Street, Melbourne VIC 3000
The phone number of ANC is: (03) 9662 3300

Operating Hours
The Office Hours are:
Monday – Friday 9:00am – 5:00pm
Training/Teaching days are Monday to Friday.

Staff Contact Details
Mr. Gurdeep S Dhillon
Chief Executive Officer / Director of Studies
Email: g.dhillon@anc.vic.edu.au

Mr. Sanjaya Khanal
Compliance and Development Officer
Email: cdo@anc.vic. edu.au

Mr. Sandeep Sidhu
Director of Marketing
Email: s.sidhu@anc.vic.edu.au

Mr. Pardeep Singh
Business Development Officer
Email: admin@anc.vic.edu.au

Mr. Jaswinder Singh
Director Human Resources
Email: j.singh@anc.vic.edu.au

Mr. Ryan
IT/ Student Support
Email: helpdesk@anc.vic.edu.au

Ms. Mogana Kownden
Admissions & Student Support Officer
Email: admissions@anc.vic.edu.au

Document Name:

Student Handbook (Domestic Students)

Australian National College Pty Ltd (ANC) TOID 22134

Version
Last Modified
Page Sequence:

5.5
1 September 2016
Page 3 of 47

Enrolment Information
ANC have training and assessment strategies and practices that are consistent with the requirements
of training packages and VET accredited courses and enable each learner to meet the requirements
for each unit of competency or module in which they are enrolled.
ANC determine the amount of training we provide our students with regard to the existing skills,
knowledge and experience of the learner; mode of delivery and where a full qualification is not being
delivered, the number of units and/or modules being delivered as a proportion of the full qualification.
ANC does not guarantee that:
o a learner will successfully complete the course they have enrolled in
o the course can be completed in a manner which does not meet statement above
o a learner will obtain a particular employment outcome where this is outside the control of
ANC.
ANC will ensure that all applicants seeking admission will be treated fairly and equitably. It has open,
fair and transparent admission procedures that are based on clearly defined entry criteria used for
making decisions about the selection of students. Students are selected on an individual case by case
basis. Throughout the process of selection and admission, all applicants are treated courteously and
expeditiously. These enrolment requirements do not present unreasonable barriers to access.
Details of students will be kept confidential as per Privacy Policy and Procedures.
ANC consistently applies procedures for verifying applicants’ credentials and the granting of
Recognition of Prior Learning. This ensures that students entering a VET course of study have an
adequate basis of knowledge and skills to successfully undertake the studies proposed.
Offers are for enrolment to a specific VET course of study; if the applicant does not fulfil the
condition(s), he/she may not enter the VET course of study. These conditions may include English
ability and/or achievement of an academic requirement where evidence of attainment was not
available at the time of application.
In cases where the applicant is assessed as not being eligible to enter the VET course of choice, a
review of alternative VET courses of study occurs and, where possible, the applicant is advised of any
he/she is eligible to enter. Records are retained of the Enrolment Procedure, and students may
access their individual records in accordance with the Record Management Policy and Procedure.
ANC documents the rationale behind selecting the most suitable qualification for the student to enrol
in, based on the individual’s existing educational attainment, capabilities, aspirations and interests
and with due consideration of the likely job outcomes from the development of new competencies and
skills.

The Victorian Guarantee Training (VTG) Program
All applicants who are eligible for government funding are advised of this during the Pre-Enrolment
Process. Applicants are neither advantaged nor disadvantaged by their eligibility for program.
Entry criteria and application procedures are published in the brochures and on the websites.
Individuals eligible for the Victorian Training Guarantee (VTG) are advised during enrolment process
that acceptance of VTG funding may affect their access to further government funding in the future
ANC Staff will ensure that enrolments for all Eligible Individuals are in accordance with the:
 Victorian VET Student Statistical Collection Guidelines
 Standards for Registered Training Organisations (RTOs) 2015 as applicable
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Guidelines about Determining Student Eligibility and Supporting Evidence
VTG 2015 Guidelines about Fees.
ANC staff are to refer to Appendix – 2: VTG Eligibility Check Process flowchart for stepby-step instructions on how to check student’s eligibility.

ENROLMENT PROCEDURES
The applicant completes the Enrolment Application Form for Domestic Students, and submits it to the
Student Support Officer along with the supporting evidence related to eligibility for enrolment. Certified
copies of an applicant’s credentials are required.
The Student Support Officer assesses the application based on the published entry requirements for
the VET course of choice.
a) Methods for determining equivalency of academic qualifications
An applicant who is an Australian citizen, permanent resident, or permanent humanitarian visa holder
may present overseas academic qualifications at the time of application. These are assessed for
equivalency using the National Office of Overseas Skills Recognition (NOOSR) Country Education
Profiles through https://www.aei.gov.au/services-and-resources/pages/aeinoosr.aspx

b) Methods for determining authenticity of academic qualifications
Domestic academic qualifications submitted can be authenticated by:





original documents (i.e. award and transcript of results) being provided to the authorised
representative; or
copies of the original documents (i.e. award and transcript of results) being provided which
have been either:
notarised by a Justice of the Peace or equivalent authority; or
verified as a true and correct copy of the original documents by an authorised representative
of ANC.

The authorised representative must sign and print their name clearly, include the date and an official
stamp or seal of the authorised officer's Organisation.
Should the Student Support Officer suspect that the academic document presented has been altered
or fraudulently created, contact is made with the conferring institution to validate the claims of the
applicant.
If the applicant has disclosed any special needs, such as a disability or learning difficulty, this
information is provided to the relevant Director of Studies for review in relation to additional resources
needs, reasonable adjustment and special consideration.
c) Pre-Training Review Process
ANC offers multiple start dates across each calendar year. Applications for each qualification and start
date are processed in the order in which they are received.
Entry criteria and application procedures are published in the brochures and on the websites for the
information of those seeking admission. Each application is reviewed against the entry criteria
relevant to the VET course of choice.
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Applicants generally have significant contact with a Student Support Officer (through interview,
telephone and/or email contact) and are assisted to obtain further clarification and information
regarding their possible study options. This includes:





the requirements for acceptance into a VET course of study, educational qualifications or
work experience required and whether Course Credit may be applicable;
the VET course of study content and duration, modes of study and assessment methods;
eligibility of the applicant under government funding;
campus locations and a general description of facilities, equipment, and learning and
supportive resources available to students;

During the Pre-Training Review Process, the Student Support Officer identifies the level of education
already attained. Applicants are required to undertake a Language, Literacy and Numeracy (LLN)
Assessment relevant to their course. Applicants are also questioned in regard to interests and
abilities. Their reason(s) for seeking admission to the VET course of study and their educational and
work history are considered. Using this information, the Student Support Officer performs an interim
assessment of the suitability of the potential student for admission into a VET course of study.
The Student Support Officer then identifies the VET course(s) of study that best align with the
applicant’s goals and educational and work histories, and provides sufficient information about each
to enable the applicant to make an informed decision.
The information must be consistent with the qualifications or competencies to be attained and customised
(as required), for the needs of the Eligible Individual or group of Eligible Individuals, including the needs
identified in the Pre-Training Review.

Once the credential verification is completed, the applicant is assessed as being eligible for entry to
the VET course of choice, then an Enrolment Offer Pack is issued to the applicant.
This pack includes:
 Course Confirmation of Enrolment and Training Plan (The Training Plan is endorsed by
student and the trainer), showing details of the campus location, VET course of study start
dates, end dates, fees, information of any enrolment conditions that may apply, and
orientation;
 Student Handbook
 Domestic Student Withdrawal & Refund Policy and Procedure, and a plain English
explanation of what happens in the event of a VET course of study not being delivered;
 other documents applicable to the enrolment.
Once the credential verification is completed, the applicant is identified as not eligible for entry to the
VET course of choice, a review of alternative VET courses of study occurs and where possible, the
applicant is advised of any he/she is eligible to enter. Should the applicant accept the alternative VET
course of study, an Enrolment Offer Pack is issued.
Once the Enrolment Application Form for Domestic Students has been signed by the applicant (and
his/her parent or guardian if the applicant is under 18 years of age), and received by ANC, the
enrolment will be confirmed within the student management system.
All documentation, including the Enrolment Application Form for Domestic Students and supportive
evidence, and signed Acceptance Agreement will be collated and a file created for the applicant.

d) Enrolment in a VET course of study that is not under government funding
Once the signed Acceptance Agreement has been received by the college, the enrolment is
confirmed within the student management system, fee payments are processed and a receipt issued.
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COMMENCEMENT PROCEDURES
During Orientation, the following items including but not limited to are addressed:


Student Services confirms that a signed Enrolment Application Form for Domestic Students
has been received by ANC and confirms that the student has brought any other required
documentation, such as proof of citizenship, Medicare;



If the student is enrolled in a VET course of study that is not under government funding, the
Student Support Officer checks to ensure that relevant fees have been paid; if the appropriate
fees have not been paid the student will be advised of the payment options;



Each student either provides an identification photograph or has one taken, and is then
issued with the appropriate identification card;



Student Support Officer issues students with their Timetables;



Students are provided with this Student Handbook, and guided through key policies and
procedures, including academic progress, assessment, and grievances.



Student’s commencement is recorded in the student management system.
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Contents, Modes of Study and Assessment
The study period is defined as a semester. There are 2 study periods in a year each comprising of 18
weeks of teaching.
For each courses delivered at ANC, students are given a timetable that allocates units for each 18 weeks
period of teaching. ANC has documented training and assessment strategies for each course. These are
continuously reviewed in consultation with industry and improved to ensure that it meets the requirements
of the relevant training package or VET accredited courses.

Course Credit
ANC recognises AQF and VET qualifications and VET statements of attainment issued by any other RTO.
Student can apply for the course credit/s. ANC will process and give student a record of the course credit/s.
Course credit/s may lead to a shortening of a student’s course duration.

Recognition of Prior Learning
Students having a significant amount of training and/or work experience within the field that is relevant to a
course may be eligible for Recognition of Prior Learning (RPL). Students must complete an application
form for RPL and attach supporting evidence as required. This evidence must be clearly identifiable, and
support the applicant’s case for Recognition of Prior Learning by addressing the relationship of evidence
with each Unit of Competency. Application for RPL may include a fee of $200AUD per unit of competency.
For detailed information, refer to ANC’s Course Credit Policy on ANC’s website.

Responsibilities of Students
• Understand the requirements of a unit of competency in order to be deemed as Competent.
• Seek assistance and advice from trainers in relation to problems in meeting assessment timeframes,
extensions, re-submissions and any special considerations such as illness.
• Follow requirements of assessment items and submission guidelines
• Avoid plagiarism, cheating or collusion.
• Accept fair, helpful and timely feedback on assessment items including evaluation of performance and
progress in a unit of competency.
• Be aware of Institute’s policy and procedures.
• Abide by Student Code of Conduct.

Practical Field Placements (where applicable)
ANC will be organising the student placement after consultations and agreements with individual
students and Trainer/Assessors and relevant organisations. It is the responsibility of the student to
attend to the allocated Practical Placements. Failure to attend can affect their course progress.
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Facilities at ANC
ANC is centrally located in the heart of Melbourne city right in the vicinity of the Melbourne icons, the
Melbourne Central Station and Parliament of Victoria. Melbourne is a great place to live and study.
Melbourne has been consistently ranked as ‘The world’s most liveable city’ by the economist intelligence
unit (UK). In 2000 Melbourne was accredited as a ‘Safe Community’ by the world health organization – the
first Australian capital city to achieve this standing. Melbourne’s residents represent 140 nationalities and
speak 151 languages.
ANC is conveniently located to the public transport; major Local Train/Tram stops are door steps away.
There are banks, cafes, restaurants, food courts, parks, libraries, nightclubs, cinemas, shopping arcades,
news agencies, supermarkets, travel agencies and a lot more in the close proximity of the Institute.
Students have access to modern computer lab to facilitate their learning outcomes. The learning and
assessment resources are designed to meet specific learner needs and standards expected by the
industry.
ANC has spacious classrooms fully equipped with the latest technologies including data
projectors, overhead projectors, etc. and a library. Students are provided a caring supportive environment
by our multilingual and multicultural staff. Our staff is always willing to offer their support and advice to
students to assist them with their personal problems.
The academic staffs is always there to help the students with complete academic support by providing help
with academic work i.e. working on assessment items, making presentations, communication and research
techniques.
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Assessment Outcome, Resubmissions and Appeals
Assessment Outcome is recorded for each Unit of Competency. In this process, the outcome of each
individual assessment item is identified and the overall assessment decision is recorded as either
COMPETENT or NOT YET COMPETENT.

Competent [C]
To achieve Competent [C], the student must have satisfactorily completed ALL the assessment items
related to a Unit of Competency.

Not Yet Competent [NYC]
Student is Not Yet Competent [NYC] in a Unit of Competency, if one or more assessment items for
that Unit of Competency was unsatisfactory.

Re-submissions
Assessment items can be assessment tasks, projects, case study, written activities or relevant field
placement for any unit. Students are given the opportunity to resubmit their assessment items in class.
While student have resubmitted their assessment items up to three (3) times and is still unsatisfactory then
they will need to be re-assessed. Students must complete a request form for re-assessment. If a student
needs to repeat a learning of the unit, then student will be charged accordingly.

Recording
Student must use Assessment Cover Sheet and Feedback Form to attach their assessment items before
submitting it to the Trainer/Assessor.
Trainer/Assessor must use Assessment Outcome Record Sheet to record the student’s assessment
outcome for a Unit of Competency.
ANC Academic Staff use Student Record Management System to enter the student’s assessment
outcome.
Students will be able to view their assessment outcome record using Student Record Management System
through the Student Portal.

Extensions
Extensions refer to an extended time-period granted by the Trainer/Assessor for a student to complete an
assessment item. Students who require extension of time to complete an assessment item must seek
approval from the Trainer/Assessor in class.
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Assessment Appeals
If a student is Not Yet Competent (NYC), student may appeal against the decision made on Assessment
Outcome. For that, student needs to submit an Appeal Form to the Director of Studies. The process
commences within 10 working days of lodgement of appeal. For more information refer to: ANC
Complaints Management Policy and Procedures

Procedure for Re-assessment
a) Student submits an Appeal Form to the Director of Studies. The process commences within 10 working
days of lodgement of appeal.
b) The Director of Studies schedules a meeting with the student.
c) On meeting with the student the Director of Studies negotiates a reasonable time frame for reassessment.
d) Director of Studies will then allocate a Trainer/Assessor to conduct re-assessment.
e) If a student needs to repeat a unit, the Director of Studies will then allocate a class for a student to come
in and study.
f) For more information refer to: ANC Complaints Management Procedures
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Student Services
Student Support including Welfare and Guidance Services
The counselling & support facility provided by ANC is at no cost to the student.
ANC provides a range of services to support students during their studies and time at the college. The
Admissions Department offers personal and friendly assistance to students in many areas including an
orientation program that assists students to settle into Australian life and their studies at ANC.

Student Facilities
Services available to students include:
• Orientation
• Counselling
• Cultural adjustment
• Language & literacy support

The Administration Department at ANC can help students with:
•
•
•

Application and enrolment
Credit Transfer and Recognition of Prior Learning
Course related advice

ANC provides the following Equipment and Learning Resources to its students:
•
•
•
•
•

The up-to-date teaching and learning strategies,
Audio visual aids
Classrooms operate with multimedia/overhead projectors
Student resource centre and computer labs with free internet access
Dedicated computer industry software

Resources at ANC are mapped against the units of competency within the relevant training packages for all
qualifications delivered to ensure that students have access to the best and most relevant resources for
their qualification.

Student Support Services
Being a student is exciting, but it can also be challenging. We have a designated Student Support Officer
who can be approached to gain advice on academic and personal issues. The Student Support Officer
offers professional and confidential advice in areas where they can help. The counselling and support
facility provided by ANC is at NO COST to the student. They can also provide links to external sources of
support where the ANC is not qualified. ANC provides free referral in case student is referred to use
external support services.

Personal / Social issues
There are many issues that may affect a student’s social or personal life and Students have access to the
Support officer through normal College hours to gain advice and guidance on personal issues,
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accommodation issues, or family / friend issues. Where the Student Support Officer feels further support
should be gained, a referral to an appropriate support service will be organised. ANC has a designated
student welfare counsellor who is available on campus and by appointment for students at no extra cost.
The details are as below:

ANC Student Welfare Officer / Counsellor
Telephone: 03 9620 1100
Email: tony.doss@anc.vic.edu.au

Learning Resources
A library borrowing/return system is in place. If you have any problems using the library, please contact a
Student Support Office for assistance.
The computers are equipped to produce learning materials in alternate formats such as large prints and
also equipped to support some disability services.

IT Support





Do you have computer problems?
Need help getting access to Student portal?
Need advice or want to troubleshoot a computer problem?
Having trouble connecting a laptop or iPhone to the Institute WiFi?

Our friendly helpdesk staff is here to assist you!
Phone: 03 9662 3300
Email: helpdesk@anc.vic.edu.au

Disability Service
ANC is committed to providing equal access to learning opportunities for any students with a disability and
ensuring that reasonable adjustments are made through consultation and negotiation.
You can contact the ANC Staff for advice and assistance.
It is important to make contact early so arrangements are put in place as soon as possible. Documentary
evidence of disability may be required to support your request for assistance.
The ANC staff will consult and negotiate an individualised Learning Support Plan with eligible students
outlining reasonable adjustments. It will be periodically reviewed to help students take part in their studies
as effectively and independently as possible. The services provided will vary according to the needs of
each student and the course requirements.

Examples of services include:
 liaison with teachers
 alternative formatting of class materials
 assessment accommodations
 access to software and technology that enhances learning
 learning support in or out of class
 referral to other support services, e.g. counselling and welfare
 Referral to Interpreters
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Study Support and LLN
ANC assess LLN for each student in order to ensure maximum learning outcomes. It is not an entry
requirement but assists ANC in recognising students’ need. With the provision of free English support
classes available, we strongly advise each student to participate in LLN assessment. Formal tests are very
intimidating for students. ANC use less formal means of assessing the LLN needs of students at pre entry.
It is considered an accurate assessment of student’s current LLN skills is more likely if they are relaxed and
responsive to the assessment.
Where administrative staffs are unsure of students LLN skills, they direct student for an informal interview
with ESL / English Language support trainer. Enrolment is then finalised based on ESL trainer’s
recommendation.
Note: Student can attend English Language support classes for FREE OF COST for the completion
duration of their enrolment.
Workshops programs are run throughout the year to help students succeed in their studies. Areas include:
assisting with transition into studying at ANC with Orientation Program, study skills through English
Language Support Programs, personal development, support, and skill development.

Orientation Program
As part of your introduction to ANC, an orientation program will be conducted in your first week at ANC.
This orientation program will include information on the following but not limited to
 Student Information Guide
 Student support services available to ANC students
 Facilities and resources at ANC
 Australian Education System
 Local Transport
 Entertainment/Recreation
 Emergency and Health Services (including information about private insurance) and detailed
information on accommodation
 Student Grievances (Complaints and Appeals) process
 Withdrawals and refunds
 Plagiarism
 Critical incident policy
 Privacy policy
 Sexual harassment policy
 ANC Staff contact details
 Course Progress Requirement
 Emergency Medical Services
 ANC Policy and Procedures
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Student Grievances (Complaints & Appeals)
Purpose:


Despite all the efforts of ANC to provide satisfactory services to its students and other
clients, complaints & appeals may occasionally arise, requiring informal or formal
resolution. This policy aims to provide an accessible mechanism for students to have
their complaints and appeals attended; and to ensure that resolutions are reached within
timely manner.



ANC’s Complaints Management Policy and Procedures ensures the principles of natural
justice and procedural fairness are adopted at every stage of the complaint and appeal
process

Scope:
 This policy applies to all the current students enrolled at ANC and prospective students
regardless of the location of the campus at which the complaint / appeal has arisen, the
complainant’s or appellant’s place of residence or mode of study.


All staff are made aware of the requirements of this policy through regular meetings, staff
updates and continuous improvement practices. Students are made aware of this policy
through Student Handbook, during the enrolment and orientation processes and also
throughout the course.

Key Requirements

ANC provides each complainant or appellant an opportunity to formally present his or her
case at minimal or no cost to him or herself.


Students are encouraged to discuss their issues with any member of the ANC’s student
support team. ANC staff will endeavour to address the complaint or appeal raised in
appropriate manner informally



Students / clients unsatisfied with the informal process are encouraged to lodge the
complaint or appeal formally using ANC’s complaints and Appeals Form. This form can be
accessed from the student notice / display board or from the reception at the campus, and
from the ANC’s website (www.anc.vic.edu.au) at any time



Once the completed Complaints and appeals form is received, the resolution process will
begin within 10 working days



Student’s enrolment will be maintained until the completion of internal complaints and
appeals process.



The complainant or appellant will be given a written statement of the outcome, including
details of the reasons for the outcome



The complete record of formal complaints and appeals process will be maintained in
individual’s file where formal approach is instituted



Students are welcomed to bring along a support person (e.g. family member, friend,
counsellor etc.) at any phase of entire complaints and appeals process



ANC will ensure that the complainant or appellant is not discriminated against or victimised.



Where ANC considers more than 60 calendar days are required to process and finalise the
complaint or appeal, ANC:
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o

informs the complainant or appellant in writing, including reasons why more than 60
calendar days are required, and

o

regularly updates the complainant or appellant on the progress of the matter.

ANC:
o securely maintains records of all complaints and appeals and their outcomes, and
o identifies potential causes of complaints and appeals and takes appropriate corrective
action to eliminate or mitigate the likelihood of reoccurrence.

PROCEDURES:
1. Informal Process
Where possible all non-formal attempts shall be made to resolve the complaints. This may
include advice, discussions, and general mediation in relation to the issue and the student’s
complaint. Any staff can be involved in this informal process to resolve issues but student
support team is the preferred contact for students.
Matters dealt informally will not be documented unless ANC’s staff determines that the matter is
relevant to wider operation.
2. Formal Process
Students who are not satisfied with the outcome of informal handling of their complaints may use
the formal approach by using the ANC’s complaints and Appeals form. This form can be
accessed from the student display/ notice board, reception or via ANC’s website
(www.anc.vic.edu.au).
2.1 General Complaints
 All complaints or appeals should be submitted at the reception. Reception staff will deal
with the complaints in the first instance and will ensure that all the fields of the Complaint
and Appeals Form are properly filled by the complainant. This include the following
information:
o Submission date
o Name of complainant / Appellant
o Details description of complaint / appeal
o Attachments (if applicable);
 Details of the complaint will be entered into the ‘Complaints and Appeals Logbook’ by the
reception / administration staffs which is monitored by the ‘Director of Studies’ regularly.
The information to be contained and updated within the register is as follows:
o Submission date of complaint
o Name of complainant / Appellant
o Description of complaint / appeal
o Determined Resolution; and
o Date of Resolution.
 The ‘Director of Studies’ shall then refer the matter to the appropriate staff to resolve and
ensure that the resolution process begins within 10 working days from the date of receipt
of the complaints and appeals form. ANC will acknowledge receipt of the complaint in
writing to the complainant. ANC will endeavour to conclude the process within the
reasonable timeframe.
 Once the process is completed, the ‘Director of Studies’ shall then inform the appellant of
any decisions or outcomes concluded in writing and the reasons for the outcome at its
earliest.
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 Copies of all documentation, outcomes and further action required will be placed into the
‘complaints and appeals logbook’ and a copy is kept in student’s file.
 The notification letter of the outcome shall also state that students have the right to access
ANC’s appeal procedure if they are not satisfied with the outcome of their complaint
 If a student is dissatisfied with ANC’s decision, he or she can use ANC’s appeals process
using the Complaints and Appeals form
3. Appeals Process
3.1 Internal Appeals
All students have the right to appeal decisions made by the ANC staff members. Appeals may
arise of many sources including decisions made on:
o Assessments
o Reported breaches of academic performance
o Deferral, suspension, or cancellation decisions made in relation to the student’s
enrolment
o Or any other conclusion that is made after a complaint has been dealt by the ANC in the
first instance.
 To activate the appeals process the student is required to complete the Complaints and
Appeals form and forward it to the reception in person or via email
 Students are required to clearly explain the reason for appealing a decision in the form and
attach any relevant supporting documents. Assistance with this process can be gained from
student support team at all times
 Once the completed form is received, reception staff will forward the form to the ‘Director of
Studies’ who shall organise a meeting with all parties involved in the matter and attempt to
seek resolution where appropriate
 The process for all appeals will begin within 10 working days of the appeal being lodged
 Where an appeal has been lodged, it will be defined into one of the following categories and
the appropriate procedures followed:

3.1.1 General appeals
-

Where a student has appealed a decision or outcome of a formal complaint, they are
required to notify the ANC in writing using the Complaints and Appeals form within 20
working days from the ANC’s decision notification date. Any supporting documentation
should also be submitted with the form

-

The complaints and appeals form shall be lodged at the reception / student administrations
department. Receptionist will forward the documentation to the ‘Director of Studies’ who will
ensure the details of the appeal are added to the ‘Complaints and Appeals Logbook’.

-

The student shall be notified in writing of the outcome and the ‘complaints and appeals
logbook’ updated.

3.1.2 Assessment appeals
-

Where a student wishes to appeal an assessment they are required to notify their assessor
in the first instance. Where appropriate the assessor may decide to re-assess the student to
ensure a fair and equitable decision is gained. The assessor shall complete a written report
regarding the re-assessment outlining the reasons why assessment was or was not
granted.
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-

If this is still not to the student’s satisfaction the student shall formally lodge an appeal by
submitting the Complaints and Appeals form outlining their reasons for the appeal. They
shall lodge this with reception / student administrations department.

-

The ‘Director of Studies’ shall be notified and shall seek details from the assessor involved
and any other relevant parties and make appropriate notes in Complaints and Appeals
logbook. A decision shall be made regarding the appeal either indicating the original
assessment decision stands or details of a possible re-assessment by a ‘third party’. The
third party shall be another assessor appointed by the ANC.

-

The student shall be notified in writing of the outcome and the ‘complaints and appeals
logbook’ updated.

3.2 External Appeals
 If the matter is still unresolved after the above procedures have been implemented and
the internal appeals process exhausted, student may wish to access an external
independent / third party mediator. Where this is the case, the matter shall be referred to
the following person / organisation at no cost to the student:
Dispute Settlement Centre Victoria
4/456 Lonsdale St, Melbourne VIC 3000
Tel: 1300 372 888
National Training Complaints Hotline
The National Training Complaints Hotline is a joint initiative between the Commonwealth,
state and territory governments. Anyone with a complaint 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.
Consumers can register a complaint with the National Training Complaints Hotline by:
Phone: 13 38 73 (please select option 4), Monday–Friday, 8am to 6pm nationally.
 Student may request ANC to assist with the external appeal lodgement. ANC will ensure that
the appeal is lodged within 3 working days of receiving the written request from the student
 The decision of this independent mediator is final and any further action the student wishes to
take is outside the ANC’s policies and procedures. The student shall be referred to the
government agencies such as Department of Education, Australian Skills Quality Authority
(ASQA).
4. Implementation
 Where a decision or outcome is in favour of the student, the ANC will immediately implement
the decision.
Note:
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Domestic Student Withdrawal and Refund
Purpose
ANC must supply each individual with a clear refund policy prior to enrolment that is fair, reasonable
and covers scenarios relating to withdrawal by the student, course cancellation, closure of RTO and
any other reasonable matter and that meets the standards of the RTO’s relevant regulator.
The purpose of this policy is to provide guidelines for domestic students who wish to apply for
withdrawal from the course. It is also intended to provide students with a plain English explanation of
what happens in the event of a VET course of study not being delivered.

Scope
This policy applies to:
 full-fee paying domestic students,
 students who are eligible for a government-subsidised training place, and
 prospective students who intend to enrol at ANC.
Definition
 Domestic students: Domestic students includes:
o Australian citizens
o New Zealand citizens
o holders of an Australian permanent visa
o holders of an Australian permanent humanitarian visa.


Withdrawal from the Course: Withdrawal refers to a student’s cancellation of enrolment in
their current course of study.

Procedures:
1. Withdrawal by the student


To withdraw from enrolment in their unit(s) student must complete a Domestic Student
Course Withdrawal Form and submit at the ANC campus reception. Student may also
sent their request for course withdrawal via email or phone.



ANC Student Support Team will process the application and ensure that all paperwork
and fees are cleared.
Student will be required to fill in a Request Form to request for the Statement of
Attainment.
Once completed, Statement of Attainment will be printed and sign off by the CEO/PEO
and issued to the student in accordance with the Issuing of qualifications and statement
of attainment Policy and Procedure.
The confirmation of withdrawal from the course will be sent to the student via email or by
post.






2. Course Cancellation by ANC
 ANC will assist students to transfer to another provider in following circumstances:
o Course withdrawn by ANC (Before the agreed start date)
o ANC is unable to provide the course after course start date (for which the original
offer was made)
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If applicable, Statement of Attainment will be processed in accordance with the Issuing of
qualifications and statement of attainment Policy and Procedure.

3. Closure of RTO and any other reasonable matter and that meets the standards of the
RTO’s relevant regulator




ANC will assist students to transfer to another provider in following circumstances:
o The course is not provided or not provided fully to the student because ANC has a
sanction imposed by a government regulator (e.g. ASQA or Skills Victoria) due to
suspected breach, breach or irregularity among others.
o The course is not provided or not provided fully to the student because the ANC
Funding Contract is terminated for reasons such as but not limited to breach,
fraudulent acts or ANC’s insolvency.
If applicable, Statement of Attainment will be processed in accordance with the Issuing of
qualifications and statement of attainment Policy and Procedure.

4. Refunds


100% refund of full-fee paying domestic students fees in following circumstances:
o Course Cancellation by ANC
o Closure of ANC and any other reasonable matter and that meets the standards of the
RTO’s relevant regulator.



Any student upfront contributions are eligible for refund if a student lodge a Domestic Student
Course Withdrawal Form before commencement of the unit(s) as per their training plan.



There are no refunds associated with material and resources fees e.g. uniforms,
consumables etc.



Payment of all refunds are made within two weeks (14 days) of application for refund.



All documentation from Refund processes are maintained in accordance with Records
Management Policy. (See ANC Records Management Policy)

5. Appealing refund decisions:
Refer to the ANC Complaints and Appeals Policy and Procedure available from the ANC
Campus Reception and on the ANC website, if you wish to appeal ANC’s decision taken on
your refund application.
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Fairness, equal benefits and opportunity


ANC uses the same recruitment and enrolment processes for all applicants have been designed
to be free from discrimination. Students who advise of their disability and/or learning difficulty after
the enrolment will be issued a revised Learning Plan to accommodate any areas of reasonable
adjustment that have been agreed to for the student.



If a Student with disability and/or learning difficulty cannot cope even after agreed reasonable
adjustment, an alternative course will be offered. ANC training and assessment resources are
designed to be flexible and to be able to make reasonable adjustments if required. ANC will
ensure that language, literacy and numeracy requirements are consistent with the vocational level
of the qualification being considered or offered.



ANC provides support services for students with a recognised disability and/or learning difficulty
including:
• learning support;
• alternative assessment methods;
• extra time to complete a course or assessment;
• learning support for basic literacy or numeracy difficulties



People from all social and cultural backgrounds will be equally treated and due respect will be
given to people from Culturally and Linguistically Diverse background, people with disability and
mature age students. ANC ensures that the workplace is free from bullying and occupational
violence.



The Director of Studies is responsible for ensuring campus buildings, rooms, toilets and resources
comply with relevant building requirements including access for people with disabilities. All staff
are required to assist anyone needing help to access training materials, files, equipment, or other
items that may be inaccessible to students.



Individuals who consider they have been treated unfairly are encouraged to use ANC’s
Complaints and Appeals Policy and Procedure. ANC supports the rights of students with a
disability to training and assessment and will protect them wherever possible from discrimination,
harassment or victimisation on the basis of their disability.



ANC ensures nothing in this Policy limits a student from accessing ANC formal complaints and
appeal procedures or inhibit their rights to pursue other legal remedies at any point during or after
the implementation of procedure.



ANC ensures its staff are made aware of the requirements of this policy through regular meetings,
staff updates and continuous improvement practices. Students are made aware of this policy
through Student Handbook, during the enrolment and orientation processes and also throughout
the course.
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Record Management
As a registered training organisation, all ANC records developed and used in the delivery of training
and assessment services must be quality controlled. Further, that ANC will preserve as evidentiary
support of the organisation’s training and assessment activity, student participation and service
outcomes, all records of service for a period of no less than 30 years. This will be achieved by:


Maintaining up-to-date records of the qualifications and experience of all staff employed by or
contracted to ANC to deliver training and assessment services.



Maintaining current and accurate records of all enrolments, course participation, training
outcomes and certification/statements of attainment issued.



Maintaining a records management system that will ensure the confidentiality of staff and
student records.



Assuring the safety and integrity of all records.



Ensuring that all training resources, materials, forms and procedures utilised in the
management and delivery of ANC services by the ANC are reviewed for currency by
appropriately qualified staff and issued under a version control system.



Implementing an effective financial records system to record all fees received from students,
the issue details of all fees receipts, and where appropriates, the issue details of all fee
refunds.



Ensuring that all certificates and statements of attainment issued by ANC are recorded, and
are checked for compliance with the requirements of the Australian Qualifications framework
(AQF).



Ensuring that in the event of the closure of the ANC, all such records developed and
maintained as evidence of service delivery and student participation and outcome, will be
forwarded to the Australian Skills and Quality Authority (ASQA).



ANC does not dispose of any Records:
a)

b)

c)

that are required as part of enrolment processes to confirm an individual’s eligibility for
government subsidised training under this VET Funding Contract, including records required
under Schedule 1, and to confirm the application of fees in accordance with the requirements
of this VET Funding Contract, for at least seven (7) years after the relevant Eligible Individual
has completed or withdrawn from the relevant training course or qualification in which they are
enrolled; or
related to Training Plans for at least two (2) years after the relevant Eligible Individual has
completed or withdrawn from the relevant training course or qualification in which they are
enrolled; or
related to Evidence of Participation requirements under this VET Funding Contract, including
but not limited to assessment records, for at least two (2) years after the relevant Eligible
Individual has completed or withdrawn from the relevant module or unit of competency in
which they are enrolled.

PROCEDURES
The following procedures provide guidance for the effective management and administration of ANC’s
ANC records and documentation. These requirements must be met as a minimum operational activity
and may be guided by other supporting processes. References are provided where the latter occurs.
1) Student Records
Student records are to be raised at enrolment. These records are to be established electronically and
as a hard-copy record. These records are to include, but are not restricted to
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Interview Report



Enrolment form



Fees Arrangements



Emergency Contact details



Student Identification



Applications for RPL or Mutual Recognition



Records of all complaints and appeals and their outcomes

Student records are to be entered and maintained on the ANC database by administration. Students
are contacted at least every six month to confirm in writing and update their contact details address,
and mobile and email if any). All enrolment changes, unit results, attendance records and changes to
personal data must be forwarded directly to student administration for data entry.
Students may request a copy of their data profile on request and proof of identification. Third party
access cannot be approved by any means other than student agreement. Enrolment forms are to
make provision for student data access by ANC staff or representatives of the National VET Regulator
for purposes relevant to the monitoring of student progress. All other data is to be held securely and in
confidence.
2) Record of Fees/Refunds
Prior to enrolment, all students are informed of fee structures and payment schedules. Before clients
enrol or enter into a contract, The ANC informs them about the training, assessment and support
services to be provided and about their rights and their obligations.
However the record management of fees and refunds is governed under general course
administration and is subject to audit.
Hence,


All fees paid by individual students are to be receipted and recorded on the ANC database.



Any reasons for concessions or exemption from fees are to be noted on the receipt and/or
placed on the student's file.



Where an employer pays the fees on behalf of a student, the employer is to be invoiced for
the appropriate tuition fee, clearly indicating on the invoice each student to whom the invoice
applies. A copy of the invoice is to be placed on the student's file.



Where a refund has been granted, the amount, date and reason for the refund are to be noted
on the student's file and recorded on the ANC database.



In the event that the training delivered is being funded by the State Government, residual
claims for payment are to be lodged by the Student Support Officer via the Internet home
page.

3) Student Details


The Director of Studies has been made responsible to ensure that the Administrative Officers
are properly entering and maintaining the student contact details ,ensuring the safety and
integrity of all student records and that the Administration and records management Policy
procedure are implemented accurately.



ANC records management team will ensure that the contact details are consistent with the
Student filled & signed Enrolment forms. The institute advises and reminds students to update
their contact details at regular intervals via student notices and also at the Orientations
programmes. All the ANC students' latest Addresses are updated on the Student
Management System portal (TEAMS), if and when student submits “Change in details” form
to the Student Administration. The ANC uses the industry recommended and one of the
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leading, well established and sophisticated student database management systems
i.e.TEAMS.

Student Training Records Policy
We are committed to maintaining and safeguarding the accuracy, integrity and currency of students’
records without jeopardising the confidentiality of the records or the students’ privacy.
Individual student records will be stored in our computer system and in our locked secure office area.
 Records of assessment are updated when the student completes an approved unit of study
for a course
 Unit of competency training and assessment information will be retained for a minimum period
of 1 year.
 Master copies of student assessments and training will be retained
 Sufficient samples of student’s assessment to demonstrate that quality education and training
has occurred.
 Access to ANC office area is restricted to authorised staff only.
 No teaching staffs are allowed to use reception and Management computer in any case.
Our electronic records are protected by password access, we further protect our records by
maintaining up to date virus, firewall and spyware protection software.
We conduct a weekly back up of our computer systems; this is the responsibility of the RTO CEO.
Our software and hardcopy systems will retain student results, copies of Qualifications and sufficient
evidence of completion for no less than 30 years. In the event that we cease to operate as a RTO we
will transfer all records to ASQA in appropriate format and details as specified by ASQA at the time of
ceasing RTO operations.
All other records including, training records, taxation records, business and commercial records will be
retained for a period of seven years.
Should we be required to submit statistical data on our students in the future, we will invest in a
suitable software package.
We will ensure that any confidential information acquired by us, individuals or committees or
organisations acting upon our behalf is safeguarded.
Access to individual student training records will be limited to:
 trainers and assessors to access and update the records of the students whom they are
working with,
 management staff as required to ensure the smooth and efficient operation of the business,
 Officers from the Department of Education, ASQA or their representatives for activities
required under the Standards for Registered Training Organisations,
Or those required by law such as:
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students authorising releases of specific information to third parties in writing,

Students requiring access to their own records will need to complete an application form, which is
available from any RTO staff.
Data provision requirements
ANC will collect and report on a range of accurate and complete data about your business and
operations, including:



Quality indicator data, and
Total Vocational Education and Training (VET) activity data.

ANC will provide reports of Records of qualifications issued to its VET Regulator on a regular basis
as determined by the VET Regulator

Record Privacy and Access
All records maintained by ANC are subject to the laws of privacy and regulatory requirements. As
such, it is a requirement that records be held in a secure environment, safeguarded against loss,
damage or unauthorised access. Accordingly:


Staff files may only be accessed by the CEO or an auditor appointed by the ASQA.



Student files may only be accessed by the administration team for the purpose of updating
those student files, or by the auditor appointed by the ASQA, for the purpose of reviewing
training participation and progress.



All individuals have a right to view their own files and may do so upon request and proof of
identification to student administration.
Privacy and access procedures are made clear to all parties at induction (staff), orientation (students)
or during course information sessions for intending students.
Access to a file by a third party other than as above can only be provided with the written consent of
the individual.
Refer to ANC Privacy Statement and Policy available on the website.

Awards Management
The issue of awards by the ANC is governed by its scope of registration and the guidelines specified
in the AQF Implementation Handbook. The process for issuing awards is largely an administrative
one.


All student training outcomes are to be recorded on the attendance register by the lecturers
(trainers/assessors). On completion of a unit of training, this record is to be lodged with the
Student Support Officer and uploaded to the ANC database.



The Student Support Officer is responsible for monitoring student progress and if necessary
advising the appropriate Course Co-ordinator if a student’s progress needs to be reviewed.



Students who have satisfactorily completed their full program of study are entitled to a
Certificate and a Statement of Attainment. Students who withdraw or partially complete their
training program are to be issued with a Statement of Attainment or transcript. These must
include:
• RTO name and TOID
• Full title of qualification and its national or state code
• Name of student and student id number
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•
•
•
•
•
•
•
•
•

Certificate number
Correct accreditation phrase according to the kind of award issued
If a statement of attainment, include the correct unit names and codes
NRT and/or AQF logo (refer to NRT logo specifications document or AQF Logo Use
document)
The student support officer verifies the student's entitlement to a certificate or
statement of attainment from the student records system and prepare their issue.
The CEO is to authorise the printing of AQF compliant certificates and statements of
attainment for issue to each student, and act as authorised signatory.
Each certificate/statement of attainment issued is to be recorded in the student file.
ANC will retain registers of AQF qualifications it is authorised to issue and of all AQF
qualifications issued;

Unique Student Identifier
From 1 January 2015, students undertaking nationally recognised training delivered by a registered
training organisation will need to have a Unique Student Identifier (USI). This includes studying at
TAFE or with a private training organisation, completing an apprenticeship or skill set, certificate or
diploma course.
A USI gives student access to their online USI account which is made up of ten numbers and letters.
It will look something like this: 3AW88YH9U5.
A USI account will contain all students nationally recognised training records and results from 1
January 2015 onwards. Student results from 2015 will be available in their USI account in 2016.
When applying for a job or enrolling in further study, students often need to provide their training
records and results. One of the main benefits of the USI is that they will have easy access to their
training records and results throughout their life.
Student can access your USI account online from a computer, tablet or smart phone anywhere and
anytime. For more details refer to: USI Privacy Notice - Appendix 1
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USI Privacy Notice
If you do not already have a Unique Student Identifier (USI) and you want Australian National
College Pty Ltd (ANC) to apply for a USI to the Student Identifiers Registrar (Registrar) on your
behalf, ANC will provide to the Registrar the following items of personal information about you:







your name, including first or given name(s), middle name(s) and surname or family name as
they appear in an identification document;
your date of birth, as it appears, if shown, in the chosen document of identity;
your city or town of birth;
your country of birth;
your gender; and
your contact details.

When we apply for a USI on your behalf the Registrar will verify your identity. The Registrar will do so
through the Document Verification Service (DVS) managed by the Attorney-General's Department
which is built into the USI online application process if you have documents such as a Medicare card,
birth certificate, driver licence, Australian passport, citizenship document, certificate of registration by
descent, ImmiCard or Australian entry visa.
If you do not have a document suitable for the DVS and we are authorised to do so by the Registrar
we may be able to verify your identity by other means. If you do not have any of the identity
documents mentioned above, and we are not authorised by the Registrar to verify your identity by
other means, we cannot apply for a USI on your behalf and you should contact the Student Identifiers
Registrar.
In accordance with section 11 of the Student Identifiers Act 2014 Cth (SI Act), we will securely destroy
personal information which we collect from you solely for the purpose of applying for a USI on your
behalf as soon as practicable after the USI application has been made or the information is no longer
needed for that purpose, unless we are required by or under any law to retain it.
The personal information about you that we provide to the Registrar, including your identity
information, is protected by the Privacy Act 1988 Cth (Privacy Act). The collection, use and disclosure
of your USI are protected by the SI Act.
If you ask ANC to make an application for a student identifier on your behalf, ANC will have to declare
that ANC has complied with certain terms and conditions to be able to access the online student
identifier portal and submit this application, including a declaration that ANC has given you the
following privacy notice:
You are advised and agree that you understand and consent that the personal information you
provide to us in connection with your application for a USI:
 is collected by the Registrar for the purposes of:
o applying for, verifying and giving a USI;
o resolving problems with a USI; and
o creating authenticated vocational education and training (VET) transcripts;
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o

o
o

o
o
o
o

current and former Registered Training Organisations to enable them to deliver VET
courses to the individual, meet their reporting obligations under the VET standards
and government contracts and assist in determining eligibility for training subsidies;
schools for the purposes of delivering VET courses to the individual and reporting on
these courses;
the National Centre for Vocational Education Research for the purpose of creating
authenticated VET transcripts, resolving problems with USIs and for the collection,
preparation and auditing of national VET statistics;
researchers for education and training related research purposes;
any other person or agency that may be authorised or required by law to access the
information;
any entity contractually engaged by the Student Identifiers Registrar to assist in the
performance of his or her functions in the administration of the USI system; and
will not otherwise be disclosed without your consent unless authorised or required by
or under law.

Privacy policies and complaints
You can find further information on how the Registrar collects, uses and discloses the personal
information about you in the Registrar’s Privacy Policy (http://usi.gov.au/Pages/privacy-policy.aspx) or
by contacting the Registrar on 13 38 73 or usi@industry.gov.au. The Registrar’s Privacy Policy
contains information about how you may access and seek correction of the personal information held
about you and how you may make a complaint about a breach of privacy by the Registrar in
connection with the USI and how such complaints will be dealt with.
You may also make a complaint to the Information Commissioner about an interference with privacy
pursuant to the Privacy Act, which includes the following:
 misuse or interference of or unauthorised collection, use, access, modification or disclosure of
USIs; and
 a failure by Us to destroy personal information collected by you only for the purpose of
applying for a USI on your behalf.
For information about how ANC collects, uses and discloses your personal information generally,
including how you can make a complaint about a breach of privacy, please refer to ANC’s privacy
policy which can be found at ANC website (http://www.theANC.com.au).
(Signature of acceptance by student)
…………………………………………………………………………………………………………..
Name of student
…………………………………………………………………………………………………………..
Student Number:
………………………………………………………………………………………………………….
Student Email:
………………………………………………………………………………………………………….
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Issuing of qualifications and statement of attainment
Purpose
ANC issues AQF certification documentation only to a learner whom it has assessed as meeting the
requirements of the training product as specified in the relevant training package or VET accredited
course.
The purpose of this policy is to provide a consistent set of principles under which qualifications and
statement of attainments are issued by ANC.
ANC adheres to the following statement from ‘Standard 3.6’ of the ‘Standards for Registered Training
Organisations (RTOs) 2015’.
“The RTO meets the requirements of the Student Identifier scheme, including:
a)

verifying with the Registrar, a Student Identifier provided to it by an individual before
using that Student Identifier for any purpose;

b)

ensuring that it will not issue AQF certification documentation to an individual without
being in receipt of a verified Student Identifier for that individual, unless an exemption
applies under the Student Identifiers Act 2014;

c)

ensuring that where an exemption described in Clause 3.6 (b) applies, it will inform the
student prior to either the completion of the enrolment or commencement of training and
assessment, whichever occurs first, that the results of the training will not be accessible
through the Commonwealth and will not appear on any authenticated VET transcript
prepared by the Registrar; and

d)

ensuring the security of Student Identifiers and all related documentation under its
control, including information stored in its student management systems.”

Requirements
All students who have completed a course that leads to the award of an AQF qualification are entitled
to receive the following certification documentation on award of the qualification:



A testamur, and
A record of results (academic transcript)

Students who complete part of the requirements of an AQF qualification in which they are enrolled are
entitled to receive a statement of attainment and record of results.
All AQF certification documentation issued by ANC meets the requirements following requirements:
Issuing AQF Qualifications




ANC will include the following information on the testamur, in addition to the requirements of
the AQF Qualifications Issuance Policy:
o

the name, National RTO code and logo of the issuing organisation

o

the code and title of the awarded AQF qualification, and

o

the NRT Logo in accordance with the current conditions of use contained in Schedule
4 (Standards for Registered Training Organisations (RTOs) 2015).

The following elements are to be included on the testamur as applicable:
o
o
o
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o
o



where relevant, the words, ‘achieved through Australian Apprenticeship
arrangements’, and
where relevant, the words, ‘these units/modules have been delivered and assessed in
English’ followed by a listing of the relevant units/modules.

ANC will not include the learner’s Student Identifier on the testamur consistent with the
Student Identifiers Act 2014.

Issuing Statements of Attainment
The issuance of a statement of attainment recognises that students do not always study a whole
AQF qualification in which they are enrolled. They may choose to complete only a unit or units of
competence from a qualification or part of qualification. Through the use of the statement of
attainment, the AQF acknowledges that completion of accredited units contribute to the
progression towards achievement of an individual’s lifelong learning goals. Students who have
completed an accredited unit(s) in these circumstances are entitled to receive a statement of
attainment. A record of results (interim transcripts) will also be issued.


ANC will include the following information on a statement of attainment:
o
o



the name, National RTO Code and logo of the issuing organisation
a list of units of competency (or modules where no units of competency exist)
showing their full title and the national code for each unit of competency
o the authorised signatory
o the NRT Logo
o the issuing organisation’s seal, corporate identifier or unique watermark
o the words ‘A statement of attainment is issued by a Registered Training Organisation
when an individual has completed one or more accredited units’
The following elements are to be included on the statement of attainment as applicable:
o




the State/Territory Training Authority logo (only where use of the logo is directed by
State/ Territory Training Authorities)
o the words ‘These competencies form part of [code and title of
qualification(s)/course(s)]’
o the words, ‘These competencies were attained in completion of [code] course in [full
title]’, and
o where relevant, the words, ‘these units / modules have been delivered and assessed
in English’ followed by a listing of the relevant units/modules.
ANC will not include the learner’s Student Identifier on the statement of attainment consistent
with the Student Identifier Act 2014.
ANC will:
o

retain registers of AQF qualifications they are authorised to issue and of all AQF
qualifications issued

o

retain records of AQF certification documentation issued for a period of 30 years, and

o

provide reports of Records of qualifications issued to its VET Regulator on a regular
basis as determined by the VET Regulator.



ANC is responsible for authentication and verification of a student’s statement of attainment.
ANC is also responsible for ensuring that it has in place mechanisms to reduce fraudulent
reproduction and use of the statements of attainment it issues.



AQF certification documentation is issued to a learner within 30 calendar days of the learner
being assessed as meeting the requirements of the training product if the training program in
which the learner is enrolled is complete, and providing all agreed fees the learner owes to
ANC have been paid.
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ANC ensures that qualifications issued following the completion of an Approved Training
Scheme contain on the certificate below the qualification title, the words "achieved through
Australian Apprenticeship arrangements".

Important Notes to the Students
A Student is entitled to receive a qualification (certificate/testamur) of an enrolled course/qualification
only upon successful completion of the requirement of the enrolled qualification. However, if a student
decides to drop from an enrolled course in between or completes only a part of enrolled course, they
will NOT be issued with any qualification even though the completed portion of the enrolled
qualification may constitute the lower AQF level qualification; they will rather be issued with a
Statement of attainment.
For example, if a student is enrolled in an Advanced Diploma of Management qualification and
student holds only one CoE (Confirmation of Enrolment) of Advanced Diploma of Management,
however student decides to withdraw from the Advanced Diploma of Management qualification after
one year of Study into the qualification, ANC cannot issue some other qualification for student’s one
year study, even though one year of study may have met the requirement of Diploma of Management.
Student will be issued with Statement of Attainment saying Student was enrolled in Advanced
Diploma of Management and Student has partially completed the Advanced Diploma of Management
qualification and it will also lists the unit of competencies student has successfully completed.
However, if a student holds two separate CoEs, for example one of Diploma of Management and
another for Advanced Diploma of Management , then student is entitled for both qualifications up on
completing the requirement of each qualification.
As a part of quality indicator data reporting requirement, ANC must report how many students were
enrolled (based on number of CoE issued) in each qualification per calendar year and how many
students have successfully completed the qualification in each calendar year.
Definitions


ANC – International College of Melbourne Pty Ltd



AQF – Australian Qualifications Framework



NRT – Nationally Recognised Training



ASQA– Australian Skills Quality Authority



Department of Education - The Australian Government Department of Education



NCVER- National Centre for Vocational Education Research Training Package - A set of
nationally-endorsed standards, guidelines and qualifications used to recognise and assess
the skills and knowledge needed to perform effectively in the workplace

The conferring of certificates is an important stage in the delivery of ANC training programs. As a
RTO, ANC will follow all relevant Standards for Registered Training Organisations (RTOs) 2015,
ASQA and AQF guidelines on the issuing of accredited course qualifications. ANC confers the
following types of certificates:
• AQF qualifications or statements of attainment
• Academic Transcripts or interim transcripts

It is the responsibility of the Chief Executive officer (CEO) and Director of Studies (DOS) of ANC to
ensure that all certification complies with this policy.
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Legislative Contexts
• The AQF
• Standards for Registered Training Organisations (RTOs) 2015
• National Vocational Education and Training Regulator Act 2011
This policy and procedure is subject to ongoing revision to reflect continuous improvements.
Procedure for issuing certificates
All certificates issued for ANC students must follow the steps as outlined below:
a) On completion of the course or unit of competency students apply for certificates/ transcripts.
b) The Student Support Officer ensures that students are eligible for receiving certificates.
c) The Student Support Officer ensures that students have a Unique Student Identifier (USI).
d) All results and relevant information is forwarded to the Director of Studies who ensures
student has completed all requirements to issue certificates and enters the details into the
resulting database.
e) The approved form is forwarded to the Student Support Officer who produces
certificates/statements/transcripts and signs the checklist when printing is completed.
f)

The certificates/statements/transcripts are returned to the Director of Studies to ensure
everything is accurate and in compliance as per the requirements before signing the
certificates.

g) All certificates along with all associated documents are forwarded to the Chief Executive
Officer to further check and verify according to the check list forwarded by Director of Studies.
h) The Chief Executive Officer signs after ensuring that all requirements are met. Director of
Studies also co-signs on Certificates.
Design requirements for a qualification
All certificates design and text must correctly refer to the Australian Qualification Framework (AQF)
guide and National VET regulator (NVR) requirements.

Re-issue of Qualifications
In case if a student lost or misplaced the certificate issued by ANC, a replacement certificate will be
issued free of charge. On the replacement qualification, the date will remain the original date of
issue. Request for re-issue of a qualification must be provided in writing to the Director of Studies
outlining the reason for the re-issue providing supporting evidence.

Register of issued AQF qualifications
ANC maintains this register of the AQF qualifications that it has issued. The register will contain
sufficient information to identify correctly the holder of the qualification, AQF qualification by its full
title, and date of issue/award/conferral.

Certificates Processing Checklist


Application for Student Document Request (Student request form)





Academic Records





Check CoE detail (issue and completion date)
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Check Unique Student Identifier (USI)





Check academic transcript (date, grade, qualification)





Check re-assessment (date, grade) if any





Check attendance





Fees checked





Certificate checked (date, name, certificate number)





Details are recorded in Register of issued AQF qualifications
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Critical Incidents
Key Roles and Steps
ANC Administration plays a pivotal role, and will be the first point of contact. Director of Studies is
responsible for disseminating the information to appropriate people within ANC and responding to any
special needs that might emerge.
Recommended Procedure: Critical Incident Involving a Student
1) In the event of death, serious injury or illness, arrest or other serious incident involving a
student of the ANC, the Police or other emergency service contacts the ANC Admin Staff. Or,
when the situation is first identified by (or referred to) the ANC Administration, he/she contacts
the relevant emergency service.
2) Administration staff has access to student records for verification purposes in order to assist
emergency services. Particulars of home address are to be provided only in cases where the
individual is incapacitated and unable to provide these particulars themselves.
3) Admin Staff immediately alerts the CEO / Director of Studies.
4) Contact Person During Office Hours & After Hours
Mr. Gurdeep Singh (CEO / Director of Studies)
M: 0423 500 001
E: ceo@anc.vic.edu.au
Mr. Sandeep Sidhu (Director of Marketing)
M: 0448 000 001
E: s.sidhu@anc.vic.edu.au
5) It is the responsibility of these staff to judge whether the circumstances are such as to warrant
any further immediate action.
6) After receiving the notification, Director of Studies will assess the situation and organise any
additional support required. This will involve liaison with:
 Director of Marketing
 Director of Human Resource
 Student Welfare Officer & Student Counsellor
7) Depending on the scale and nature of the event, responsibility for managing the situation
might be transferred to another officer within the ANC.
8) All internal communication is to be channelled through the Director of Studies Only CEO can
deliver any information to media.
9) Any direct contact with the family / next of kin in an official capacity is to be established by
the Director of Studies
10) Preliminary Action by the Director of Studies:


Access student record to verify details, including contact information



Gather background details of the incident from the informing source if possible and
appropriate
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Confirm with the Admin staff that either Police or Emergency Service (as indicated) has
been in contact with next of kin/family



Where circumstances are considered to have some public relation implications, the Chief
Executive Officer and Director of Studies are to be briefed by the Student Administration.



The Director of Studies will provide timely advice to the following ( as indicated):
o
o
o
o
o
o
o
o
o

Chaplain
Counselling Centre
Director of studies
Chief Executive Officer
Relevant Trainer
Students' Representative Council, Welfare Officer
Admin Staff, if notification is not through that channel.
Library (for action regarding any loans)
Consulate/Embassy in case of international student (as they often provide support
such as travel for the family).

Recommended Procedure - Missing Persons
Parents or other family members of a student or recent graduate will contact the ANC to report that
student or graduate as missing. These enquiries should be referred to the Director of Studies
immediately.
In the first instance, the relative should be referred to Police. However, there are circumstances where
the family may be reluctant to pursue that option and if so, the following charitable organisations may
be a suitable alternative (Depending on the advice provided by the family, you may wish to check with
Student Services to ascertain whether they have had any contact with the student and have current
contact with them, through which a message will be passed.
If a current student address is on the system, you may offer to send a letter on behalf of or from the
family to that address or to call phone contact numbers on the student's record. Generally, you must
be very aware of the privacy constraints in passing any information to the family).

Salvation Army - Phone (61 2) 9211 0277
The Salvation Army have a family tracing service, however, due to their international protocol they will
not initiate the enquiry in Australia. The relatives have to contact the Salvation Army in their home
country (they operate in 100 countries) and they in turn contact Australia. This applies even if the
family have arrived in Australia to look for their relative. If the Salvation Army finds the "missing"
person they in turn ask them to let their family know they are all right.
Mission Australia
24-Hours Support Line - Free call 1800 227 772
This is a Family and Friends of Missing Persons support line. They offer support and a referral
service.
Ongoing Liaison
The Director of Studies, will take responsibility for managing the case including, where necessary,
liaison with:
 Police
 Medical Services
 Director of Studies
 Family - ongoing contact (assist with travel and accommodation, as necessary)
 Chief Executive Officer - for information, and where an ex gratia payment is made to assist
with travel and accommodation.
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Concluding Steps (initiated by Director of Studies)

In the event of a student death:


An appropriate person, who has had some relationship or contact with the student, is to
compose a letter conveying condolences. The relevant Course Trainer will be consulted to
assist in identifying someone who was familiar with the student. Where the student was a
resident, the friends will also be invited to make an input. The Director of Studies will
recommend whether the Chief Executive Officer or another senior person, such as a Director
of Studies, should sign the letter of condolence. The final decision will depend on the
circumstances.



Adjust Student Information System details (refunding fees as entitled) and advise Finance,
Library and Information Technology Service (cancellation of email services).



Ensure that any personal effects are returned to the next of kin. For international students
bank accounts will need to be closed, and any other personal property disposed of, in
consultation with the family.



ANC must notify the Manager of Apprenticeship Administration at the Victorian Registration and
Qualifications Authority (VRQA) by email within 24 hours of being notified of the death of an
Apprentice/Trainee.

Follow up & Review of Critical Incident
Where a critical incident has occurred and reported to Department of Education, ANC will conduct a
follow up and review of the specific critical incident. This follow up and review will involve those
members initially involved in the action plan meeting and will ensure:


Any required follow up such as de-briefing; counselling and prevention strategies have been
completed.



All staff and students involved in the incident have been informed of all outcomes from the
incident



Any recommendation arising as an outcome to the critical incident is documented and
included in the continuous improvement submissions and to be included in the agenda list for
next management meeting
Any further follow up required is documented in involved student’s file and responsibilities
allocated to appropriate staff
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Student personal information and privacy
Purpose:
All records maintained by ANC are subject to the laws of privacy and regulatory requirements. This
policy applies to the release of a student's personal information collected by ANC. ANC will allow a
Student to apply for and receive a copy of their personal information that the provider holds in
relation to that Student.

Scope:


This policy applies to all the current students enrolled at ANC and prospective students



Privacy and access procedures are made clear to all parties at induction (staff), orientation
(students) or during course information sessions for intending students.

Procedures:
All records collected and maintained by ANC are subject to the laws of privacy and regulatory
requirements. As such, it is a requirement that records be held in a secure environment, safeguarded
against loss, damage, unauthorised access, modification or disclosure, and any other misuse.
(i) Collection of information
 Information is collected by ANC only if it is deemed necessary by the CEO or directly related
to its function and activities as a VET provider, and do not unreasonably intrude into student’s
personal affairs.


Individuals will be informed of the purpose of collected information, as if it is required by law,
and to whom ANC will disclose this information to.

(ii) Access, Storage and security of personal information
 Individuals will be given access to their records and ANC will ensure any corrections,
deletions and additions that were requested are completed. If records could not be amended
as requested as they are found to be accurate, ANC will keep evidence of this request on
individual’s file.


All individuals have a right to view their own files and may do so upon request and proof of
identification to student administration.



Students may gain access to and make amendments to their personal details at any time
through TEAMS (Student Management System) on the ANC website (go to
www.ANC.vic.edu.au – Student Login – Update your personal details).
ANC will endeavour to make sure that records are accurate, up-to-date, complete and not
misleading.
ANC will check the accuracy and completeness of student’s personal information before use.
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(iii) Disclosure of personal information
 Student files may only be accessed by the administration team for the purpose of updating
those student files, or by the auditor appointed by the ASQA, for the purpose of reviewing
training participation and progress.


Access to a file by a third party other than as above can only be provided with the written
consent of the individual.



Staff files may only be accessed by the CEO or an auditor appointed by the ASQA.



ANC will only disclose information if it believes on reasonable grounds that the disclosure is
necessary to prevent or lessen a serious and imminent threat to the life or health of the
student or of another person. In such situations, ANC CEO or a delegate will include in the
record containing that information note of the disclosure.

Complaints procedures
If an individual believes that ANC has breached their privacy, they can access to the ANC complaints
and appeals process. For more information, refer to ANC Complaints Management Policy and
Procedures available on the website.
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Domestic Student Enrolment Privacy Notice

Privacy Statement
I understand that:
International College of Melbourne Pty Ltd (ANC) is required to provide the Victorian Government,
through the Department of Education and Early Childhood Development, with student and training
activity data which may include information I provide in this enrolment form.
Information is required to be provided in accordance with the Victorian VET Student Statistical
Collection Guidelines (which are available at:
http://www.education.vic.gov.au/training/providers/rto/Pages/datacollection.aspx).
The Department may use the information provided to it for planning, administration, policy
development, program evaluation, resource allocation, reporting and/or research activities. For these
and other lawful purposes, the Department may also disclose information to its consultants, advisers,
other government agencies, professional bodies and/or other organisations. I have been advised by
the training organisation that I may be contacted and requested to participate in a National Centre for
Vocational Education Research survey or a Department-endorsed project or audit or review.
The Education and Training Reform Act 2006 requires International College of Melbourne Pty Ltd
(ANC) to collect and disclose my personal information for a number of purposes including the
allocation to me of a Victorian Student Number and updating my personal information on the Victorian
Student Register.
International College of Melbourne Pty Ltd (ANC) will disclose this information to the Commonwealth
Department of Education for those purposes. Department of Education and Training will store the
information securely in the Higher Education Information Management System. Department of
Education and Training may disclose the information to the Australian Taxation Office. International
College of Melbourne Pty Ltd (ANC) and Department of Education and Training will not otherwise
disclose the information without my consent unless required or authorised by law.
For more information in relation to how student information may be used or disclosed please contact
International College of Melbourne Pty Ltd (ANC)’s Privacy Officer on phone 03 9662 3300 or email
g.dhillon@anc.vic.edu.au.
I acknowledge and agree to the terms described in this privacy statement:
Student signature: …………………………………………………………
Date: ………………………………………………………………………

Document Name:

Student Handbook (Domestic Students)

Australian National College Pty Ltd (ANC) TOID 22134

Version
Last Modified
Page Sequence:

5.5
1 September 2016
Page 43 of 47

Student Code of Conduct
Purpose
The purpose of the Student Code of Conduct is to ensure that there is a peaceful and conducive
environment at the Institute for all students and staff.

Scope
The Student Code of Conduct applies to all students of the Institute, across all courses and modes of
delivery.

Student Rights
All students have the right to:









be treated fairly and with respect by Institute staff and other students;
learn in an environment free of discrimination and harassment;
learn in a supportive and stimulating environment in order to pursue their goals;
access counseling if desired or required;
privacy concerning records that contain personal information, subject to statutory requirements;
information about assessment procedures at the beginning of the subject/competency/module and
progressive results as they occur;
lodge a complaint without fear of retaliation or victimization;
have Principles of Natural Justice applied during any investigation process concerning a breach of
the Student Code of Conduct.

Student Responsibility
All students have a responsibility to:
 treat other students and Institute staff with respect and fairness
 follow any reasonable direction from a member of Institute staff
 refrain from swearing, drinking and eating in classrooms and other learning areas (water only
allowed).
 behave responsibly by not littering, harassing fellow students or staff, damaging, stealing,
modifying or misusing Institute or other student’s property
 behave responsibly by not being under the influence of drugs and alcohol.
 refrain from using mobile phones, pagers or any other electronic devices that may disrupt classes.
 attend all scheduled classes and institute activities and do all assessment tasks and examinations
honestly, and not engage in plagiarism, collusion or cheating.
 follow normal safety practices, including wearing approved clothing and protective equipment and
following both written and verbal directions given by Institute staff.
 not to behave in a way that would offend, embarrass or threaten others.
 comply with all lawful regulations, rules or procedures of the Institute that pertain to them.
 pay all fees, charges and levied by the Institute within the required timeframe.
 attend all meetings called by the college to discuss academic or course progress
 meet or carry out all activities agreed with the institute in relation to maintaining course progress or
academic performance
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Breach of Conduct
A Student breach of conduct occurs when a student behaves in a manner described below:
 Assaults, attempts to assault or threatens a person on the Institute premises.
 Acts contrary to Equal Opportunity practices of the Institute which is committed to the prevention
and elimination of discrimination on the grounds of:
o Age; Impairment; Industrial activity; Lawful sexual activity; Marital status; Physical
features; -Political belief or activity; Pregnancy; Race; Religious belief or activity; Sex;
Status as a parent or a carer; Personal association (whether as a relative or otherwise)
with a person who is identified by reference to any of the above attributes.
















Disobeys or disregards any lawful direction given by an officer of the Institute.
Acts dishonestly or unfairly in connection with an examination, test, assignment or other means of
assessment conducted by the Institute
Deliberately obstructs any teaching activity, examination or meeting of the Institute
Engages in any conduct or activity prejudicial to the management and good governance of the
campus.
Deliberately obstructs or attempts to deter any officer or employee of the Institute in
the
performance of their duties
Willfully damages or wrongfully deals with any Institute property.
Attends the Institute whilst under the influence of alcohol or affected by drugs, etc. or possesses
uses or traffics a drug of addiction or drug of dependence within the meaning of the Crimes Act
1958 or the Drugs Poisons and Controlled Substances Act 1981 or any Act in substitution thereof.
Carries or uses such items as firearms, knives, syringes, etc as a weapon
Fails by or within the agreed required date or period, to pay any fee or charge payable to the
Institute
Fails to comply with OH&S regulations or willfully places another person in a position of risk or
danger
Constantly interrupts class time through the use or presence of mobile phones and pagers
Uses abusive language.
Fails to attend meetings called to discuss academic or course progress
Fails to carry out actions or engage in activities agreed with the institute to maintain course or
academic progress.

Social Programs
Apart from the Student Orientation Program the Student Support Officer will occasionally organize social
events that allow all students enrolled with the ANC to mingle and socialize. These events may range from
cultural and sightseeing events, to dinners, excursions and sporting events. They will be organized as
demand requires and any suggestions can be forwarded to the Student Support Officer.
Student Feedback
All students are required to complete a feedback form at least once per year to provide feedback on the
services and education the ANC is providing. Students are also encouraged to provide feedback on the
services of the ANC by completing a student feedback form available from student administration at any
time.
This feedback is evaluated through the ANC’s Continuous Improvement Procedures.
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Personal Conduct
Plagiarism
Plagiarism is to copy work without acknowledging the source and is a form of cheating. ANC will not
tolerate plagiarism and penalty may be imposed if a student is accused of it. ANC’s approach is to maintain
academic integrity by students when writing and submitting assignment.

Equal Opportunity and Harassment
You are responsible for complying with the Equal Opportunity Policy and for treating other people fairly. All
forms of unlawful discrimination and harassment are prohibited in the workplace.ANC regards sexual
harassment as a serious breach of conduct. ANC supports the rights of individuals to be free from sexual
harassment while engaged in activities undertaken as part of their study, their employment, or in other
associations with ANC.
As an educational institution and an employer, the Institute, through the Director of Studies will take all
reasonable steps to eliminate sexual harassment of or by staff, students, or other members of the Institute
community.

Health and Safety
You are required to follow all health, safety and environment policies, report any observed hazards or
injuries, and participate in the management of health and safety risk.

Smoking
Smoking is prohibited in the workplace. You must comply with the smoking policy applicable in each
work location. You may only smoke in designated areas and at designated times

Drugs and Alcohol
You are not permitted to:




use or possess illegal drugs at any ANC work site (including offsite training) or work function.
attend work suffering from the effects of drugs or alcohol.
consume alcohol at work/study or while on ANC premises.

If you are taking prescription medication that may affect your work/study you must notify your Director
of Studies or your Trainer/Assessor.

Violence
ANC will not tolerate violent behaviour in the workplace. This includes acts of physical violence,
aggressive behaviour, bullying, verbal threats or abuse directed at another employee or to / from a
customer or visitor. You are not permitted to carry or bring any dangerous weapons into ANC
premises or at offsite training.
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Dress Standards
ANC has set uniform for some courses and other require you look neat and dress appropriately for the
occasion. This includes complying with any safety requirements e.g. safety boots.

Software
You should only use installed software at the campus. You should not download or install software for
your personal use.
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