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Communication Policy and Procedure 
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Version 2.0 
Approved By Chand Khanna - CEO 
Approval Date 23 March 2026 
Review Date 23 March 2027 

 

Policy Context 

 

Registration Manager Australian Skills Quality Authority (ASQA) 

Conditions of Registration 2025 Standards for RTOs and ESOS / CRICOS requirements, where 
applicable 

Codes and Standards 

2025 Standards for RTOs, including Outcome Standards 1.2, 1.5, 
2.3, 3.1, 6.3 and 7.4, and relevant Compliance Standards; National 
Code of Practice for Providers of Education and Training to 
Overseas Students 2018, where applicable 

Legislation or Other 
Requirements 

National Vocational Education and Training Regulator Act 2011; 
Education Services for Overseas Students Act 2000; Privacy Act 
1988; Freedom of Information Act 1982, where applicable 

Related Documents 

Marketing and Advertising Policy and Procedure; Complaints and 
Appeals Policy and Procedure; Records Management Policy; Privacy 
Policy; Student Handbook; Staff Handbook; Social Media or IT usage 
guidance, where applicable 

 

1. Purpose 

This policy and procedure outlines the communication requirements relevant to Million Brown’s College (MBC) and 
provides guidance for the professional, accurate, timely, and appropriate flow of information within the organisation 
and to external stakeholders. 

Effective communication is essential to strong relationships and to the correct, compliant, and effective operation of 
MBC. MBC seeks to establish and maintain professional communication with all stakeholders, including students, 
staff, education agents, regulators, industry representatives, employers, government bodies, and the general 
public. 

2. Objective 

MBC will ensure that communication within the MBC context is multi-faceted and that all internal and external 
communication is carried out in a professional, accurate, timely, respectful, and compliant manner. 

3. Scope 

This policy applies to all current, prospective and former students, staff, contractors, third parties, education agents, 
employers, industry representatives, and other MBC stakeholders. 
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4. Principles 

Communication must be accurate, current, timely, professional, respectful, and consistent with MBC’s approved 
policies, procedures, written agreements, and public information. 

Where communication relates to official, legal, compliance, regulatory, student management, or organisational 
matters, it must be documented appropriately and issued by an authorised person. 

Communication must support transparency, appropriate escalation, student support, and effective recordkeeping. 

5. Types of Communication 

Communication within and outside the MBC community may include, but is not limited to, the MBC website, 
brochures, flyers, notices, emails, letters, text messages, social media, induction and orientation sessions, 
information sessions, student meetings, management reports, meeting notices and agendas, official notices, 
complaints or grievances, internal staff communication, communication with regulators, education agents, 
employers, industry representatives, government bodies, and media communication. 

Where MBC formally engages an education agent, MBC will comply with applicable ESOS and National Code 
requirements relating to written agreements and PRISMS reporting.  

6. Procedures 

6.1 Dissemination of Information 

It is crucial that information is provided to the MBC community in a timely manner and that it is accurate, current, 
and professional. 
The MBC website is a public source of information about MBC and must be updated regularly so that published 
information remains current and correct. All information included on the website must be checked and approved by 
an authorised person before publication. 
Social media sites are also public sources of information about MBC and must only contain approved, current, and 
appropriate information. 

Marketing collateral, including brochures, pamphlets, presentations, flyers, and promotional materials, must be 
checked and approved by an authorised person prior to release. 

Information sessions, open days, induction and orientation sessions for staff and students must use current and 
approved information. 

All staff meetings, team meetings, department meetings, management meetings, and board meetings must be 
planned, notified, recorded, and retained using appropriate documents such as notices, agendas, minutes, and 
reports. 

Student progress meetings, complaints meetings, and complaint resolution meetings must be recorded in writing. 

Notices and correspondence relating to excursions, visiting speakers, sports days, camps, competitions, room 
changes, timetable changes, fees, holidays, closures, transfer or reporting matters, and other official 
communication must be issued using an approved format and authorised before distribution. 

6.2 Administrative, Legal and Government Communication 

Administrative, legal, compliance, and government communication must be in written form. Verbal advice alone is 
insufficient where the matter requires formal notice, evidence, or recordkeeping. 

The Board will receive regular reports, agendas, minutes, and documents for consideration as required. 

All official correspondence to and from MBC must be made via the CEO, PEO, or authorised delegate. 
All complaints must be submitted in writing in accordance with the Complaints and Appeals Policy and Procedure. 

Requests by police or other external government agencies for information or interviews must be directed to the 
CEO or authorised delegate. 
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MBC staff, in consultation with the CEO or authorised delegate, will comply with court subpoenas and lawful 
information requests as required. 

6.3 Internal Lines of Communication 

Generally, staff members are expected to observe appropriate lines of communication when seeking information, 
applying for leave, escalating issues, or seeking solutions to problems. 

Staff must ensure that students in their care are able to direct requests for information or concerns to the 
appropriate person or authority. 

In the case of relational difficulties or concerns involving students or staff, the student should first speak with the 
relevant trainer, assessor, Student Support Officer, manager, or other appropriate staff member. If the matter is not 
satisfactorily resolved, it may be escalated in accordance with MBC policy. 

6.4 External Communication and Media 

All communication with the media must be through the CEO or authorised delegate. Staff members must not make 
comments to television, radio, print, internet, or other media representatives regarding the affairs of any student, 
employee, or MBC-related activity without prior approval. 

There will be many occasions during the performance of staff duties where contact with external organisations is 
required. At all times staff members must speak and act in a professional and appropriate manner, including when 
dealing with suppliers, industry representatives, employers, booking agencies, venues, or service providers. 

Approval must be obtained from the relevant manager before committing MBC to external providers, events, or 
expenditures. 

6.5 Privacy, Confidentiality and Information Requests 

MBC will only collect personal information that is reasonably required and will only use, communicate, and disclose 
information for the purposes for which it was collected or where authorised or required by law. 

Any person seeking information from MBC must be directed to the CEO or other authorised officer, who may 
require that a formal written request be made. 

Information requests must be handled in accordance with MBC’s privacy obligations and records management 
requirements. 

6.6 Recording, Storage and Archiving 

All communication records will be created, stored, archived, and disposed of in accordance with MBC’s Records 
Management Policy and related procedures. 

Examples of records include letters, emails, notices, minutes, file notes, reports, meeting records, signed 
correspondence, and approved public communications. 

7. Roles and Responsibilities 

CEO / PEO: approve or delegate official communication, media communication, and formal external 
communication; ensure communication systems support compliance, transparency, and quality management. 

RTO Manager / Compliance Manager: monitor communication practices, ensure approved templates and 
communication channels are used where required, support compliance with communication and recordkeeping 
obligations. 

Student Support Officer / Administration: assist with approved notices, student communication, scheduling, 
records, and communication tracking in accordance with MBC procedures. 

All Staff: communicate professionally and appropriately, use approved lines of communication, protect 
confidentiality, and ensure that official communication is accurate and authorised where required. 

 
 



 

Communication Policy and Procedures  Version 2.0  Review Date: 24 March 2027 4 

8. Continuous Improvement 

A summary of communication-related matters may be presented as part of MBC’s Continuous Improvement 
processes and Management Meetings for review. 

The purpose of this review is to ensure that management becomes aware of repeat issues, communication 
breakdowns, common threats relating to management or safety of staff and students, compliance issues, and any 
adverse trends that need correction. 

9. Confidentiality and Privacy Statement 

MBC values and is committed to protecting the privacy of its staff, students, and stakeholders. 

Stakeholders may obtain further information by contacting MBC through its approved contact details. 

10. Publication 

Once approved, this policy will be available to relevant students and staff through MBC’s approved document 
access points, including the intranet, controlled document system, website, or on request, as appropriate. 

This policy and procedure will form part of the information distributed and communicated during staff orientation 
and relevant inductions. 

11. Review Processes 

Policy review frequency: Annually. 

Responsibility for review: RTO Manager / Compliance Manager. 

Approved policy decisions and changes will be documented in version control records, communicated to relevant 
staff, and uploaded to approved document locations. 


