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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 – learner information, support, safety, 

complaints and appeals, and access and equity requirements; 
National Code of Practice for Providers of Education and Training to 
Overseas Students 2018 – Standards 2, 5, 6, 8 and 10 where 
applicable 

Legislation or Other 
Requirements 

National Vocational Education and Training Regulator Act 2011; 
Education Services for Overseas Students Act 2000; Privacy Act 
1988; Disability Discrimination Act 1992; Disability Standards for 
Education 2005; relevant anti-discrimination legislation 

Related Documents Access and Equity Policy and Procedure; Complaints and Appeals 
Policy and Procedure; Fees, Charges and Refunds Policy and 
Procedure; Course Progress Policy and Procedure; Monitoring 
Student Attendance Policy and Procedure; Critical Incident Policy 
and Procedure; LLND Policy and Procedure; Privacy and 
Confidentiality Policy and Procedure; Student Handbook 

 

1. Purpose 

This policy and procedure explains how Million Brown’s College (MBC) provides student support and wellbeing 
services to promote a safe, inclusive and positive learning environment for all students and how MBC applies duty 
of care principles within its role and authority. 

It also explains how MBC supports overseas students to adjust to study and life in Australia, identifies and 
responds to students who may require additional support, and documents support services, referrals and welfare-
related actions where required. 

2. Objective 

MBC will ensure that students feel safe, informed and supported and are able to contribute positively to the MBC 
community. 

MBC will maintain accessible support services, referral pathways and documented support processes appropriate 
to the learner cohort, mode of delivery and regulatory obligations, and will take reasonable steps within its role and 
authority to respond to foreseeable student welfare risks and escalate concerns appropriately. 
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3. Scope 

This policy applies to all current, prospective and previous students, staff and other MBC stakeholders involved in 
student support, wellbeing, welfare, safety, referral and recordkeeping. 

4. Policy Statement 

MBC is committed to providing support and wellbeing services that help students access training, participate 
effectively and seek help when personal, academic, financial, health or welfare issues affect their study. 
MBC will provide information directly or through referral, at no additional cost for the support service itself, although 
external provider charges may apply where a student chooses or requires an external service. 
MBC will ensure that students are advised of available support services and that staff who interact directly with 
students understand relevant student support and duty of care obligations. 

MBC recognises that duty of care requires staff to take reasonable steps within their role, authority and 
competence to protect students from reasonably foreseeable harm and to escalate concerns where additional 
support, intervention or safety action may be required. 

Duty of care does not make MBC responsible for every aspect of a student’s personal life, but it does require 
appropriate prevention, early identification, support coordination, referral and follow-up where student welfare 
issues affect participation, safety or progression. 

5. Overseas Student Support Services 

MBC will support overseas students in adjusting to study and life in Australia by providing information on or access 
to an age and culturally appropriate orientation program. 
Orientation and support information will include, as relevant: support services available to help students adjust to 
study and life in Australia; English language and study assistance programs; emergency and health services; MBC 
facilities and resources; complaints and appeals processes; course attendance and progress requirements; support 
services for general or personal circumstances affecting study; and services students can access for information 
about employment rights and conditions, including the Fair Work Ombudsman. 
MBC will facilitate access to learning support services consistent with the course, mode of study and the needs of 
overseas student cohorts, including documented processes for students undertaking online or distance study 
where relevant. 

6. Student Support Personnel 

MBC will designate one or more staff members as the official point of contact for overseas students and student 
support matters. 

Student support staff must have access to current details of MBC’s support services and referral options. 
MBC will ensure it has sufficient student support personnel to meet the needs of its enrolled students. 

7. General Support Services 

Student support services may include direct support and/or referral relating to accommodation, counselling, crisis 
support, disability and equity issues, financial matters, legal issues, medical issues, mental health, peer support, 
programs promoting social interaction, religious or spiritual matters, and stress management. 
Student Support Officers are available to provide guidance and advice on academic and personal issues and may 
refer students to external confidential and professional services in specialist areas where needed. 
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There is no fee attached to MBC’s internal welfare support and referral service. Any cost charged by an external 
service is the responsibility of the student unless otherwise arranged. 

MBC may implement early intervention, support meetings, welfare action plans or referrals where concerns arise 
through attendance, course progress, behaviour, disclosures, hardship, safety incidents or staff observations. 

8. Orientation and Support Information 

Support services will be documented in the Student Handbook and explained during the orientation program. 

Students are expected to attend orientation and relevant orientation attendance records should be maintained. 
All support services, key contacts and relevant student obligations should be discussed and explained during 
orientation. 
 

 

 

9. LLND Support and Placement 

Students are provided with LLND and placement review processes prior to enrolment or commencement in 
accordance with MBC policy. 

If a student is found to need additional LLND support, MBC will determine whether support can be provided 
internally, whether an individual support strategy is required, or whether referral to another provider is appropriate. 

Where an LLND deficiency clearly inhibits the student’s ability to complete the course, MBC may advise the student 
to defer, undertake further support or enrol in a more suitable pathway before resuming or reapplying. 

10. Reasonable Adjustment 

MBC acknowledges its obligations under the Disability Discrimination Act 1992 and the Disability Standards for 
Education 2005 and supports the right of students with disability to participate in education and training on the 
same basis as students without disability. 

Students seeking adjustments to teaching or assessment methods should contact the RTO Manager or Student 
Support and provide supporting documentation where relevant. 

Reasonable adjustment must minimise disadvantage without giving a student an unfair advantage and must not 
change the fundamental nature of the assessment or required competency outcomes. 

11. Student Hardship 

The requirements of study may present some students with hardship due to economic, social, medical, family or 
other difficulties. 

Students experiencing genuine hardship may seek assistance from the Student Support Officer and may be asked 
to provide a written request and supporting evidence such as financial documents, medical certificates or reports, 
or third-party recommendations. 

The Student Support Officer may review the request, meet with the student where required, and provide support, 
advice or referral. 

12. Critical Incidents and Safety 

MBC will implement a documented process for managing critical incidents that could affect a student’s ability to 
undertake or complete a course, including incidents involving physical or psychological harm. 

MBC will maintain written records of critical incidents and remedial action taken for at least two years after the 
overseas student ceases to be an accepted student, where applicable. 
MBC will take all reasonable steps to provide a safe environment on campus and advise students and staff on 
actions they can take to enhance their personal security and safety. 
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13. Younger Overseas Students 

MBC does not currently enrol students under 18 years of age. 

If MBC were to enrol students under 18 in the future, it would first need to meet all Commonwealth, state or territory 
legislation and other regulatory requirements relating to child welfare and protection, and comply with National 
Code 2018 Standard 5. 

14. Staff Awareness and ESOS Obligations 

MBC will ensure that staff members who interact directly with overseas students are aware of MBC’s obligations 
under the ESOS framework and the potential implications for overseas students arising from the exercise of these 
obligations. 

Student support personnel and staff involved with students should be made aware of relevant ESOS obligations 
through induction and ongoing updates. 

All staff must take reasonable steps, within their role and authority, to identify and report student welfare concerns, 
maintain confidentiality, respond appropriately to immediate risk and follow approved support, referral and critical 
incident procedures. 

 

15. Records Management 

Student support discussions, referrals, hardship requests, support plans, critical incident records and related 
documentation must be retained on the student file or in the approved records system in accordance with MBC 
records management requirements. 

16. Continuous Improvement 

A summary of student support and wellbeing related matters will be presented through MBC’s Continuous 
Improvement and Management Meeting processes for review. 

The purpose of this review is to identify repeat issues, common themes relating to student wellbeing or safety, and 
any general adverse trends requiring corrective action. 

17. Confidentiality and Privacy Statement 

MBC values and is committed to protecting the privacy of its staff and students. Support and wellbeing information 
will be handled confidentially and only disclosed where necessary for support, compliance or legal reasons. 

18. Publication 

This policy will be available to students and staff through MBC’s intranet, website, approved document access 
points, or on request. 
This policy and procedure will form part of the information distributed and communicated during staff orientation 
and relevant student information processes. 

19. Review Processes 

Policy review frequency: Annually. 

Responsibility for review: RTO Manager or authorised delegate. 


