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3. Approval, Publication and Review

3.1 Approval

This Student Support Framework was approved with amendments by the Academic Board in the meeting held on 7"
July 2022.

3.2 Publication

This Student Support Framework will be made available to individuals, including current and prospective students
seeking to enrol in Nova Anglia College, by publication on its 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

This Student Support Framework is subject to change and will be reviewed at least once a year with no gap of three
years or more between two consecutive reviews.

Next review date: March 2026

4. Purpose

Nova Anglia College (hereinafter referred to as “NAC”) is responsible for ensuring that appropriate student support
services are provided to assist students in completing their studies and reaching their academic goals.

To ensure that students are made aware of the support available, all staff at NAC are required to understand their
responsibilities towards providing students with support and, where necessary, referral to others for appropriate advice.

5. Scope

The scope of this document includes all students, academic and non-academic staff at NAC.

6. Policy

6.1 Student Consultation

Nova Anglia College is committed to ensuring that all teaching staff are available for face-to-face and online student
consultation during each study period (including mid-term break, study week and any examination period).

Below is the mechanism by which all teaching staff (including full-time, part-time, casual and sessional staff) will
make themselves available to assist students with academic matters outside scheduled class times.

6.1.1 Availability of Teaching Staff for Student Consultation
6.1.1.1 Availability for face-to-face consultation

All teaching staff (including full-time, part-time, casual and sessional staff) will make themselves available for one
hour per week for each subject they are teaching in order to allow students to consult on issues related specifically
to those units of study. This means that a full-time staff member delivering four units of study will be available for
student consultation four hours per week during the study period, a part-time staff member delivering two units of
study will be available for two hours per week, while a casual or sessional staff member delivering one unit of study
will be available for one hour per week.

Where a staff member will be available for more than two hours per week availability must be scheduled for at least
two sessions on different days of the week.

Casual or sessional staff may align their consultation times with scheduled classes.

Student Support Framework This document is uncontrolled when printed.
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Consultation times should take into account the needs of specific cohorts of students, such as part-time students
and online students.

6.1.1.2 Approval of proposed consultation times

Teaching staff must advise the Course Coordinator of their proposed consultation hours at the beginning of each
study period. The Course Coordinator will either approve the proposed consultation times or, where the times
appear to be less than favourable for the majority of students, liaise with the staff member concerned to negotiate
revised student consultation times.

6.1.1.3 Advising students of availability

Approved consultation times for each individual member of the teaching staff will be published in the Subject Outline
for any units of study that they are teaching. Student consultation times for all teaching staff will be published on
the Student Notice Boards and/NAC’s LMS.

6.1.1.4 Consultation sessions

Where a teacher utilises a shared office, consultation sessions may be held in a vacant lecture/tutorial room,
interview room or office, but wherever the consultation is held, privacy should be ensured at all times.

6.1.1.5 Online Consultation

Students are provided with access to email accounts to facilitate asynchronous communications with NAC at all
times. Students are encouraged to utilise email to contact teaching staff outside of scheduled consultation times,
where appropriate. The contact email address for teaching staff will be published in each Subject Outline for the
units of study that they are teaching.

Teaching staff are required to respond to emails from students within two business days. Where a significant issue
arises from email communication, the staff member should make every effort to meet the student face-to-face or
by telephone as soon as possible to discuss the matter.

6.1.2 Availability of Non-Teaching Staff for Student Consultation

The Dean and Course Coordinators are available for student consultation by appointment. In the case of urgent
matters non-teaching staff will make themselves available as soon as possible to discuss the matter with the
student.

Support for developing academic skills is available through the Library. Support staff are also available to assist
students in a range of non-academic matters as detailed in the Student Handbook.

6.2 Support Mechanisms
6.2.1 Assessing and addressing needs and Preparedness of individual students and Cohort.
6.2.1.1 Pre Enrolment

e NAC has established academic entry requirements to ensure that students are academically and English
proficiency-wise prepared for the course.

e NAC is committed to offer support services for students who may meet the entry requirements but need
additional academic support. This could include pre-course workshops, language proficiency programs, or
academic support services.

6.2.2.2 Formative assessments

e NAC has established formative assessments as a key method to identify any academic support students will
receive in the initial phase of the semester. Formative assessments play a crucial role in gauging the
preparedness of students in a learning environment.

Student Support Framework This document is uncontrolled when printed.
Version: V1.8 | Date: August 2024 Page 6 of 14




www.nac.edu.au

! @ info@nac.edu.au
ANGLIA
COLLEGE @© 29 Amelia Street, Fortitude Valley, QLD 4006

o Formative Assessments are conducted in the first quarter of the semester allowing teachers to
monitor students' progress on an ongoing basis and identify any additional support that student
may need.

o Lecturers must give feedback on formative assessments to students within five working days.

o This feedback is timely and actionable, enabling students to correct misconceptions and address
gaps in their understanding promptly.

o The information gathered from formative assessments guides lecturers in adapting their
instructional methods to better suit the needs of the students or the cohort.

o With insights gained from formative assessments, lecturers can create personalised learning paths
for students based on their individual needs.

6.2.2.2 Other Trigger Points

e NAC has a range of other triggers to identify students who may need additional support.

Fails to submit assessment work.

Is struggling with the English

English teaching medium.

Persistent late submissions may suggest time management issues or difficulty with coursework.
Is not making satisfactory progress during modules/units or towards program completion

Has allegations of academic misconduct.

Begins to miss sessions without prior consultation.

Fails to make a course payment on time.

O O O O O O O O

6.2.2.3 Student Initiatives

Students are also encouraged to initiate early intervention or request for additional support as soon as
they feel the need of it by:
o Seeking advice and support to assist with their studies.
o Seeking support where external issues may be affecting their studies, such as mental health issues
or medical issues.

NAC will facilitate the above processes to encourage students to reach out by:

o Ensuring that students are aware of the support services available to them, both academic and
non-academic though the NAC website, student handbook, flyers and posters in campus.

o Accessible channels for students to reach out, such as designated email addresses, office hours, or
online platforms.

o Assuring students that their requests for support will be handled with confidentiality and
sensitivity, especially when dealing with personal issues like mental health.

o Educate instructors, advisors, and staff on how to recognise signs of distress and guide students
toward appropriate support services.

Implementing an early intervention system: developing a system to identify and assist students who may be
struggling academically or personally, ensuring that interventions are timely and effective.

Student Support Framework This document is uncontrolled when printed.
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.
6.2.2 Nominated Student Support Officer

While all staff employed by NAC have the responsibility to provide support to students, NAC shall nominate a
dedicated Student Support Officer who will be available to all students by appointment, phone or email, during NAC’s
hours of operation.

Students may access the Student Support Officer directly or via the Administration desk and an appointment will be
organised as soon as practical. Details of the current Student Support Officer and how to contact them will be posted
on Student Noticeboards and on the website and they will be introduced to new students during orientation, along
with other key personnel.

As part of their responsibilities, the Student Support Officer ensures up-to-date information is available for student

support services and that any referral contacts provided are current. This information is given to students as part of
the student orientation programme outlined below.

6.2.3 Student Support Services

The following support services are available and accessible for all students studying with NAC whether on campus or
off-campus. NAC will provide students with contact details to refer any matters that require further follow up with
relevant professionals.

NAC’s Overseas Students Support Personnel:

Almeira Ali, Sukhraj Sohi

Position: Student support Officers

Email: registrar@nac.edu.au / support@nac.edu
Phone: 0460887913

This contact is provided to students of NAC as an official point of contact to ensure their needs are met
throughout their studies at NAC, this designated member of staff will provide sufficient support to help meet
the needs of studying overseas students.

Students can access support services through their Student Support Officer or Course Coordinator. These
officers will facilitate communication and coordination with but not limited to:
e Library Services: Providing assistance with academic resources and research materials.
e Lecturers: Offering academic support, tutoring, and guidance on coursework.
e Management: Giving administrative support and help with academic policies and procedures.
e External Services: Connecting with external organizations for additional support, such as counseling
or legal advice.

Any referrals made by NAC to provide further assistance to students are at no cost to the student, however, fees and
charges may apply where an external service is used by the student, and this should be clarified by the student
directly with the service provider, prior to using such services outside of NAC.

Early intervention strategies will be put in place to support students at risk of not completing their course within the
prescribed time. These intervention strategies are implemented and recorded through the Early Intervention Form.
For detailed information, please see Section 7 in this document.

6.2.3.1 Academic Issues

Students may have concerns with their attendance, academic performance or other related issues that are placing
them at risk of not achieving the requirements of their course. Students are able to gain advice and support in ensuring
they maintain appropriate academic levels and commitment to ensure they achieve satisfactory results in their studies.

Student Support Framework This document is uncontrolled when printed.
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All students’ progress and attendance are monitored, and guidance and support are provided where unsatisfactory
results or issues related to academic literacy and English language proficiency are identified®. All studying students
must maintain their course progress and attend at least 70 per cent of the scheduled contact hours of their course
(20 hours per week) to ensure they do not become ‘at risk’ of not completing their course in their expected duration.

Students are able to access the Student Support Officer (as noted above) to discuss any academic, attendance, or
other related issues at any time. The Student Support Officer will be able to provide advice and guidance, or referral,
where required.

6.2.3.2 Study Assistance
The Student Support Officer is able to assist in times of stress or pressure during the course. Students may contact
the Student Support Officer at any time for advice relating to study, such as but not limited to:
e time management issues;
e setting and achieving learning goals;
e motivation;
e ways of learning;
e managing assessment tasks; and
e self-care.
e Technology
e English language
e Study assistance
e Legal Services, such as Legal Aid.

If the need arises to seek additional counselling services, the Student Support Officer will maintain a list of the contact
details of appropriate external support services.

Students should also refer to the full list of support services including general assistance, legal, emergency and
health services, as well as information on their employment rights and conditions, and how to resolve workplace
issues, such as through the Fair Work Ombudsman listed in the Student Handbook and on the NAC website under
‘Student Support’.

6.2.3.3 Personal / Social Issues

There are many issues that may affect a student’s social or personal life and students have access to the Student
Support Officer during NAC’s hours of operation to gain advice and guidance on personal, accommodation, or family
/ friend issues. Where the Student Support Officer feels further support may be required, a referral to an appropriate
support service will be organised.

6.2.3.4 Accommodation (International Students)

While NAC does not offer accommodation services or take any responsibility for accommodation arrangements, NAC
is able to refer students to appropriate accommodation services and staff are always available to discuss any issues
or concerns a student may have with their accommodation arrangements. All international students are encouraged
to have accommodation organised prior to arrival in Australia but, if not, the Student Support Officer can refer
students to appropriate accommodation services.

1 As per the Student Progression and Exclusion Policy and Procedure.
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Version: V1.8 | Date: August 2024 Page 9 of 14




www.hac.edu.au

@ info@nac.edu.au

ANGLIA
COLLEGE © 29 Amelia Street, Fortitude Valley, QLD 4006

6.2.3.5 Special Needs Assistance

All students are requested to advise their teacher of any special needs that may affect their learning regardless of their
location. The Student Support Officer is available to assess all students’ needs and provide advice to students
accordingly. The Student Support Officer will consult with the Course Coordinator when necessary.

6.2.3.6 Discrimination, Bullying and Harassment

NAC will take reasonable steps to reduce or prevent bullying and harassment by training staff and students about
bullying and harassment and its effects on the target and other students; conducting an assessment of the venues
where there is a high risk of incidents to occur, like sports activities, workshop and labs; conducting an assessment
of digital platforms like social media messaging groups; analysing the risk management register for past occurrences
and the effects of mitigation strategy; and provide access to counselling.

For more information on the measures NAC will put in place to prevent and handle discrimination, bullying and
harassment, please refer to the Anti-Discrimination, Bullying and Harassment Policy and Procedure.

6.2.3.7 Sexual Harassment and Sexual Assault

NAC will do the following in relation to giving a support to a victim of sexual harassment and/or sexual assault:
e NAC will appoint a Wellbeing Officer who will provide reliable and accessible support;

e NAC will publish information on counselling and medical services, local sexual assault services, police and
hospitals on its website;

e NAC will maintain clear reporting lines on sexual assault complaints.;
e NAC will respond to these complaints in a timely manner;
e NAC will provide a safe environment and safety escort service upon request;

e NAC will collaborate with external sexual assault support services and networks to prevent incidents and
provide accurate response.

For more information on leadership roles in the management of sexual harassment, staff and students receiving
education against sexual harassment and empowerment against sexual harassment and sexual assault, please refer
to the Sexual Harassment and Sexual Assault Policy and Procedure.

6.2.3.8 Hardship

The requirements of study may present some students with hardship due to economic, social or other difficulties.
Where genuine hardship exists, students may lodge an application seeking permission to review their workload or
other related matters.

To lodge an application students are required to fill up the form Reduced Study Load Application Form and submit
it to the Student Support Officer describing the reason for their hardship. It is essential to include evidence
supporting a claim of hardship, for example:

e financial hardship: government benefit statements, pay slips or bank statements which indicate financial status;
e medical grounds: medical certificates stating nature of condition, and duration; or
e single parent: evidence by way of statutory declaration and supporting government documentation.

An international student who is an applicant under this category must still meet the requirements of the relevant
regulations affecting student visas in these circumstances.

For financial hardship, students can apply for a Payment Plan. Please refer to Fees and Charges Policy and Procedure.

International students must also refer to Student Deferral, Suspension or Cancellation Policy and Procedure.

Student Support Framework This document is uncontrolled when printed.
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6.2.3.9 Student Orientation

All students are encouraged to attend an orientation day at the beginning of their studies at NAC. For international
students, attendance at orientation is compulsory. The orientation day is managed by the Student Support Officer
and an electronic copy of Student Handbook will be given to each student, which will include but not limited to :

e information about the course of study, academic calendars, and learning resources, including details of
expectations and commitments;

e atour of the campus identifying classrooms, library, student areas, student administration area, and any
other relevant areas, such as toilets, fire exits, and restricted areas;

e information about policies and procedures generally, including Student Academic Integrity Policy and
Procedure specifically;

e Comprehensive details are provided regarding the induction and training processes for accessing various
facilities, including the Learning Management System, digital literacy, laboratories, library, and other
applicable software throughout the course of study.

o students will be notified about the specific dates and times for induction and training sessions, ensuring
they receive timely information on when the training will be conducted. These workshops are also run by
library services from time to time.

e how to access internal and external student support services and general emergency and critical incident
procedures.

e advice about transitioning to the Australian lifestyle and accessing basic living needs.

6.2.3.10 Aboriginal and Torres Strait Islander Students Support

NAC is committed to adhering to the National Aboriginal and Torres Strait Islander Education Strategy 2015 created
by the Department of Education and Training?. NAC will ensure that Aboriginal and Torres Strait Islander students
are offered extensive support to feel empowered, respected, protected and encouraged to shape their futures in
accordance with their cultures and identity as Australia’s First Nations peoples.

Specifically, NAC will align its workplace and learning environment practices with the Department of Education and
Training’s strategy and vision to offer the Aboriginal and Torres Strait Islander students’ opportunities to achieve
their full learning potential fairly, inclusively and equitably.

For more information, please refer to the Aboriginal and Torres Strait Islander Peoples Education Policy.

7. Early Intervention Strategies

An early intervention strategy is implemented in case a student is at risk of not completing a course within the
prescribed maximum course duration or, for international students, within the Confirmation of Enrolment (CoE) time
frame for academic and/or non-academic reasons. These intervention strategies are put in place to support students
in a student life cycle as they might be struggling to make satisfactory academic progress not only due to academic
problems but also because of non-academic issues. These particular issues might include, but not be limited to,
financial problems, accommodation, behaviour adjustment problems, mental health, physical or mental disabilities,
or transitioning to a new academic environment or a new living standard and style in Australia.

The intervention strategies can be initiated by teaching or non-teaching staff, the Student Support Officer, the
Wellbeing Officer, the Course Coordinator, the Dean, or they can be student-initiated. However, the decisions

2 Clarke, M. (2020). National Aboriginal and Torres Strait Islander Education Strategy 2015 - Department of Education,
Australian Government. [Online] Department of Education. Available at: https://www.education.gov.au/indigenous-
education/resources/national-aboriginal-and-torres-strait-islander-education-strategy-2015.
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regarding managing the intervention strategies and their outcomes will be taken by the Course Coordinator and the
intervention plans will be reviewed and approved by the Dean or the CEO.

Intervention strategies are available to students through this Student Support Framework and the information is
recorded on an Early Intervention Form, which has been developed to support the students in various academic or
non-academic related matter. The Early Intervention Form records the details of the academic and/or non-academic
counselling session, including agreed actions or steps taken for improvement and the intervention plan proposed by
the Course Coordinator, and it will be completed and signed by the Course Coordinator and the student. The form
will be stored on the student’s file.

The Course Coordinator will contact each student who is deemed to be ‘at risk’ and arrange an appointment for an
academic/non-academic counselling session. The student will also be advised of the possibility that conditions may
be placed on their enrolment.

Recommended academic intervention strategies may include, but not be limited to:
e revision of course duration / workload;

e external English language proficiency support;

e tutorial/study group;

e academic skills seminars;

e additional academic counselling;

e academic mentoring; and

e external student support services.

Recommended non-academic intervention strategies may include, but not be limited to:
e revision of payment plan;

e tutorial/study group;

e peer/buddy support system;

e individual case management;

e personal issues assistance;

e behaviour counselling;

e adjustment to physical space on campus; and

e external student support services.

Once the intervention strategy plan has been reviewed and approved by the Dean or the CEO and the student has
acknowledged the information recorded on the Early Intervention Form, the Student Management System (Meshed)
and the Provider Registration and International Student Management System (PRISMS) will be updated as necessary.

8. Student Representation

Students will be encouraged to organise themselves and nominate one student who will participate in selected
Teaching and Learning Committee, Wellbeing Advisory Committee and Academic Board meetings. This information
will be provided to students during Orientation and will be included in visual material posted around the campus
and on www.nac.edu.au.

For more information on student participation in NAC boards and committees meetings, please refer to the
Governance Charter.
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9. Review and Improvement

In order to ensure that NAC has student support services that are appropriate in scope and quality for the capacity
of NAC and mode of delivery of its courses, the Executive Management Committee oversees a regimen of regular
review and feedback from various stakeholders to monitor the efficacy of the availability and accessibility of the
support services and action enhancements and improvements where necessary.

9.1 Stakeholder Feedback

Regular stakeholder feedback through the use of survey instruments will inform NAC when reviewing the adequacy
of its support services through the following process:

9.1.1 Surveys of students such as the Unit Survey Form, the Course Survey Form, the Library Survey Form and the
Agent Survey Form will include a section on the quality of NAC’s support services soliciting suggestions on
any improvements that might be made to improve the student experience.

9.1.2 The Dean will review the surveys, analyse the feedback and summarise any issues raised in regard to support
services.

9.1.3 The Dean will meet formally and informally with the Student Support Officer to discuss any issues raised and
to formulate possible strategies for improvement.

9.1.4 The Student Support Officer will recommend any improvements to support services to the Executive
Management Committee for action.

9.1.5 All improvements that have been recommended by the Student Support Officer to the Executive
Management Committee for action will be allocated to a responsible person for completion within an
agreed timeframe.

9.1.6 Outstanding actions will be monitored by the Executive Management Committee until evidence of
completion.

Where amounts not allocated in the budget are required for the improvement of student support services, NAC's
Chief Executive Officer will include it in their report to the Board of Directors in conjunction with a request for
additional funding.

9.2 Ongoing Review

Individual members of the Executive Management Committee will continuously review the efficacy of support
services in their areas of responsibility through the following process:

9.2.1 Each member of the Executive Management Committee will be required to report at each meeting on any
issues related to support services that have arisen since the previous meeting. This is a standing item on the
agenda for meetings of the Executive Management Committee.

9.2.2 Where improvements to NAC's support services need to be addressed, any actions required will be decided
upon by the Executive Management Committee and will be allocated to a responsible person for completion
within the agreed timeframe.

9.2.3 Outstanding actions will be monitored by the Executive Management Committee until evidence of completion.

9.2.4 Where amounts not allocated in the budget are required for the improvement of resources or infrastructure,
the NAC’s Chief Executive Officer will include it in their report to the Board of Directors in conjunction with a
request for additional funding.

3 Also, refer to Section 9.1 of the Quality Assurance Framework — Stakeholder Feedback
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10. Related Documents

e Student Handbook

e Governance Charter

e Quality Assurance Framework — Section 9.1 (Stakeholder Feedback)
e Fees and Charges Policy and Procedure

e Reduced Study Load Application Form

e Early Intervention Form

e Student Academic Integrity Policy and Procedure

e Mental Health and Wellbeing Policy and Procedure

e Student Grievance Handling Policy and Procedure

e Student Progression and Exclusion Policy and Procedure

e Anti-Discrimination, Bullying and Harassment Policy and Procedure
e Aboriginal and Torres Strait Islander Peoples Education Policy

e Sexual Harassment and Sexual Assault Policy and Procedure

e Student Deferral, Suspension or Cancellation Policy and Procedure
e Unit Survey Form

e Course Survey Form

e Library Survey Form

e Agent Survey Form

11. Related Legislation

e Federal and state anti-discrimination laws
e Higher Education Standards Framework (Threshold Standards) 2021 — Standard 2.3
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