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1. Copyright Disclaimer

Copyright © 2022 Nova Anglia College Pty Ltd. All rights reserved.

Copyright of this document is the property of Nova Anglia College under Australian and international copyright
laws unless otherwise stated. Any unauthorized use of this document or its contents may violate copyright under
the fair dealings provisions of the Copyright Act 1968. No part of this document may be photocopied, reproduced,
altered or translated in any form or by any means, or stored in a retrieval system or transmitted electronically, or
otherwise used without the prior written consent of Nova Anglia College.

2. Document Control

Owner CEO
Stakeholders Admission, marketing staff and education agents
Approving Body Board of Directors
Version History
Version Date Description

Draft Version 0.1 | 14" December 2021 | Created by Ms. Harpreet Kaur.

Draft Version 0.2 6" June 2022 Provider and agent responsibilities updated by Ms. Harpreet Kaur.

Updated by Ms. Kiran Sandhu to reflect the information provided in
the current version of Agent Agreement.

Amended by Ms. Harpreet Kaur as per the minutes of the Executive
Management Committee meeting as follows: added a section on Scope;
included a recruitment statement in Section 7; updated the agent
recruitment process in Section 10 to include separate procedure steps;
separated agent recruitment procedure from the agent management
process; included agent management information in Section 10; included
the word "management" in the title of the document; updated section
numbers; and updated the Table of Contents.

Draft Version 0.3 11% July 2022

Draft Version 0.4 | 18™ August 2022

Draft Version 0.5 31°t August 2022 | New template applied and proofreading done by Ms. Carmen Ralph.

Version 1.0 8t September 2022 | Approved without amendments by the Board of Directors.

Amended by Ms. Carmen Ralph as per the minutes of the Board of
Directors meeting as follows: changed the address from Suite 28, Level
3, 240 Queen Street, Brisbane City QLD 4000 to 29 Amelia Street,
Fortitude Valley QLD 4006.

Version 1.2 20" March 2024 Added Provider ID and updated header.

Updated section 9 Providers responsibility as per CRICOS Audit finding
, approved by BOD without amendments on 24™" May 2024

Version 1.1 29" November 2022

Version 1.3 25 May 2024

Version 1.4 20™ August 24 Added CRISCO and updated the recruitment process
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3. Approval, Publication and Review

3.1 Approval

This Agent Recruitment and Management Policy and Procedure was approved with amendments by the Executive
Management Committee in the meeting held on 18™ August 2022. Further, this policy was approved without
amendments by the Board of Directors in the meeting held on 8" September 2022.

3.2 Publication

This Agent Recruitment and Management Policy and Procedure will be made available to individuals, including
current and prospective students seeking to enrol in Nova Anglia College, by publication on the website at
www.nac.edu.au. Alternatively, a copy of this document can be requested by contacting the Registrar Office at
registrar@nac.edu.au.

3.3 Review

Nova Anglia College’s policies are reviewed on a regular basis. The review cycle may vary depending on the type of
policy and its scope, but every year would be typical, and there must be no more than three years between policy
reviews.

Next review date: March 2026

4. Purpose

Nova Anglia College (hereinafter referred to as “NAC”) has designed this policy to minimise the risks associated with
third party marketing associations or the international students recruitment education agent (hereinafter referred
to as “Agent”).

Education agents play a vital role in connecting prospective international students (both overseas and Australia-
based) with Australian educational institutions. In playing this vital role, the ethics and procedures followed by
education agents are of crucial importance to maintaining the integrity of the Australian higher education sector.

5. Scope

The scope of this Agent Recruitment and Management Policy and Procedure includes admission and marketing staff
at NAC and international recruitment education agents.

6. Policy
NAC has developed this policy to ensure that:

e Both NAC and its education agents are aware of and adhere to the National Code of Practice for Providers of
Education and Training to Overseas Students 2018 (The National Code) and the Education Services for Overseas
Students Act 2000 (ESOS Act 2000) as amended;

e There are guiding principles for the recruitment and management of international education agents for the
purpose of international student recruitment and enrolment at NAC;

e NAC has processes in place for monitoring the activities of education agents, including where corrective action
may be taken by NAC; and

e The grounds upon which the NAC may terminate the written agreement with an education agent include, but are
not limited to:
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o dishonest practices including the deliberate attempt to recruit a student where this clearly conflicts with the
obligations of NAC and recruiting students whom the education agents believe will not comply with their
student visa conditions; and

o providing immigration or migration advice where not authorised to do so under the Migration Act 1958.

7. Agent Agreements

7.1 Written Agreement

The written Agent Agreement specifies the responsibilities of both the Agent and NAC and the need to comply with
the requirements in the National Code 2018.

The agreement includes the following:

e The responsibilities of Provider, including the Provider being always responsible for compliance with the ESOS Act
2000 as amended and the National Code 2018;

e Processes for monitoring the activities of the Agent in representing the Provider and ensuring the Agent gives
students accurate and up-to-date information on NAC's services;

e The corrective actions that may be taken by the Provider if the Agent does not comply with its obligations in the
Agent Agreement;

e The NAC's grounds for terminating the agreement with the Agent; and

e The circumstances under which the Provider will provide information about the Agent that may be disclosed to
Commonwealth, State or Territory regulators including the Tertiary Education Quality and Standards Agency
(TESQA).

NAC requires its Agent to:
e declare in writing and take reasonable steps to avoid conflicts of interests within its duties as an agent of NAC;

e observe appropriate levels of confidentiality and transparency in their dealing with overseas students or
intending overseas students;

e act honestly and in good faith, and in the best interests of the students; and

e have appropriate knowledge and understanding of the international education system in Australia, including the
Australian International Education and Training Agent Code of Ethics.

NAC will enter into a written agreement with the international students recruitment education agents after
completing the quality assurance process explained in this document in Section 11 on Procedure.

7.2 Termination or Corrective Measures

Where NAC becomes aware, or has reason to believe, that the Agent or an employee or subcontractor of that agent
has not complied with the Agent’s responsibilities under Standard 4.2 and Standard 4.3 of the National Code 2018,
NAC must take immediate corrective action.

Where NAC becomes aware, or has reason to believe, that the Agent or an employee or subcontractor of the agent is
engaging in false or misleading recruitment practices, NAC must immediately terminate its relationship with the agent
or require the Agent to terminate its relationship with the employee or subcontractor who engaged in those practices.

NAC must not accept students from an agent if it knows or reasonably suspects the agent to be:

e providing migration advice unless that agent is authorised to do so under the Migration Act 1958;
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e engaged in, or to have previously engaged in, dishonest recruitment practices, including the deliberate attempt
to recruit a student where this clearly conflicts with the obligations of NAC under Standard 7 (Overseas student
transfers) of the National Code 2018,;

¢ facilitating the enrolment of a student who the agent believes will not comply with the conditions of his or her
visa; and/or

e using the Provider Registration and International Student Management System (PRISMS) to create Confirmations of
Enrolment (CoEs) for other than bona fide students.

The Agent Agreement will automatically terminate where the other party commits a criminal act and/or is involved
in any direct and/or indirect dealings that are prohibited and/or punishable under local and/or international laws,
regulations and conventions.

8. Training and Monitoring Authorised Education Agents

e Agents engaged by NAC will receive a comprehensive training manual including information relating to
International Education in Australia, the Australian requirements for and the conditions of student visas, NAC's
programs and courses, administrative procedures and forms.

e NAC will engage country experts depending upon performance of country or emerging trends.
e Biannual visits to the local agent’s office will ensure that the information given by the Provider is updated.
¢ International agents will be contacted by phone at least every 6 months.

e Biannual visits are conducted to check if the agent/s are abiding by the Agent’s Code of Conduct, advertising using
the marketing material provided by NAC and maintaining student’s records.

e Agents are updated with the marketing material on a regular basis to ensure the currency of Agent’s information.
¢ The agents are required to report their activity to the Provider every 6 months (in writing).

e The Marketing Manager will use thorough, open, and transparent evaluative methodologies such as
survey/feedback forms from the students and families to actively monitor the performance of its agents on an
ongoing basis.

¢ The Finance Manager will monitor the progression of tuition fee payments and financial data and notify the CEO
in case there are recurrent default on payments by students coming from the same agent so that corrective action
is taken as decided by the CEO.

e The CEO is responsible for monitoring and reviewing agents at NAC and any fraudulent activity will be reported
to the Department of Home Affairs and the Department of Education and Training.

9. Provider’s Responsibilities

e The Provider agrees to provide promotional materials, information brochures and other documents for use by
the Agent in accordance with the terms of the Agent Agreement. This includes accurate up-to-date marketing
information.

e The Provider agrees to pay a commission to the Agent upon successful enrolment and payment of fees by
international students.

e The Provider agrees to invest in resources to meet the educational requirements for the number of students sent
by and accepted from the Agent.

¢ The Provider agrees to provide the students with high quality courses.
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¢ To ensure that the Agent is using the current version of the Student Prospectus and Application for Admission
Form, the Provider will monitor the Agent Agreement by collecting student feedback regarding information
provided by the Agent to ascertain the adherence of the Agent to the Agent Agreement, meeting with the Agent,
visiting the Agent’s place of business and contacting the Agent twice a year.

e Where the Provider finds the Agent has not met their obligations listed in the Agent Agreement, and/or Agent’s
Code of Conduct, except where the Provider is required to cancel the agreement (as outlined in the Agent
Agreement), the Agent will be required to take corrective or preventative action as required by the Provider or
the Agent Agreement will be cancelled.

e The Provider must notify the Department of Education if they consider the Agent has broken the law.

e The Provider shall always comply with its obligations under the Australian Qualifications Framework, the Higher
Education Standards Framework (Threshold Standards) 2021 (HES Framework), the Education Services for Overseas
Students Act 2000 (ESOS Act 2000) as amended and the National Code of Practice for Providers of Education and
Training to Overseas Students 2018 (the National Code).

e The Provider must enter and maintain education agent details in the Provider Registration and International
Student Management System (PRISMS).

10. Agent’s Responsibilities

As an authorised Agent for the Provider, the Agent agrees to the following:
e To recruit students for the Provider.
e To promote the Provider and its courses to prospective students by:

o Responding to enquiries from prospective students by providing accurate and current information about
course availability, course entry requirements and course objectives;

o Distributing promotional material, information brochures, relevant publications and other material which
are provided by the Provider; or obtain prior written approval from the Provider for any publication,
advertising promotional material produced in which Trading Name’s name and/or logo are used; and

o Supplying market information to the Provider as required (as outlined in the Agent Agreement).
e To receive and process applications based on various grounds;
e To ensure that its staff involved in recruiting students are suitably skilled and trained;
e To comply with all guidelines of the Provider in respect of the Agent Agreement;

e To observe appropriate levels of confidentiality and transparency in their dealings with overseas students or
intending overseas students;

e To act honestly and in good faith, and in the best interests of students; and

e To have appropriate knowledge and understanding of the international education system in Australia, including
the Australian International Education and Training Agent Code of Ethics.
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11. Recruitment and Management Procedure

11.1 Agent Recruitment

NAC will go through checks and conduct the due diligence before engaging the international student recruitment
education agent.

NAC will follow the recruitment procedure listed below:

v

NAC may contact the Agent directly and invite them to become an agent for NAC or an agent can contact NAC
by completing the Agent Application Form (providing all the required details) available on NAC's website at
www.nhac.edu.au.

The Marketing Manager processes all completed application forms and undertakes several Quality Assurance
Checks:

e The Agent website is checked for the company profile (if applicable)/Agent can provide an introduction
letter with the details of their company profile including the structure of the organization and the areas of
expertise along with the listed partner providers to make sure that the Agent has been truthful and has
strong and ongoing partnerships with other providers;

e If the agent is an immigration agent, the Migration Agent Registration Authority (MARA) registration is
checked.

e If the agent is an educational agent, the Professional International Education Resources (PIER) registration
is checked.

e Agent references in association with other higher education providers (at least 3 references are required)
are checked. The other higher education providers (HEPs) will be requested to fill out the Agent Reference
Check Form.

In case the Quality Assurance Checks are not satisfactory, the Agent is informed and the decision is recorded on
NAC’s management system.

If all Quality Assurance Checks are successful, the Agent is provided with detailed information about the courses
and services provided by NAC. These meetings are held face-to-face for onshore agents and via
phone/Skype/Zoom for offshore agents.

Based on the above checks and the agent data available on PRISMS, NAC will either:

o Issue a full contract to agents with a strong market reputation and good performance indicators on
PRISMS; or

o Issue a Provisional Agreement to new or smaller agents where sufficient data is not yet available,
allowing them to recruit a maximum of two students before further review.

In Both cases NAC will provide the Agent with the marketing material such as brochures outlining the courses
offered at NAC, the Application for Admission Form, the Student Withdrawal From Units Request Form and the
Student Refund Request Form. The Marketing Manager or the country specialist will induct a new agent’s
student consultation staff

Once both parties are satisfied to proceed, the Agent is provided with a copy of the Agent Agreement. The agent
can review the document, which clearly outlines the responsibilities of both the agent and NAC. Once the Agent
Agreement is signed, a digital copy is kept securely on file and the Agent’s details are added to PRISMS, the
NAC’s website and the Agent is set up in the Student Management System.
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11.2 Agent Management

Reviews are conducted twice a year or immediately if there is a serious issue arising. These reviews involve collating
information from various sources such as:

v Financial Matters — the Finance Manager will provide the report on agents-recruited students;

v" Academic Matters — the Dean will provide a report on the academic performance of agents-recruited students;
v" Management Matters — the CEO will provide a report on various management issues dealing with agents;
v

Complaints and Appeal Register — the Registrar will provide information on the complaints received in relation
to agents;

v' Student feedback — Agents’ feedback is collected at the time of Orientation; and
v"  External Feedback — Any external feedback is collated as well.

All this information is collated on the Agent Biannual Review Form and further various preventative and corrective
measures are put in place as detailed in the section below.

11.3 Preventative and Corrective Measures

v' If the performance of the Agent is satisfactory, the Agent is commended for their service. If problems are
identified, the Agent is given a formal warning. The formal warning explains the issues that have arisen during
the review process. While NAC monitors the Agent’s performance, NAC will not accept any student sent by that
Agent for the period of one (1) semester, and the Agent will be informed in writing of this decision.

v' The Agent is required to undertake counselling by the Provider about the Agent’s responsibilities under the
Agent Agreement, the Agent’s Code of Conduct under the Agent Agreement and the requirements under the
National Code 2018.

v"If NAC is satisfied that all quality standards have been met after training, the Agent is informed that they may
start sending student applications again. The Agent is also cautioned to be thorough and careful in the future.

v If NAC s not satisfied that services provided by the Agent will improve, or if there is any evidence that the Agent
is engaging in false or misleading recruitment practices, the Agent is informed that the Agent Agreement has
been terminated.

12. Related Documents

e Agent Application Form

e Agent Reference Check Form
e Agent Agreement

e Agent Biannual Review Form
e Agent File Checklist

e Agent Survey Form

13. Related Legislation

e National Code of Practice for Providers of Education and Training to Overseas Students 2018 (The National Code) —

Standard 4
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e Education Services for Overseas Students Act 2000 (ESOS ACT 2000) as amended
e Migration Act 1958
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