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ORGANISATION DETAILS  

Organisation’s legal name Evolution Systems for Training and Development Pty Ltd 

Trading name/s Evolution Hospitality Institute 

RTO number (if applicable) 91256 

CRICOS number (if applicable) 02869G 

 

AUDIT TEAM  

Lead auditor Robyn Trigg 

Auditor/s n/a 

Technical adviser/s n/a 

 

AUDIT DETAILS  

Application number/s n/a 

Audit number/s 1005150  

Audit reason 1 Compliance monitoring   

Audit reason 2 n/a   

Audit reason 3 n/a   

Activity type Site visit 

Address of site/s visited Level 3, 552 George Street, Sydney NSW 2000 

Date/s of audit 12 and 13 August 2014 

Organisation’s contact for audit Stuart Page CEO 

stuart.page@evolution.edu.aul (02) 9283 8222 

Education Services for 
Overseas Students Act 2000 - 
sections audited 

n/a 

National Code – Part C 
Registation on CRICOS – 
sections audited 

8 

National Code – Part D 
Standards for Registered 
Providers – standards audited 

Selected Standards for Registered Providers 

1, 2, 6, 8, 9, 10, 11, 13 and 14 
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BACKGROUND  

Evolution Systems for Training & Development Pty Ltd (EST&D) was first registered as a Registered 

Training Organisation in 2006. This RTO delivers hospitality training, mainly to international students. The 

CEO Stuart Page has a well-established background in the hospitality industry having been an executive 

chef for many years and a trainer/assessor for other RTOs before leading his own RTO. In 2012 Mr Page 

became sole owner and director of the RTO. Mr Page’s wife Bubpa Page is the Chief Financial Officer, 

Brad Bennett is the General Manager and Garry Stokes is the Academic Manager. EST&D trading as 

Evolution Hospitality Institute has been registered since 11 October 2006.  

 

The RTO submitted a change of scope application in April 2014 to add three SIT12 Training Package 

hospitality qualifications. Prior to that application, a VET and CRICOS re-registration application had been 

rejected in December 2013 because the RTO had failed to address non-compliances with a number of 

VQF requirements and National Code Sections and Standards. The RTO applied for an Administrative 

Appeals Tribunal review and submitted new evidence. As a result of this, the Commissioners revoked the 

decision to reject registration and accepted a recommendation that a monitoring audit be undertaken in 

the second half of 2014. 

 

At the same time as the RTO submitted the change of scope application its scope included 29 SIT 

Training Package qualifications. The change of scope application requested the removal of 15 of these 

qualifications. Additionally, 10 SIT07 qualifications became superseded on 18 January 2014 and therefore 

automatically dropped off the RTO’s scope. The additional qualifications the RTO requested to have 

removed were SIT12 and SIT13 qualifications. Once these are removed as a part of this audit process 

EST&D will have a scope of 10 qualifications, plus the addition of three qualifications in this change of 

scope application, totalling a scope of 13 qualifications. 

 

Mr Page explained that there has been a long process of change within the RTO since the renewal of 

registration audits. Changes implemented have been as follows: 

 Brad Bennett who had been the Academic Manager at the time of the renewal of registration 

audits became General Manager in January 2014, taking over the role and identifying a need for 

stronger compliance support. For this reason, OzVEC – Australian VET Consultancy has been 

contracted to assist with improving the quality of data management such as collecting and 

handling.  

 About half of the training and assessing staff have been replaced.  

 There is a new Academic Manager in place who is implementing improved professional 

development and industry currency maintenance measures.  

 The most recent internal audit process which commenced four months ago began with an 

overhaul of the information technology systems including a new student learning and student 

management system installation. The RTO had been using Wisenet but was seeking better 

quality data with stronger needs analysis. 

 There is now a Moodle. 

 Document control has commenced within the new system but this is a long and ongoing process 

still being implemented. 

 More structured scheduled meeting times at beginning and end of terms for management, 

administration, accounts, and trainer/assessors. Mid-term administration meetings for those staff 

who provide student support and handle the administration of trainers and assessors, monitor 

marketing activities and deal with matters such as complaints, academic progress reviews and 

withdrawals. 
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 Provision of more English language support resourcing to assist students to complete more 

demanding tasks such as projects and case studies. 

 

A product called Quality Management and Operational Framework 2014 is intended to ensure better 

administration, data analysis, archiving and home drive control including document version control and 

staff access authorisations. 

 

The RTO has one permanent delivery site at Level 2, 3 and 4, 552 George St, Sydney, directly opposite 

Sydney Town Hall. It just recently gained access to a third floor in the building and has been implementing 

improvements such as re-covering kitchen floors with slip proof surfaces and adding to its stock of 

equipment for the purpose of hosting onsite functions and events to be catered for by students. In addition 

to this, students are placed in take away shops, pizza parlours, cafés, restaurants, catering, bakeries, 

patisseries, bars, hotels and club workplaces throughout Sydney CBD and suburbs. Workplaces include 

places such as Aria, Café Sydney, Pancakes on the Rocks, Reza Catering, Thai Foon, Thai Pothong, 

Woolworths Bakery, David Jones Spice I Am, Star Casino, Aquabar, Sushi Samurai, Guzman Y Gomez, 

Rydges Hotel, Mantra Group, Travel Lodge, Diethnes Greek, Tropicana Café and The Meat and Wine 

Company. 

 

A current organisation chart (2014) shows that the RTO has four main branches: Finance/Accounting (3 

staff), Administration/Marketing/Student Services (7 staff), Training/Assessing (21 staff) and Compliance 

(2 staff).  

 

A separate agency, Evolution Employment Network (EEN), takes learners through interview techniques, 

workplace behaviour, resume writing and some assistance with job placement (no guarantees – but the 

agency will introduce them to at least 3 workplace employers). EEN does not employ the learners. This is 

a value added service which assists students to find work-placements that are essential for their course. 

In some cases learners do voluntary work placements at venues such as Ozharvest, Mission Australia 

and the Shark Hotel. These voluntary learners are provided with 20 hours of voluntary study and then, 

during their voluntary placement phase, they often get employed.   

 

The RTO has plans to establish more arrangements with restaurants, particularly those serving an Asian 

cuisine market because it has identified a significant demand for hospitality staff with Asian cookery 

qualifications and there are a limited number of RTOs supplying training in this area. The RTO is currently 

in discussions with Paul Chan of the Chrystal Jade restaurant at the Marconi Club in Western Sydney and 

the Star Casino in Darling Harbour. While The Star already employs some of EST&D’s hospitality 

students there is now an opportunity to place many more, particularly through the Asian Cookery 

qualification addition to scope. 

 

The 2014 Service Skills Australia Excellence Awards recognised and celebrated the outstanding 

contribution made by EST&D’s Academic Manager, Mr Garry Stokes. Garry was one of the 5 finalists for 

the Trainer Excellence Awards category and was then announced as the winner, an enormous honour. 

The RTO was also selected as an organisational finalist for the 2014 NSW Small Training Provider of the 

Year Award in July 2014. EST&D went on to win this award and will now contend for the National Small 

Training Provider of the Year Award in November 2014. 

 

 Capacity at each location as listed on PRISMs and current enrolments at each location:  
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Suburb and State/Territory of 
delivery location 

Maximum capacity at location 
as listed on PRISMS 

Current enrolments 
at location 

Sydney NSW  1200 502 

   

  
 

 Current maximum capacity (as listed on PRISMS): 1200 

 

 Total number of enrolments as at audit date: International 502 

 Domestic Nil 

 

COURSES SAMPLED  

CRICOS 
Code 

National 
Code 

Qualification/Course/Program 
title 

Location Current 
enrolments 

(If not yet on 
scope, record N/A) 

066957A 
 
066958M 
069732E 

SIT30813 
 
SIT3113 
SIT50313 

Certificate III in Commercial 
Cookery 
Certificate III in Hospitality 
Diploma of Hospitality 

George St Sydney 
 
As above 
As above 

174 
 
70 
246 

     

 

INTERVIEWEES  

Name Position Course 

Stuart Page 

Annette Smith 

Brad Bennett 

CEO 

Compliance Officer 

General Manager 

 

 

ORIGINAL AUDIT FINDING AT TIME OF AUDIT 

Audit finding as at 26/09/2014: 

ESOS Act:   n/a 

National Code Part C: Requirements met 

National Code Part D:  Compliant 

 If non-compliance has been identified, this audit report describes evidence of the non-compliance. 

 Refer to notification of non-compliance for information on providing further evidence of compliance. 

 

AUDIT FINDING FOLLOWING ANALYSIS OF RECTIFICATION EVIDENCE 

Audit finding following analysis of additional evidence provided on dd/mm/yyyy:  

ESOS Act:   n/a 

National Code Part C: n/a 

National Code Part D:  n/a 
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AUDIT FINDING BY REQUIREMENT 

Education Services for Overseas Students Act 2000 - Sections 

Section Original finding Finding following rectification 

21 Not audited n/a 

21A Not audited n/a 

National Code Part C Registration on CRICOS 

Section Original finding Finding following rectification 

7 Not audited n/a 

8 Requirements met n/a 

9 Not audited n/a 

10 Not audited n/a 

11 Not audited n/a 

12 Not audited n/a 

National Code Part D Registration on CRICOS 

1 Compliant n/a 

2 Compliant n/a 

3 Not audited n/a 

4 Not audited n/a 

5 Not audited n/a 

6 Compliant n/a 

7 Not audited n/a 

8 Compliant n/a 

9 Compliant n/a 

10 Compliant n/a 

11 Compliant n/a 

12 Not audited n/a 

13 Compliant n/a 

14 Compliant n/a 

15 Not audited n/a 
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EDUCATION SERVICES FOR OVERSEAS STUDENTS ACT 2000 

 

SECTION 21 Record Keeping 

Records of students’ details 
(1) A registered provider must keep records of each accepted student who is enrolled with the 

provider or who has paid any tuition fees for a course provided by the provider. 

 

(2) The records must consist of the following details for each accepted student: 

a) the student’s current residential address 
b) the student’s mobile phone number (if any) 
c) the student’s email address (if any), and 
d) any other details prescribed by the regulations. 

 
(2A) A registered provider must have a procedure to ensure that, at least every 6 months, while 

the student remains an accepted student of the provider: 
a) the provider confirms, in writing, the details referred to in subsection (2) with the 

student, and 
b) the records are updated accordingly 

 
(2B) If: 

a) an accepted student of a registered provider completes an approved unit of study for a 

course, and 

b) the student’s progress in that unit is assessed, 

the provider must record the outcome of the student’s assessment for the unit 

(2C) A record under subsection (2B) must be: 
a) kept in accordance with any requirements prescribed by the regulations, and 

b) kept up to date 

Retention of records 
(3) The provider must retain records kept under this section for at least 2 years after the 

person ceases to be an accepted student. However, the records do not need to be kept 

up-to-date after the cessation. 

Unincorporated registered providers 

(4) If the registered provider is an unincorporated body, then it is instead the principal 

executive officer who must keep and retain the records as required under this section. 

 Original finding: Not audited Following rectification: n/a 
 

SECTION 21A Obligations relating to the agents of registered providers 

A registered provider must: 
(a)  maintain a list of all the provider’s agents; and 
(b)  publish that list: 

(i) on its website; and 
(ii) in any other manner prescribed by the regulations; and 

(c)  comply with any requirements of regulations made for the purposes of subsection (2) 

 Original finding: Not audited Following rectification: n/a 
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NATIONAL CODE OF PRACTICE FOR REGISTRATION AUTHORITIES AND PROVIDERS 
OF EDUCATION AND TRAINING TO OVERSEAS STUDENTS 2007 

 

PART C REGISTRATION ON CRICOS 

Course/s can only be approved for registration on the Commonwealth Register of Institutions and 
Courses for Overseas Students (CRICOS) where the course meets the following requirements: 

SECTION 7  Course duration 

 Original finding: Not audited Following rectification: n/a 
 

 

SECTION 8  Work-based training 

 Original finding: Requirement met Following rectification: n/a 
 

SECTION 9  Mode and place of study 

 Original finding: Not audited Following rectification: n/a 
 

 

SECTION 10  Arrangements with other providers 

 Original finding: Not audited Following rectification: n/a 
 

 

SECTION 11  Inspection of premises 

 Original finding: Not audited Following rectification: n/a 
 

SECTION 12  Maximum number of students 

 Original finding: Not audited Following rectification: n/a 
 

 

PART D STANDARDS FOR REGISTERED PROVIDERS 

STANDARD 1  Marketing information and practices 

Registered providers ensure that marketing of their education and training services is 
professional, accurate and maintains the integrity and reputation of the industry. 

1.1 The registered provider must ensure the marketing of its education and training services 
is undertaken in a professional manner and maintains the integrity and reputation of the 
industry and registered providers. 

 Original finding: Compliant Following rectification: n/a 
 

1.2 The registered provider must: 

a. clearly identify the registered provider’s name and CRICOS number in written 
marketing and other material for students, including electronic form, and 

b. not give false or misleading information or advice in relation to: 
i. claims of association between providers 
ii. the employment outcomes associated with a course 
iii. automatic acceptance into another course 
iv. possible migration outcomes, or 
v. any other claims relating to the registered provider, its course or outcomes 

associated with the course. 



 
 

 

Australian Skills Quality Authority 
CRICOS audit report - Evolution Systems for Training and Development Pty Ltd 

Page 8 of 20 

 

 Original finding: Compliant Following rectification: n/a 
 

1.3 The registered provider must not actively recruit a student where this clearly conflicts 
with its obligations under Standard 7 (Transfer between registered providers). 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 2  Student engagement before enrolment 

Registered providers recruit students in an ethical and responsible manner and provide 
information that enables students to make informed decisions about studying with the registered 
provider in Australia.  Registered providers ensure students’ qualifications, experience and 
English language proficiency are appropriate for the course for which enrolment is sought. 

2.1 Prior to accepting a student, or an intending student, for enrolment in a course, the 
registered provider must provide, in print or through referral to an electronic copy, current 
and accurate information regarding the following: 

a. the requirements for acceptance into a course, including the minimum level of 
English language proficiency, educational qualifications or work experience required 
and whether course credit may be applicable 

b. the course content and duration, qualification offered if applicable, modes of study 
and assessment methods 

c. campus locations and a general description of facilities, equipment, and learning and 
library resources available to students 

d. details of any arrangements with another registered provider, person or business to 
provide the course or part of the course 

e. indicative course-related fees including advice on the potential for fees to change 
during the student’s course and applicable refund policies 

f. information about the grounds on which the student’s enrolment may be deferred, 
suspended or cancelled 

g. a description of the ESOS framework made available electronically by DEEWR, and  

h. relevant information on living in Australia, including: 

i. indicative costs of living 

ii. accommodation options, and 

iii. where relevant, schooling obligations and options for school-aged dependants 
of intending students, including that school fees may be incurred. 

 Original finding: Compliant Following rectification: n/a 
 

2.2 The registered provider must have documented procedures in place, and implement these 
procedures to assess whether the student’s qualifications, experience and English 
language proficiency are appropriate for the course for which enrolment is sought. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 3 Formalisation of enrolment 

Written agreements between registered providers and students set out the services to be 
provided, fees payable and information in relation to refunds of course money. 

3.1 The registered provider must enter into a written agreement with the student, signed or 
otherwise accepted by that student (or the student’s parent or legal guardian if the student 
is under 18 years of age), concurrently with or prior to accepting course money from the 
student. The agreement must: 
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a. identify the course or courses in which the student is to be enrolled and any 
conditions on his or her enrolment 

b. provide an itemised list of course money payable by the student 
c. provide information in relation to refunds of course money 
d. set out the circumstances in which personal information about the student may be 

shared between the registered provider and the Australian Government and 
designated authorities and, if relevant, the Tuition Assurance Scheme and the ESOS 
Assurance Fund Manager. This information includes personal and contact details, 
course enrolment details and changes, and the circumstance of any suspected breach 
by the student of a student visa condition, and 

e. advise the student of his or her obligation to notify the registered provider of a change 
of address while enrolled in the course. 

 Original finding: Not audited Following rectification: n/a 
 

 

3.2 The registered provider must include in the written agreement the following information, 
which is to be consistent with the requirements of the ESOS Act, in relation to refunds of 
course money in the case of student and provider default: 

a. amounts that may or may not be repaid to the student (including any course money 
collected by education agents on behalf of the registered provider) 

b. processes for claiming a refund 
c. a plain English explanation of what happens in the event of a course not being 

delivered, and 
d. a statement that “This agreement, and the availability of complaints and appeals 

processes, does not remove the right of the student to take action under Australia’s 
consumer protection laws”. 

 Original finding: Not audited Following rectification: n/a 
 

 

STANDARD 4 Education Agents 

Registered providers take all reasonable measures to use education agents that have an 
appropriate knowledge and understanding of the Australian international education industry and 
do not use education agents who are dishonest or lack integrity. 

4.1 The registered provider must enter into a written agreement with each education agent it 
engages to formally represent it. The agreement must specify the responsibilities of the 
education agent and the registered provider and the need to comply with the requirements 
in the National Code. The agreement must also include: 

a. processes for monitoring the activities of the education agent, including where 
corrective action may be required, and 

b. termination conditions, including providing for termination in the circumstances 
outlined in Standard 4.4. 

 Original finding: Not audited Following rectification: n/a 
 

 

4.2 The registered provider must ensure that its education agents have access to up-to-date 
and accurate marketing information as set out in Standard 1 (Marketing information and 
practices). 

 Original finding: Not audited Following rectification: n/a 
 

 

4.3 The registered provider must not accept students from an education agent or enter into an 
agreement with an education agent if it knows or reasonably suspects the education agent 
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to be: 

a. engaged in, or to have previously been engaged in, dishonest practices, including the 
deliberate attempt to recruit a student where this clearly conflicts with the obligations 
of registered providers under Standard 7 (Transfer between registered providers).  

b. facilitating the enrolment of a student who the education agent believes will not 
comply with the conditions of his or her student visa 

c. using Provider Registration and International Students Management System (PRISMS) 
to create Confirmations of Enrolment for other than bona fide a student, or 

d. providing immigration advice where not authorised under the Migration Act 1958 to do 
so. 

 Original finding: Not audited Following rectification: n/a 
 

 

4.4 Where the registered provider has entered into an agreement with an education agent and 
subsequently becomes aware of, or reasonably suspects, the engagement by that 
education agent, or an employee or sub-contractor of that agent, of the conduct set out in 
Standard 4.3, the registered provider must terminate the agreement with the education 
agent. This paragraph does not apply where an individual employee or sub-contractor of 
the education agent was responsible for the conduct set out in Standard 4.3 and the 
education agent has terminated the relationship with that individual employee or sub-
contractor. 

 Original finding: Not audited Following rectification: n/a 
 

 

4.5 The registered provider must take immediate corrective and preventative action upon the 
registered provider becoming aware of an education agent being negligent, careless or 
incompetent or being engaged in false, misleading or unethical advertising and 
recruitment practices, including practices that could harm the integrity of Australian 
education and training. 

 Original finding: Not audited Following rectification: n/a 
 

 

STANDARD 5 Younger students 

Where students under the age of 18 are not being cared for in Australia by a parent or suitable 
nominated relative, registered providers ensure the arrangements made to protect the personal 
safety and social well-being of those students are appropriate. 

5.1 Where the registered provider has taken on responsibility under the Migration Regulations 
for approving the accommodation, support and general welfare arrangements for a student 
who has not turned 18, the registered provider must: 

a. nominate the dates for which the registered provider accepts responsibility for 
approving the student’s accommodation, support and general welfare arrangements 
using the DIAC pro forma letter available through PRISMS  

b. advise DIAC in writing of the approval using the DIAC pro forma letter available 
through PRISMS  

c. have documented procedures for checking the suitability of the student’s 
accommodation, support and general welfare arrangements, and 

d. advise DIAC as soon as possible in the event that the under 18 year old student has 
changed his or her living arrangements or the registered provider no longer approves 
of the arrangements for the student using the DIAC pro forma letter available through 
PRISMS. 

 Original finding: Not audited Following rectification: n/a 
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5.2 Where Standard 5.1 applies and the student is under 18 with a student visa that covers 
multiple courses, the registered provider with whom the student is currently enrolled is 
responsible for approving arrangements for the student’s accommodation, support and 
general welfare during that nominated period. 

 Original finding: Not audited Following rectification: n/a 
 

5.3 Where Standard 5.1 applies and the registered provider suspends or cancels the enrolment 
of the student, the registered provider must continue to check the suitability of 
arrangements for that student until: 

a. the student is accepted by another registered provider and that registered provider 
takes over responsibility for approving the student’s accommodation, support and 
general welfare arrangements 

b. the student leaves Australia  
c. other suitable arrangements are made that satisfy the Migration Regulations, or 
d. the registered provider reports under Standard 5.1.d that it can no longer approve of 

the arrangements for the student. 

 Original finding: Not audited Following rectification: n/a 
 

STANDARD 6 Student support services 

Registered providers support students to adjust to study and life in Australia, to achieve their 
learning goals and to achieve satisfactory progress towards meeting the learning outcomes of 
the course. 

6.1 The registered provider must assist students to adjust to study and life in Australia, 
including through the provision of an age and culturally appropriate orientation 
programme that includes information about:  

a. student support services available to students in the transition to life and study in a 
new environment 

b. legal services  
c. emergency and health services 
d. facilities and resources 
e. complaints and appeals processes, and 
f. any student visa condition relating to course progress and/or attendance as 

appropriate. 

 Original finding: Compliant Following rectification: n/a 
 

6.2 The registered provider must provide the opportunity for students to participate in 
services or provide access to services designed to assist students in meeting course 
requirements and maintaining their attendance. 

 Original finding: Compliant Following rectification: n/a 
 

6.3 The registered provider must provide the opportunity for students to access welfare-
related support services to assist with issues that may arise during their study, including 
course progress and attendance requirements and accommodation issues. These 
services must be provided at no additional cost to the student. If the registered provider 
refers the student to external support services, the registered provider must not charge 
for the referral. 

 Original finding: Compliant Following rectification: n/a 
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6.4 The registered provider must have a documented critical incident policy together with 
procedures that covers the action to be taken in the event of a critical incident, required 
follow-up to the incident, and records of the incident and action taken. 

 Original finding: Compliant Following rectification: n/a 
 

6.5 The registered provider must designate a member of staff or members of staff to be the 
official point of contact for students. The student contact officer or officers must have 
access to up-to-date details of the registered provider’s support services. 

 Original finding: Compliant Following rectification: n/a 
 

6.6 The registered provider must have sufficient student support personnel to meet the needs 
of the students enrolled with the registered provider. 

 Original finding: Compliant Following rectification: n/a 
 

6.7 The registered provider must ensure that its staff members who interact directly with 
students are aware of the registered provider’s obligations under the ESOS framework 
and the potential implications for students arising from the exercise of these obligations. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 7 Transfer between registered providers 

Registered providers assess requests from students for a transfer between registered providers 
prior to the student completing six months of the principal course of study in accordance with 
their documented procedures. 

7.1 The receiving registered provider must not knowingly enrol the student wishing to transfer 
from another registered provider’s course prior to the student completing six months of his 
or her principal course of study except where: 

a. the original registered provider has ceased to be registered or the course in which the 
student is enrolled has ceased to be registered 

b. the original registered provider has provided a written letter of release  
c. the original registered provider has had a sanction imposed on its registration by the 

Australian Government or state or territory government that prevents the student from 
continuing his or her principal course, or 

d. any government sponsor of the student considers the change to be in the student’s 
best interest and has provided written support for that change. 

 Original finding: Not audited Following rectification: n/a 
 

 

7.2 The registered provider must have and implement its documented student transfer request 
assessment policy and procedure, which is available to staff and students.  The policy 
must specify: 

a. the circumstances in which a transfer will be granted  
b. the circumstances the registered provider considers as providing reasonable grounds 

for refusing the student’s request, including when a transfer can be considered 
detrimental to the student, and 

c. a reasonable timeframe for assessing and replying to the student’s transfer request 
having regard to the restricted period. 

 Original finding: Not audited Following rectification: n/a 
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7.3 The registered provider must grant a letter of release only where the student has: 

a. provided a letter from another registered provider confirming that a valid enrolment 
offer has been made, and 

b. where the student is under 18; 
i. the registered provider has written confirmation that the student’s parent or legal 

guardian supports the transfer, and 
ii. where the student is not being cared for in Australia by a parent or suitable 

nominated relative, the valid enrolment offer also confirms that the registered 
provider will accept that responsibility for approving the student’s 
accommodation, support and general welfare arrangements as per Standard 5 
(Younger students). 

 Original finding: Not audited Following rectification: n/a 
 

 

7.4 A letter of release, if granted, must be issued at no cost to the student and must advise 
the student of the need to contact DIAC to seek advice on whether a new student visa is 
required. 

 Original finding: Not audited Following rectification: n/a 
 

 

7.5 Where the registered provider does not grant a letter of release, the student must be 
provided with written reasons for refusing the request and must be informed of his or her 
right to appeal the registered provider’s decision in accordance with Standard 8 
(Complaints and appeals). 

 Original finding: Not audited Following rectification: n/a 
 

 

7.6 The registered provider must maintain records of all requests from students for a letter of 
release and the assessment of, and decision regarding, the request on the student’s file. 

 Original finding: Not audited Following rectification: n/a 
 

 

STANDARD 8 Complaints and appeals 

Registered providers’ complaints and appeals processes are independent, easily and immediately 
accessible and inexpensive for the parties involved. 

8.1 The registered provider must have an appropriate internal complaints handling and appeals 
process that satisfies the following requirements, or can use its existing internal 
complaints and appeals processes as long as it meets these requirements: 

a. a process is in place for lodging a formal complaint or appeal if the matter cannot be 
resolved informally, which requires a written record of the complaint or appeal to be 
kept  

b. each complainant or appellant has an opportunity to formally present his or her case 
at minimal or no cost to him or herself 

c. each party may be accompanied and assisted by a support person at any relevant 
meetings  

d. the complainant or appellant is given a written statement of the outcome, including 
details of the reasons for the outcome, and  

e. the process commences within 10 working days of the formal lodgement of the 
complaint or appeal and supporting information and all reasonable measures are taken 
to finalise the process as soon as practicable. 
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 Original finding: Compliant Following rectification: n/a 
 

8.2 The registered provider must have arrangements in place for a person or body 
independent of and external to the registered provider to hear complaints or appeals 
arising from the registered provider’s internal complaints and appeals process or refer 
students to an existing body where that body is appropriate for the complaint or appeal. 

 Original finding: Compliant Following rectification: n/a 
 

8.3 If the student is not satisfied with the result or conduct of the internal complaint handling 
and appeals process, the registered provider must advise the student of his or her right to 
access the external appeals process at minimal or no cost. 

 Original finding: Compliant Following rectification: n/a 
 

8.4 If the student chooses to access the registered provider’s complaints and appeals 
processes as per this standard, the registered provider must maintain the student’s 
enrolment while the complaints and appeals process is ongoing. 

 Original finding: Compliant Following rectification: n/a 
 

8.5 If the internal or any external complaint handling or appeal process results in a decision 
that supports the student, the registered provider must immediately implement any 
decision and/or corrective and preventative action required and advise the student of the 
outcome. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 9 Completion within the expected duration of study 

Registered providers monitor the enrolment load of students to ensure they complete the course 
within the duration specified in their CoE and do not exceed the allowable portion of online or 
distance learning.  Registered providers only enable students to extend the expected duration of 
study for the course through the issuing of a new CoE in limited circumstances. 

9.1 The registered provider must have and implement documented policies and procedures 
for monitoring the progress of each student to ensure that at all times the student is in a 
position to complete the course within the expected duration as specified on the student’s 
CoE. In monitoring this enrolment load, the registered provider must ensure that in each 
compulsory study period for a course, the student is studying at least one unit that is not 
by distance or online learning. 

 Original finding: Compliant Following rectification: n/a 
 

9.2 The registered provider may only extend the duration of the student’s study where it is 
clear that the student will not complete the course within the expected duration, as 
specified on the student’s CoE, as the result of: 

a. compassionate or compelling circumstances (e.g. illness where a medical certificate 
states that the student was unable to attend classes or where the registered provider 
was unable to offer a pre-requisite unit) 

b. the registered provider implementing its intervention strategy for students who were at 
risk of not meeting satisfactory course progress, or 

c. an approved deferment or suspension of study has been granted under Standard 13. 
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 Original finding: Compliant Following rectification: n/a 
 

9.3 Where there is a variation in the student’s enrolment load which may affect the student’s 
expected duration of study in accordance with 9.2, the registered provider is to record 
this variation and the reasons for it on the student file. The registered provider must 
correctly report the student via PRISMS and/or issue a new CoE when the student can 
only account for the variation/s by extending his or her expected duration of study. 

 Original finding: Compliant Following rectification: n/a 
 

9.4 The registered provider may allow the student to undertake no more than 25 per cent of 
the student’s total course by distance and/or online learning. However, the registered 
provider must not enrol the student exclusively in distance or online learning units in any 
compulsory study period. 

 Original finding: Compliant Following rectification: n/a 
 

9.5 Except in the circumstances specified in 9.2, the expected duration of study specified in 
the student’s CoE must not exceed the CRICOS registered course duration. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 10 Monitoring course progress 

Registered providers systematically monitor students’ course progress.  Registered providers are 
proactive in notifying and counselling students who are at risk of failing to meet course progress 
requirements.  Registered providers report students, under section 19 of the ESOS Act, who have 
breached the course progress requirements. 

10.1 The registered provider must monitor, record and assess the course progress of each 
student for each unit of the course for which the student is enrolled in accordance with 
the registered provider’s documented course progress policies and procedures. 

 Original finding: Compliant Following rectification: n/a 
 

10.2 The registered provider must have and implement appropriate documented course 
progress policies and procedures for each course, which must be provided to staff and 
students, that specify the: 

a. requirements for achieving satisfactory course progress 

b. process for assessing satisfactory course progress 

c. procedure for intervention for students at risk of failing to achieve satisfactory course 
progress 

d. process for determining the point at which the student has failed to meet satisfactory 
course progress, and 

e. procedure for notifying students that they have failed to meet satisfactory course 
progress requirements. 

 Original finding: Compliant Following rectification: n/a 
 

10.3 The registered provider must assess the course progress of the student in accordance 
with the registered provider’s course progress policies and procedures at the end point of 
every study period. 

 Original finding: Compliant Following rectification: n/a 
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10.4 The registered provider must have a documented intervention strategy, which must be 
made available to staff and students, that specifies the procedures for identifying and 
assisting students at risk of not meeting the course progress requirements. The strategy 
must specify: 

a. procedures for contacting and counselling identified students 

b. strategies to assist identified students to achieve satisfactory course progress, and 

c. the process by which the intervention strategy is activated. 

 Original finding: Compliant Following rectification: n/a 
 

10.5 The registered provider must implement the intervention strategy for any student who is 
at risk of not meeting satisfactory course progress requirements. At a minimum, the 
intervention strategy must be activated where the student has failed or is deemed not yet 
competent in 50% or more of the units attempted in any study period. 

 Original finding: Compliant Following rectification: n/a 
 

10.6 Where the registered provider has assessed the student as not achieving satisfactory 
course progress, the registered provider must notify the student in writing of its intention 
to report the student for not achieving satisfactory course progress. The written notice 
must inform the student that he or she is able to access the registered provider’s 
complaints and appeals process as per Standard 8 (Complaints and appeals) and that the 
student has 20 working days in which to do so. 

 Original finding: Compliant Following rectification: n/a 
 

10.7 Where the student has chosen not to access the complaints and appeals processes within 
the 20 working day period, withdraws from the process, or the process is completed and 
results in a decision supporting the registered provider, the registered provider must 
notify the Secretary of DEEWR through PRISMS of the student not achieving satisfactory 
course progress as soon as practicable. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 11 Monitoring attendance 

Registered providers systematically monitor students’ compliance with student visa conditions 
relating to attendance. Registered providers are proactive in notifying and counselling students 
who are at risk of failing to meet attendance requirements. Registered providers report students, 
under section 19 of the ESOS Act, who have breached the attendance requirements. 

11.1 The registered provider must record the attendance of each student for the scheduled 
course contact hours for each CRICOS registered course in which the student is enrolled 
which is: 

a. an accredited vocational education and training course (unless Standard 11.2 applies)  

b. an accredited school course 

c. an accredited or non-award ELICOS course, or 

d. another non-award course. 

 Original finding: Compliant Following rectification: n/a 
 

11.2 Where the registered provider implements the DEEWR and DIAC approved course 
progress policy and procedures for its vocational education and training courses, 
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Standard 11 does not apply. 

 Original finding: Compliant Following rectification: n/a 
 

11.3 For the courses identified in 11.1, the registered provider must have and implement 
appropriate documented attendance policies and procedures for each course which must 
be provided to staff and students that specify the: 

a. requirements for achieving satisfactory attendance, which at a minimum, requires 
overseas students to attend at least 80 per cent of the scheduled course contact hours 

b. manner in which attendance and absences are recorded and calculated 

c. process for assessing satisfactory attendance 

d. process for determining the point at which the student has failed to meet satisfactory 
attendance, and 

e. procedure for notifying students that they have failed to meet satisfactory attendance 
requirements. 

 Original finding: Compliant Following rectification: n/a 
 

11.4 For the courses identified in 11.1, the registered provider’s attendance policies and 
procedures must identify the process for contacting and counselling students who have 
been absent for more than five consecutive days without approval or where the student is 
at risk of not attending for at least 80 per cent of the scheduled course contact hours for 
the course in which he or she is enrolled (i.e. before the student’s attendance drops below 
80 per cent). 

 Original finding: Compliant Following rectification: n/a 
 

11.5 For the courses identified in 11.1, the registered provider must regularly assess the 
attendance of the student in accordance with the registered provider’s attendance 
policies and procedures. 

 Original finding: Compliant Following rectification: n/a 
 

11.6 Where the registered provider has assessed the student as not achieving satisfactory 
attendance for the courses identified in 11.1, the registered provider must notify the 
student in writing of its intention to report the student for not achieving satisfactory 
attendance. The written notice must inform the student that he or she is able to access the 
registered provider’s complaints and appeals process as per Standard 8 (Complaints and 
appeals) and that the student has 20 working days in which to do so. 

 Original finding: Compliant Following rectification: n/a 
 

11.7 Where the student has chosen not to access the complaints and appeals processes within 
the 20 working day period, withdraws from the process, or the process is completed and 
results in a decision supporting the registered provider, the registered provider must 
notify the Secretary of DEEWR through PRISMS that the student is not achieving 
satisfactory attendance as soon as practicable. 

 Original finding: Compliant Following rectification: n/a 
 

11.8 For the vocational education and training and non-award courses identified in 11.1.a and 
11.1.d, the registered provider may only decide not to report the student for breaching the 
80 per cent attendance requirement where: 
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a. that decision is consistent with its documented attendance policies and procedures, 
and 

b. the student records clearly indicate that the student is maintaining satisfactory course 
progress, and 

c. the registered provider confirms that the student is attending at least 70 per cent of the 
scheduled course contact hours for the course in which he or she is enrolled. 

 Original finding: Compliant Following rectification: n/a 
 

11.9 For the ELICOS and school courses identified in 11.1, the registered provider may only 
decide not to report a student for breaching the 80 per cent attendance requirement where: 

a. the student produces documentary evidence clearly demonstrating that 
compassionate or compelling circumstances (e.g. illness where a medical certificate 
states that the student is unable to attend classes) apply, and  

b. that decision is consistent with its documented attendance policies and procedures, 
and 

c. the registered provider confirms that the student is attending at least 70 per cent of 
the scheduled course contact hours for the course in which he or she is enrolled. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 12 Course credit 

Registered providers appropriately recognise course credit within the ESOS framework 

12.1 Where the registered provider grants course credit, the registered provider must: 

a. have documented procedures for the granting and recording of course credit, and 

b. provide a record of the course credit to the student, which must be signed or 
otherwise accepted by the student, and place it on the student’s file. 

 Original finding: Not audited Following rectification: n/a 
 

 

12.2 If the registered provider grants the student course credit which leads to a shortening of 
the student’s course, the registered provider must: 

a. if the course credit is granted before the student visa grant, indicate the actual net 
course duration (as reduced by course credit) in the confirmation of enrolment issued 
for that student for that course, or 

b. if the course credit is granted after the student visa grant, report the change of course 
duration via PRISMS under section 19 of the ESOS Act. 

 Original finding: Not audited Following rectification: n/a 
 

STANDARD 13 Deferring, suspending or cancelling the students’ enrolment 

Registered providers may only enable students to defer or temporarily suspend their studies, 
including granting a leave of absence, during the course through formal agreement in certain 
limited circumstances. 

13.1 The registered provider must have in place documented procedures for assessing, 
approving and recording a deferment of the commencement of study or suspension of 
study for the student, including keeping documentary evidence on the student’s file of the 
assessment of the application. 

 Original finding: Compliant Following rectification: n/a 
 

13.2 The registered provider can only defer or temporarily suspend the enrolment of the student 
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on the grounds of: 

a. compassionate or compelling circumstances (e.g. illness where a medical certificate 
states that the student is unable to attend classes), or 

b. misbehaviour by the student. 

 Original finding: Compliant Following rectification: n/a 
 

13.3 The registered provider must: 

a. inform the student that deferring, suspending or cancelling his or her enrolment may 
affect his or her student visa, and 

b. notify the Secretary of DEEWR via PRISMS as required under section 19 of the ESOS 
Act where the student’s enrolment is deferred, temporarily suspended or cancelled. 

 Original finding: Compliant Following rectification: n/a 
 

13.4 The registered provider must inform the student of its intention to suspend or cancel the 
student’s enrolment where the suspension or cancellation is not initiated by the student 
and notify the student that he or she has 20 working days to access the registered 
provider’s internal complaints and appeals process as per Standard 8.1.  If the student 
accesses the registered provider’s internal complaints and appeals process, the 
suspension or cancellation of the student’s enrolment under this standard can not take 
effect until the internal process is completed, unless extenuating circumstances relating 
to the welfare of the student apply. 

 Original finding: Compliant Following rectification: n/a 
 

STANDARD 14 Staff capability, educational resources and premises 

The staff of registered providers are suitably qualified or experienced in relation to the functions 
they perform for students. The educational resources of registered providers support the delivery 
of courses to students. The premises of registered providers, including the floor space available 
for each student, support students to achieve their course outcomes. 

14.1 The registered provider must have and implement policies and procedures to ensure its 
staffing resources are adequate and have the capabilities as required by the quality 
assurance framework applying to the course. Where the course provided by the 
registered provider is not subject to an appropriate quality assurance framework, the 
registered provider must have and implement appropriate documented policies and 
processes for the recruitment, induction, performance assessment and ongoing 
development of members of staff involved with the recruitment or delivery of education or 
client services to students. 

 Original finding: Compliant Following rectification: n/a 
 

14.2 The registered provider must have adequate education resources, including facilities, 
equipment, learning and library resources and premises as required by the quality 
assurance framework applying to the course. Where the course provided by the 
registered provider is not subject to an appropriate quality assurance framework, the 
registered provider must ensure it has adequate education resources, including facilities, 
equipment, learning and library resources, and premises, including ownership or tenancy 
arrangements for the premises, as are needed to deliver the registered course to the 
students enrolled with the registered provider. 

 Original finding: Compliant Following rectification: n/a 
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14.3 The registered provider must notify the designated authority and the students enrolled 
with the registered provider of any intention to relocate premises (including the head 
office and campus locations) at least 20 working days before the relocation. 

 Original finding: Compliant Following rectification: n/a 
 

 

STANDARD 15 Changes to registered providers’ownership or management 

Registered providers proactively inform the designated authority of prospective ownership and/or 
management changes. 

15.1 The registered provider must advise the designated authority in writing of: 

a. any prospective changes to the ownership of the registered provider as soon as 
practicable prior to the change taking effect, and 

b. any prospective or actual change to the high managerial agents (as defined in section 
5 of the ESOS Act) of the registered provider as soon as practicable prior to the 
change taking effect or within 10 working days of the change taking effect where the 
change cannot be determined until it takes effect. 

 Original finding: Not audited Following rectification: n/a 
 

15.2 The registered provider must provide the designated authority with information on the 
new owner or high managerial agent for the purpose of making an assessment under 
section 9(6) of the ESOS Act. 

 Original finding: Not audited Following rectification: n/a 
 

 


