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Policy Context 

Registration Manager Australian Skills Quality Authority (ASQA) 

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

Codes and Standards ESOS National Code 2018 - Standards 6.8, 6.9.1, 6.9.2 and 6.9.3; student safety, 
critical incident response and student wellbeing obligations where relevant 

Legislation or Other 
Requirements 

National Vocational Education and Training Regulator Act 2011; Education Services 
for Overseas Students Act 2000 where applicable; Privacy Act 1988; applicable 
workplace health and safety and emergency management requirements 

Related Documents 

Student Support Policy and Procedure; Work Health and Safety Policy and Procedure; 
Emergency and Evacuation Procedure; Privacy and Confidentiality Policy; Complaints 
and Appeals Policy and Procedure; Continuous Improvement Policy and Procedure; 
Incident Register; Critical Incident Report Form 

1. Purpose 

The purpose of this policy and procedure is to set out how MBC prevents, responds to, records and 
follows up critical incidents so that students and staff receive timely support, risks are managed 
appropriately, and MBC meets its duty of care and regulatory obligations. 

2. Objective 

The objectives of this policy and procedure are to identify and prevent incidents and critical incidents 
where possible, allocate appropriate resources and external support, manage communication and 
follow-up actions, and evaluate the effectiveness of MBC’s critical incident response arrangements. 

3. Scope 

This policy applies to MBC staff, students and any person involved in a critical incident affecting MBC 
operations, including incidents occurring on campus and, where relevant, off campus where MBC has 
a care or support responsibility. 
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4. Policy Statement 
MBC is committed to providing a safe and supportive learning environment and to responding to 
critical incidents in a coordinated, documented and student-centred manner. 

5. Critical Incident Team 

MBC maintains a Critical Incident Team to assist the CEO in the prevention and management of 
critical incidents. The RTO Manager is the Critical Incident Team Leader. The team also includes 
Workplace Health and Safety representatives and Student Support personnel as required. 

6. Responsibilities of the Critical Incident Team 

• conduct risk assessment of hazards and situations which may require emergency action; 
• analyse response requirements and identify appropriate support arrangements; 
• maintain liaison details for relevant emergency services, health services and other authorities; 
• maintain access to student, family and key staff contact details for use in emergencies; 
• develop, implement and review critical incident response plans and procedures; 
• organise practice drills, staff awareness and review of critical incident arrangements. 

7. Critical Incident Reporting 

A Critical Incident Report is to be completed by the staff member involved in, or notified of, the 
incident. Where applicable, the report is to be reviewed or verified by the RTO Manager and provided 
to the CEO. The report should contain as much relevant information as possible, including details of 
the people directly involved and immediate actions taken. 

8. Response During Operating Hours 

• Students and staff must notify the RTO Manager or CEO immediately of any critical incident 
involving a student or staff member. 

• The RTO Manager or CEO will assess the severity of the incident and determine the response 
required. 

• Where the incident can be managed internally, MBC will arrange an appropriate level of support 
and follow-up. 

• Where external assistance is required, MBC will contact emergency or specialist services and 
provide necessary information where lawful and appropriate. 

• The RTO Manager and CEO will determine whether other staff or family members need to be 
advised and will coordinate communication accordingly. 

• MBC will take reasonable steps to provide a safe environment, advise overseas students and staff 
on actions to enhance safety, and provide information on how to seek assistance and report 
incidents that significantly impact wellbeing. 

9. Response Outside Operating Hours 

• Students and staff must notify the RTO Manager or CEO immediately of any critical incident 
involving a student. 

• The RTO Manager or CEO may contact the Student Support Officer to access relevant student 
records and verify contact details for emergency services or support personnel. 

• The CEO or RTO Manager will determine whether immediate care or support is required and 
make the necessary arrangements. 

• Where appropriate, the CEO and RTO Manager will determine whether staff, family members or 
legal advisers need to be involved and will coordinate further action. 
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10. Follow-Up Action 

• ensure debriefing, counselling, welfare support and prevention strategies are considered and 
arranged where required; 

• inform relevant staff and students involved in the incident of outcomes and available support 
where appropriate; 

• document recommendations, corrective actions and follow-up requirements in the Incident 
Register; 

• allocate responsibilities and monitor follow-up actions through to completion; 
• monitor the condition of affected students and provide support through any treatment or recovery 

period; 
• liaise with police, emergency services and other agencies as required; 
• assist family members who travel to Australia in support of the student where appropriate; 
• ensure detailed records are maintained on the student file and in the appropriate incident records. 

11. Concluding Steps in the Event of Student Death 

• contact the family and determine their wishes regarding repatriation, personal effects and religious 
or cultural observances; 

• coordinate repatriation and related arrangements in accordance with the family’s wishes and 
Australian requirements; 

• organise an appropriate letter of condolence to the family; 
• complete administrative actions such as student record updates and any tuition fee or refund 

processing required under MBC policies. 

12. Public Relations and Media 

Where a critical incident has public relations or media implications, only the CEO or authorised 
delegate may speak to media representatives on behalf of MBC. 

13. Procedure 

Step Procedure Responsibility Reference 

1 
Identify the critical incident or traumatic event and ensure 
immediate notification to the CEO, RTO Manager or other 
authorised person. 

All MBC staff This policy 

2 Document the incident on the Critical Incident Report Form and 
record key details, actions taken and persons involved. 

All MBC staff / 
authorised officer Critical Incident Report Form 

3 
Discuss and report the incident to the CEO or delegate so that the 
response can be assessed and coordinated in line with the 
General Processes in this policy. 

RTO Manager / 
CEO General Processes 

4 
Manage the incident and any follow-up actions according to the 
severity, support needs, safety requirements and communication 
requirements set out in this policy. 

CEO / RTO 
Manager / Student 
Support 

Incident Register 

5 
Maintain records securely for at least two years after the student 
completes the course, or longer where required by law or MBC 
recordkeeping requirements. 

Student Support / 
Administration 

Records management 
requirements 
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14. Continuous Improvement 
This policy and procedure supports regular review and improvement of MBC’s critical incident 
prevention and response arrangements. Management review may consider incident reports, student 
and staff feedback, corrective actions, repeat issues, identified risks and any adverse trends requiring 
action. 

15. Confidentiality and Privacy Statement 
For more information, refer to MBC’s Privacy and Confidentiality Policy. Information relating to 
incidents, student welfare, investigations and follow-up actions will be handled in accordance with 
privacy, confidentiality, procedural fairness and recordkeeping requirements. 

16. Publication 

This policy, once approved, will be made available to relevant staff and students through approved 
document locations, staff induction, student information channels and on request. 

17. Review Processes 

This policy and procedure will be reviewed at least annually, or earlier where there are legislative, 
regulatory, operational or organisational changes requiring amendment. 


