ISAUSTRALIA

ISAustralia is the innovator in Training and Employment.

Our people are our most important asset and we maintain high standards of environmental and safety practices.
We look out for one another, take the time to understand and respect our individual contributions and celebrate
our successes.

With core values of Communication, Responsiveness, Integrity, Solutions and People as the foundation of our
success, ISAustralia is One Team focused on delivering our customer service promise and financial performance,
irrespective of our job, where we live and where we work.

PURPOSE

This guideline sets out how Industries Services Training, trading as ISAustralia (RTO Code 0860), supports the
wellbeing of its students, provides an inclusive and culturally safe learning environment and keeps people safe. This
guideline encompasses:

o Customer Support Services

o Student Support

o Wellbeing and Support Services
o RTO Personnel Availability

o Cultural Safety

« Equal Opportunity and Inclusion
o Child Safety

Students learn when they feel safe, respected and supported. This guideline exists so that support is identified early,
offered consistently and recorded, rather than depending on which staff member a student happens to speak to.

SCOPE

This guideline applies to all prospective and enrolled students, all personnel, contractors and visitors and any third
party delivering services on ISAustralia’s behalf. It covers all training, assessment, enrolment and student support
practice, at delivery sites, online and at external events, in Australia and offshore.

Related area

What it covers

Governed by

Reasonable adjustments

The reasonableness test, consultation, adjustments
by difficulty type, unjustifiable hardship and the
Disability Standards for Education rights table.

Reasonable Adjustment
Guideline

Identifying support at entry

Pre-Enrolment Review, LLN&D assessment,
suitability advice and disclosure at enrolment.

Recruitment and Enrolment of
Students Guideline

Support during delivery

Applying support plans and adjustments in training
and assessment.

Training and Assessment
Guideline

Complaints and appeals

How a complaint or appeal is lodged, handled and
resolved.

Feedback, Complaints and
Appeals Guideline

Offshore learner support

English placement, cohort allocation, translation
support and local referral services.

Offshore AQF Delivery
Guideline

)

RINCIPLES

Principle What this means in practice

Support services are available to every student regardless of age, background, gender,
ability, location or mode of study.

Accessibility

Support needs are identified before enrolment through the Pre-Enrolment Review and
LLN&D assessment and at any time a student raises them.

Early identification

Proactivity ISAustralia looks for emerging need rather than waiting for a student to fall behind and
responds with timely, effective intervention.
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Principle What this means in practice
Individualised support Support plans are developed with the student, not for them and reviewed as their
circumstances change.
Partnership Students, trainers and support officers work together so support is personalised and
effective.
Confidentiality Information shared when accessing support is kept private and disclosed only with the

student’s consent, or where there is a duty of care or a legal obligation.

Cultural safety A learning environment free from racism, unconscious bias and cultural insensitivity, where
identity is valued and affirmed.

Zero tolerance Discrimination, bullying, harassment, vilification, victimisation and abuse are not tolerated,
in any form, from anyone.

Integrity is not adjustable | Support and adjustment change how a student demonstrates competency. They never
change what must be demonstrated.

1. INCLUSION AND EQUAL OPPORTUNITY

ISAustralia’s approach to inclusion ensures that courses respond to individual needs and that no person is
disadvantaged because of race, colour, nationality, ethnicity, religion, religious belief or activity, political belief, age,
gender, gender identity, sexual orientation, disability, language, literacy or numeracy level, employment status,
imprisonment, remote location or any other attribute protected by law. This protection expressly includes Jewish
people and communities and people of every faith or belief, including protection from antisemitism and other
forms of religious hatred.

1.1 Access and equity commitments

« Equity for all individuals through the fair and appropriate allocation of resources.
« Equality of opportunity for all individuals without discrimination.

o Access for all individuals to appropriate quality training and assessment services.
« Increased opportunity for individuals to participate in training.

Groups traditionally under-represented in vocational education and training and to whom ISAustralia gives
particular attention, include people with a disability; First Nations people including Aboriginal and Torres Strait
Islander people; women; people from non-English speaking backgrounds; people in rural and remote areas; and the
long-term unemployed.

ISAustralia identifies and, where possible, removes barriers that prevent individuals from accessing and
participating in its services and provides equitable access to educational and support services regardless of mode of
study or location. Where there are limitations in what can be provided, this is stated clearly in pre-enrolment
information so students can make an informed choice.

1.2 Inclusive learning

Inclusive learning is about a fair go for everyone. Everyone has a right to learn and everyone can learn, but many
people do not get fair access to learning opportunities. Everyone learns differently.

Area What ISAustralia does

Understand differences Understands the vocational aspirations and support needs of students before enrolment so
in the student cohort they are enrolled in the right level course with the right mix of supports. This includes the
Pre-Enrolment Review and guidance to students. All trainers have access to information on
student diversity.

Access skills and Introductory inclusive learning skills are embedded in personnel induction and ongoing
expertise in addressing professional development on inclusive learning is supported.

difference

Listen to the student Collects the perspectives of students and considers their views in the way courses are

organised and support is provided.

Help students choose an | Provides flexible options, advice and guidance on the best pathway towards a vocational
appropriate pathway outcome. All students receive information and guidance on course requirements and
outcomes before enrolment.
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Area What ISAustralia does

Develop the core skills of | All trainers have the basic knowledge they need to identify and respond to language, literacy,
students numeracy and digital literacy needs. Oral communication, reading, writing, numeracy,
technology and learning are treated as skills that students continually update and build for
new contexts.

Build on existing Teaching and learning activities have contextual application and relevance, so learning is
capability productive, meaningful and engaging and builds on what the student already brings.

Being inclusive is everyone’s responsibility. Trainers and Assessors use a variety of training methods, encourage
respectful interaction, seek feedback from students, collaborate with specialists when extra help is needed and
continually update their own skills.

1.3 Discrimination, bullying and harassment

ISAustralia provides workplace, learning and client-service environments free from bullying, harassment,
discrimination and vilification. Discrimination or vilification based on race, colour, nationality, ethnicity, religion,
religious belief or activity, political belief, or any other protected attribute is prohibited. This includes antisemitism,
Islamophobia and other religious or racial hatred. These requirements apply to personnel, agents, students, clients
and third parties at all work and training-related activities, including face-to-face and offshore delivery, work
placements, meetings, events, online classes, learning management systems, email, messaging applications, social
media and other communication platforms.

Prohibited conduct includes slurs, stereotypes, threats, intimidation, exclusion, hostile imagery or symbols, denial
or ridicule directed at a person’s identity, circulating hateful material, and encouraging hatred, serious contempt or
severe ridicule. Conduct may breach this guideline whether it occurs once or repeatedly and whether or not harm
was intended.

Term What it means

Direct discrimination Any action which specifically excludes a person or group from a benefit or opportunity, or
significantly reduces their chances of obtaining it, because their status or personal
characteristics, irrelevant to the situation, are applied as a barrier.

Indirect discrimination The outcome of rules, practices and decisions which treat individuals equally and appear
neutral, but which in fact perpetuate an unequal situation and significantly reduce a
person’s chances of obtaining or retaining a benefit or opportunity.

Systemic discrimination Discrimination perpetuated by rules, practices and decisions which disadvantage a group
because of their status or characteristics and advantage others. Direct and indirect
discrimination contribute to it.

Bullying Repeated, unreasonable behaviour directed towards an individual or group that creates a
risk to health and safety. Unreasonable behaviour is behaviour that a reasonable person,

having regard to the circumstances, would see as victimising, humiliating, intimidating or

threatening.

Harassment Any behaviour which is unwelcome, offends, humiliates or intimidates a person. Harassment
may result from behaviour not intended to offend, such as jokes or unwanted attention.
That does not make it lawful.

Victimisation Treating a person unfairly because they have made, supported or witnessed a complaint.

Vilification Public conduct that incites hatred, serious contempt or severe ridicule of a person or group
on the basis of a protected attribute.

Examples of bullying include a manager or trainer using a harsh style involving shouting, constant criticism or
humiliation in private or in front of peers; treating someone less favorably, including intimidation, forced initiation,
practical jokes or demeaning tasks; sniggering or gossiping behind someone’s back; laughing at someone to make
them uncomfortable; setting unreasonable timelines or tasks unreasonably below or beyond a person’s skill level;
and deliberately excluding someone from workplace or classroom activities.

Minimum standards of behaviour. Everyone is expected to be polite and courteous; to respect differences between
individuals and their circumstances; not to engage in or encourage bullying behaviour; to follow the complaint
process if they experience it; to report bullying they see happening to others; and to keep information confidential
if involved in an investigation.
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What is not bullying. Fair and reasonable management action taken to counsel someone for underperformance, to
investigate a complaint, to discipline misconduct, or to give reasonable work directions in line with business needs
does not amount to bullying.

Anyone found to have breached these standards will be disciplined accordingly, which may include termination of
employment or enrolment. A contractor found to have breached them may have their contract terminated or not
renewed.

1.4 Disclosure, support and reasonable adjustment

« Prospective students are invited to disclose additional support needs through the Enrolment Onboarding Form
or student support declaration. Personnel provide information about available support and encourage
voluntary disclosure. Disclosure is always the student’s choice.

o Ondisclosure, Student Support meets with the student to understand the impact on learning, identify
reasonable adjustments and support strategies and develop and document an Individual Support Plan.

o Trainers are informed of relevant adjustments without breaching confidentiality. Information is treated
confidentiality and only necessary information is divulged to protect student privacy.

« Students have the right to request reasonable adjustments at any time and the right to have their information
kept confidential unless consent is given or disclosure is required by law.

« Adjustments are offered consistent with training package rules and without compromising assessment
integrity. See the Reasonable Adjustment Guideline for the reasonableness test, the consultation
requirements, examples by difficulty type and unjustifiable hardship.

« Individual Support Plans are reviewed at intervals suitable to the course duration and study mode and revised
in collaboration with the student.

2. CULTURAL SAFETY

Cultural safety is an environment in which students from all cultural and religious backgrounds feel respected,
acknowledged and able to participate without racism, discrimination, vilification, religious hostility, unconscious
bias or cultural insensitivity. It is more than cultural awareness. It requires active protection of each person’s
cultural, racial, ethnic and religious identity and the creation of learning spaces where identity is valued and
affirmed.

ISAustralia is committed to maintaining learning environments free from racism, discrimination, harassment,
antisemitism and other religious hatred or hostility; promoting cultural understanding, inclusion and equity;
fostering environments where First Nations people and people from all racial, ethnic and faith communities feel
respected, valued and supported; and actively engaging with diverse communities to improve participation and
student outcomes. This commitment applies equally in Australia and offshore and across face-to-face, workplace,
online and blended delivery.

2.1 Inclusive learning environment

« Classrooms and virtual spaces are inclusive, safe and accessible to all students.

» Flexibility is provided to support students meeting cultural obligations or navigating cultural responsibilities,
including Sorry Business and community responsibilities, where these affect attendance or assessment timing.

« Course materials, communications and assessments are accessible and inclusive.

o Inclusive and respectful language is used at all times.

« Racist, antisemitic, religiously hostile or culturally abusive conduct is addressed promptly, including conduct
occurring through online classes, learning platforms, email, messaging applications or social media connected
with training.

2.2 Supporting First Nations cultural safety

« Speak respectfully of First Nations cultures, knowledge, systems and people.

« Include First Nations voices in decision making where relevant and applicable.

« Engage First Nations staff, educators, community leaders and members to review and guide training and
assessment practices.

« Include First Nations perspectives in training content and context and embed truth-telling into course
materials, where relevant.

o Build authentic relationships with local First Nations communities to understand local histories and needs.
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« Acknowledge traditional custodians.
« Engage with local First Nations organisations, community or elders and involve cultural advisors in the
development of course materials and assessment strategies where applicable to the demographic of the

courses offered.

2.3 Responding to a cultural safety concern

Step Stage What happens Responsible

1 Listen Listen respectfully and without judgment. Do not minimise, Any personnel
explain away or ask the person to justify how they felt.

2 Record Record the feedback or concern confidentially using the Any personnel
complaint form.

3 Notify Notify the Student Support Officer within 1 working day. Where | Any personnel
the concern involves the Student Support Officer, or a member
of management, notify the CEO directly.

4 Review Begin a culturally appropriate review or resolution process. Student Support
Where the person wishes to make a formal complaint, this Officer
proceeds under the Feedback, Complaints and Appeals
Guideline.

5 Record the outcome Document the action taken in the Continuous Improvement Quality Assurance
Register.

De-escalation: Culture is a personal matter and there may be occasions where emotions run high and tension needs defusing.
Personnel must not become physically involved. Create space by verbally directing participants and referring to the relevant
code of conduct. Where a greater degree of intervention is required, contact on-site security or the police. The one exception
is where a person is at immediate risk of harm, in which case section 3.5 applies.

2.4 Cultural safety training

o All personnel complete annual cultural safety training covering unconscious bias, racism, discrimination,
vilification, antisemitism, other religious hatred, inclusive practice, offshore delivery considerations and how to
recognise, respond to and escalate concerns.

o New personnel are trained in this guideline during induction.

« Reflective practice and open dialogue about inclusivity and cultural responsiveness are encouraged.

o Where personnel face a knowledge gap in an unfamiliar situation, they remain objective and respectful.

« Listening, acknowledgement and receptiveness are the expected response, not improvisation.

3. WELLBEING AND SUPPORT SERVICES

Student wellbeing directly affects learning outcomes. ISAustralia provides supportive and inclusive services to all
students, including those facing personal, emotional or mental health challenges. Support is communicated clearly,
accessed confidentially and delivered with respect and care.

3.1 Internal support services

Service

What it provides

Enrolment support

Assistance with the enrolment process, understanding course requirements and accessing
relevant forms.

Pre-Enrolment Review

Language, literacy, numeracy and digital literacy levels and the suitability of course
selection is determined before enrolment.

Academic support

Help with course content, study planning, time management and access to additional
learning materials.

Assessment support

Guidance on understanding assessment criteria, preparing for assessment and applying
for reasonable adjustments.

Wellbeing support

Access to the Student Support Officer for personal issues affecting wellbeing or study,
including referral to external professionals.
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Service What it provides

Access to staff Clear contact details for trainers, assessors and support staff, with published availability
and drop-in times. See section 4.

Individual Support Plans Created and maintained for students requiring ongoing support, monitored and reviewed
by the Student Support Officer.

Pathway and career Qualification pathway information from industry expert personnel, career advice and

guidance referral to apprenticeship, traineeship or employment support where the student is
interested.

3.2 Accessing support

« Students are informed of available support at enrolment, at induction and in the Participant Handbook.

« Students may self-refer through the Student Support Officer, by email or phone using the contacts published
on the website and in the Participant Handbook, or in person at the administration desk.

« Support needs may also be identified by a trainer or other staff member and referred to Student Support with
the student’s consent.

o All student enquiries are acknowledged within 24 hours.

o The Student Support Officer assesses the need and either provides support directly or refers the student on.

o Where ongoing support is required, an Individual Support Plan is developed with the student, signed by the
student and the trainer or assessor and monitored.

o Progress is monitored and adjustments made as circumstances change.

3.3 Individual Support Plans

An Individual Support Plan records the qualification or course and delivery mode; the level of support required,
from minimal coaching to intensive assistance; the core skill categories affected, and the support actions required;
and the goals and support strategies agreed with the student.

Support may include verbal assessment or scribe support, translation or bi-lingual delivery, additional practice
sessions, one-on-one coaching or mentoring and adjustments to training delivery such as flexible scheduling or
digital access. Trainers and support staff monitor progress and adjust the support as needed, recording changes and
outcomes in the student management system.

3.4 Students identified as at risk

An at-risk student is one identified as potentially not completing due to academic or personal challenges. Enrolment
and support staff play a role in identifying students at risk and referring them to appropriate academic or wellbeing
support.

« Trainers and support officers monitor student engagement, attendance and assessment outcomes.

o Where a pattern emerges, contact the student early rather than waiting for a failed assessment.

o Review the Individual Support Plan or create one and record the outcome.

« Trainers and assessors receive training to recognise signs of distress and to refer students appropriately.

3.5 Responding to a student at immediate risk

If there is an immediate risk to life or safety, call 000 (3311380 For Timor-Leste) first.
Do not attempt to assess or counsel. Do not leave the person alone. Do not promise confidentiality you cannot keep.

Where a student discloses, or personnel reasonably suspect, that a student is at risk of serious harm to themselves
or others:

« Stay with the person and keep them safe until help arrives or the immediate risk passes.

« Call 000/3311380 where there is an immediate risk to life or safety, or a medical emergency.

« Contact the Student Support Officer immediately. Where the Student Support Officer is unavailable, contact
the CEO. Do not wait for a return call before acting on immediate risk.

« Offer a crisis service from the directory at Attachment A and where the student agrees, help them make the
call.

« Confidentiality gives way to duty of care. Where a person is at risk of serious harm, personnel may disclose
what is necessary to keep them safe, without consent. Only the General Manager or the Student Support
Officer authorises a disclosure made without consent and the reason is recorded.
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Record the incident and the response taken on the same day and file it confidentially with restricted access.
Follow up. The Student Support Officer contacts the student within one business day of the incident, agrees

next steps and reviews or creates an Individual Support Plan.

Check on the personnel involved. Responding to a crisis affects the responder. The General Manager offers a
debrief and support.

3.6 Communicating support services

Key contacts and service access points are published in the Participant Handbook, on the website, in Course
Information Guides and in the enrolment pack.

During enrolment, support services are introduced through induction and orientation information, an
introduction to the Student Support Officer and printed and digital wellbeing resources.

Students achieving an award with an expiry date are notified within one month of the qualification expiring.
Regular student surveys collect feedback on support service effectiveness and awareness. See the Stakeholder
Engagement Guideline.
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Effective access to personnel is a critical factor in student retention, progression and course completion. Students
must know how and when they can contact the people responsible for supporting them.

Who

Availability

Response standard

Trainers and assessors

Present and available during scheduled
face-to-face or online classes.

A minimum of 2 to 4 hours per week
outside scheduled training time for
consultation or academic support, on
request and by arrangement.

Academic enquiries answered within 2
business days.

Enrolment and student support
staff

Available during business hours for
enrolment queries, administrative
processes, fee and payment enquiries and
access to learning resources and support
services.

General enquiries answered within 2
business days, with urgent matters
triaged.

All personnel

Contact hours, availability windows and
channels published and kept current.

All student enquiries acknowledged
within 24 hours. Urgent matters,
meaning safety, mental health or
technical access barriers, receive a
response or acknowledgement within 24
hours.

Where more time is needed to resolve a matter, the student is told the expected resolution timeframe and kept

updated until it is finalised.

4.1 How availability is maintained

« Personnel communicate their availability, contact details and preferred communication methods clearly at
course commencement and in writing.
« Contact hours are published and updated in the learning management system course shells and in the

Participant Handbook.

« Trainer availability must be consistent and documented. Any change, including leave or a period of
unavailability, is communicated to students in advance and alternative support arrangements put in place.

o Personnel maintain communication logs through the learning management system or student management
system so responsiveness and student interactions can be tracked.

» Students may escalate an unresolved issue relating to access to personnel to Student Support or the CEO, by
written request or online form.

« Response times are monitored as part of internal quality assurance and trends reviewed quarterly.

5. CHILD SAFETY

Application

ISAustralia does not enrol students under 18 years of age. This part nonetheless applies wherever a child or young
person is present in connection with ISAustralia’s operations, including site visitors, family members attending with a

student, work placement and workplace delivery environments, community engagement activities, external events where
ISAustralia is the lead organisation and online environments ISAustralia operates.

A child is a person under 18 years of age.

Before enrolling any student under 18, the CEO must first approve the enrolment and confirm the applicable state child
protection and Working with Children requirements. This guideline does not by itself authorise under-18 enrolment.

ISAustralia aligns its child safety practice with the National Principles for Child Safe Organisations (2019), adopted
across all Australian states and territories.

5.1 Child Safety Officer

The Child Safety Officer is the point of contact for students, trainers, assessors, parents, caregivers and any
concerned person, to provide information and receive advice on any situation of concern and to take appropriate
action in a timely manner.
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Child Safety Officer: 07 2102 3442/ +61 461 475 801
For an immediate risk of harm, call 000/ 3310080 first, then notify the Child Safety Officer.

5.2 Code of conduct

All persons employed by or representing ISAustralia must:

Be informed on the indicators of child abuse and take all reasonable steps to protect children from abuse.
Listen and respond to the views and concerns of children, particularly if they are saying that they or another
child has been abused, or that they are worried about their own or another child’s safety.

Promote the cultural safety, participation and empowerment of Aboriginal and Torres Strait Islander children,
of children from culturally and linguistically diverse backgrounds and of children with a disability.

Ensure, as far as practicable, that adults are not left alone with a child.

Report any allegation of child abuse to the Child Safety Officer and to ISAustralia management and ensure the
allegation is reported to the police or the child protection authority.

Report any child safety concern to the Child Safety Officer and to ISAustralia management.

Where an allegation is made, ensure as quickly as possible that the child or children are safe.

Encourage children to have a say and participate in relevant activities, especially on issues that are important
to them.

All persons employed by or representing ISAustralia must not:

Initiate or maintain particular relationships that could be perceived as favoritism with any child in their care.
Use physical force with a child, particularly in a manner that may be considered rough or unnecessary.

Cause or be complicit in the abuse of a child.

Ignore a suspected or reported instance of child abuse.

Perform personal tasks for a child that they are capable of doing for themselves.

Have conversations or communications containing content unsuitable for children that can be seen or heard,
including vulgar language.

Promote personal beliefs on themes such as race, sexuality or culture in the presence of children.
Discriminate against any child, including because of culture, race, ethnicity or disability.

Conduct organised contact with a child or their family outside of ISAustralia without the Child Safety Officer’s
knowledge and consent.

Have inappropriate online interactions with a child or their family.

By observing these standards, all personnel acknowledge an individual responsibility to immediately report any
breach of this code to the Child Safety Officer and to ISAustralia management.

5.3 Screening and training

All personnel, volunteers and contractors who work with children and young people undergo background
checks comprising a Working with Children Check or state equivalent, a police check and reference checks.
Checks are verified before the person commences work with children and the verification, card number and
expiry are recorded. (Working with Children Check applies to domestic personnel)

All personnel and volunteers receive child safety training covering understanding and identifying the signs of
abuse and neglect, reporting procedures and mandatory reporting obligations and appropriate interactions
with children and young people.

5.4 Reporting and escalation

Personnel and students are encouraged to report any concern about the safety or wellbeing of a child,
whether it relates to a student, a staff member or an external party.

All concerns are treated seriously, investigated promptly and handled confidentially.

Reports are escalated to the appropriate authorities, including the child protection service or law enforcement,
where necessary.

Support or sensitivity needs must be identified and provided where a person involved requires assistance due
to a language barrier, physical or intellectual disability, Aboriginal or Torres Strait Islander background, or other
cultural factors. Specialised assistance may need to be sourced externally.

Reporting to the Child Safety Officer does not replace an individual’s own legal obligation to report where one
applies. If in doubt, report.
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5.5 Response plan

Children are to be seen and heard. The following applies where there is reasonable suspicion or observation of
abuse. An accurate record must be kept of the incident and the response taken.

Response Action

1. Urgent action Where there is an urgent risk of harm: secure the alleged victim by calmly separating them from

others; call 000/3311380 for medical or police assistance; alert the Child Safety Officer to be
present and liaise with emergency response staff.

Where the circumstances do not pose an urgent risk, start at Response 2.

2. Securing support Once urgent support has been provided and the environment is secure, proper reporting takes

place. This is the point at which to engage the relevant child protection authority.

3. Contacting Consult the child protection service for guidance on what information may be relayed to parents
responsible persons or guardians. Their advice may be that parents or guardians are not notified. The best interest

and protection of the child is the priority.

4. Ongoing support Ongoing support is arranged through an Individual Support Plan with sourced counselling or

psychological services. Further steps may be required for the child’s physical safety as part of a
safety plan.

5.6 Safe environments

Supervision. Children and young people are supervised at all times during training and related activities, with
sufficient staff or responsible adults present during face-to-face sessions and appropriate supervision of online
sessions. Clear boundaries for interaction, online and face-to-face, must be established.

Physical and emotional safety. Physical and online environments are safe and respectful, with a zero-tolerance
position on bullying, harassment and any form of abuse or discrimination. Conflict or challenging behaviour is
addressed immediately. Accommodations are made where necessary for children with disability or other
needs to participate fully and safely.

Online and media safety. Platforms used for training and communication must be secure and comply with
privacy and safety standards. Clear guidelines are provided on appropriate online behaviour, personnel
monitor interactions and delivery is structured to minimise risk of online abuse or exploitation.

Fairness in investigation. Personnel or representatives subject to an internal investigation are afforded fair and
just treatment. The primary concern remains the child.

5.7 Risk management

Regular risk assessments identify potential hazards related to child safety in training environments, including
face-to-face and online delivery.

Control measures include safe and appropriate training venues, clear policies on staff and student interactions
and strict access control to prevent unauthorised individuals interacting with children or young people.

Risk assessments and control measures are recorded and reviewed annually and whenever a new delivery
arrangement involves children or young people.

©ISAustralia Version 1.0 August 2026 Page 10 of 15



ROLES AND RESPONSIBILITIES

ISAUSTRALIA

Role

Responsibility

CEO

Accountable Officer for this guideline. Ensures support, inclusion and safety services are
adequately resourced and that staffing and training allow personnel to meet the
published response standards. Approves any disclosure made without consent and any
enrolment of a student under 18. Manages escalated concerns. Offers debrief and
support to personnel after a critical incident.

Child Safety Officer

Point of contact for any child safety concern or allegation. Guides personnel and students
in reporting, takes timely action, liaises with emergency services and the child protection
authority, oversees screening verification and maintains child safety incident records.
Contact: 07 2102 3442/ +61 461 475 801.

Student Support Officer

Coordinates all student wellbeing and support services. Assesses need, provides or
arranges support, develops and reviews Individual Support Plans, maintains referral
records, receives cultural safety concerns within 1 working day and follows up after a
crisis.

Quality Assurance

Samples student files for evidence that support was identified, offered and recorded.
Monitors response times and complaint themes. Maintains the Continuous Improvement
Register. Raises and closes non-conformances.

Trainers and Assessors

Practise inclusive and culturally responsive delivery and assessment. Identify support
needs and signs of distress and refer appropriately. Implement agreed adjustments.
Maintain availability and response standards. Maintain an environment in which students
feel comfortable raising concerns.

Enrolment and
administration staff

Invite and record disclosure, provide information about available support, identify
students at risk and refer them and meet the published response standards.

All personnel and

Observe the standards of behaviour and the child safety code of conduct. Report

contractors discrimination, bullying, harassment or a child safety concern. Complete induction and
annual training.

Students Engage with support services, disclose support needs voluntarily, participate in planning
and review of adjustments, treat others with respect and use the feedback and
complaints process where they have a concern.

RECORDS
Record Where held Retention

Pre-Enrolment Review and LLN&D assessment | aXcelerate Student file Life of the student record

Individual Support Plans and reviews aXcelerate Student file Life of the student record

Referral records and support notes aXcelerate Student file (restricted Life of the student record

access)

Cultural safety concerns and outcomes Complaint records; Continuous Per Records Management Policy

Improvement Register

Discrimination, bullying and harassment Complaint records, restricted Per Records Management Policy

complaints access

Crisis and critical incident records Restricted access, held by the Per Records Management Policy

Student Support Officer

Child safety concerns, allegations and Restricted access, held by the Child | Per Records Management Policy

response records Safety Officer

Working with Children Check, police check VET workforce records Per VET Workforce Policy

and reference check verifications, with card

numbers and expiry dates

Child safety risk assessments Quiality Assurance records Per Records Management Policy

Induction and annual training records VET workforce records Per VET Workforce Policy
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Records disclosing disability, health or personal circumstances are handled as sensitive information under the
Privacy Act 1988 and the Australian Privacy Principles, with access restricted to personnel who need it to provide
support.

MONITORING AND REVIEW

Activity What is checked Frequency
Student file sampling Disclosure invited and recorded; Individual Monthly, minimum 5 files or
Support Plans present, signed and reviewed; 50%, whichever is greater
adjustments communicated to trainers
Response time monitoring 24 hour acknowledgement and 2 business day Quarterly
response standards met; trends by team
Complaint and concern themes Discrimination, bullying, harassment and Quarterly
cultural safety concerns; patterns by cohort, site
or trainer
Support service awareness Whether students know what support exists Per the Stakeholder
and how to reach it, through student surveys Engagement Guideline
Personnel training currency Induction within two weeks; annual cultural Annually

awareness, inclusion and child safety training
completed by all personnel

Screening currency Working with Children Checks and police checks | Quarterly
current and unexpired for anyone working with
children

Child safety risk assessment Hazards, control measures and access controls Annually and on any new
still adequate arrangement involving

children

Referral directory review Support service names, numbers and websites Annually
current, including the offshore local list

Guideline review Alignment with the Standards, the National Annually, or earlier on
Principles for Child Safe Organisations and the regulatory change

other ISAustralia guidelines

Actions taken are documented in the Continuous Improvement Register with root cause recorded, in accordance
with the Continuous Improvement Guideline. Student and personnel feedback on the effectiveness of this guideline
is actively sought.

FEEDBACK, COMPLAINTS AND APPEALS

Students, personnel and other stakeholders may give feedback, make a complaint or lodge an appeal about any
matter covered by this guideline, including discrimination, bullying, harassment, cultural safety, access to support,
or a decision affecting their support. The process is set out in the Feedback, Complaints and Appeals Guideline and
is publicly available on the ISAustralia website and in the Participant Handbook.

« Anyone who believes they have been subject to discrimination, bullying or harassment should act as soon as
possible. Anyone who believes they have witnessed it may also make a complaint.

o Complaints are investigated confidentially and impartially and those advising, conciliating or investigating must
act without bias and avoid any conflict of interest.

o The person complained about must be given a fair opportunity to know the case against them and to respond.

o No one will be victimised for making, supporting or witnessing a complaint. A complaint of victimisation is
treated in the same way as the original complaint.

o Where the General Manager is not the appropriate person to handle a complaint, it is referred to another
member of the management team or to an external independent party.
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ISAUSTRALIA

ATTACHMENT A: SUPPORT SERVICE DIRECTORY

Personnel refer, they do not counsel. Provide the contact and notify the Student Support Officer. Reviewed annually.

Service

Contact

What it offers

Emergency

000

Police, fire and ambulance. Call first where there is an
immediate risk to life or safety.

ISAustralia Student Support

07 2102 5542
support@isaustralia.com.au

Enrolment, administrative and fee enquiries; learning
resources; referral to academic and wellbeing support.

ISAustralia Child Safety
Officer

07 2102 3442

Any child safety concern or allegation.

Lifeline 131114 Crisis support and suicide prevention. 24 hours, 7 days.
lifeline.org.au

Beyond Blue 1300 22 4636 Mental health support, information and counselling. 24
beyondblue.org.au hours, 7 days.

13YARN 139276 Crisis support for Aboriginal and Torres Strait Islander

13yarn.org.au

people, from Aboriginal and Torres Strait Islander crisis
supporters. 24 hours, 7 days.

1300 MH CALL (Queensland
Health)

1300 642 255

Confidential mental health telephone triage and first point
of contact to Queensland Health mental health services.

1800RESPECT 1800 737 732 National domestic, family and sexual violence counselling
1800respect.org.au and support. 24 hours, 7 days.
Kids Helpline 1800 55 1800 Free, private, confidential counselling for young people

kidshelpline.com.au

aged 5 to 25. 24 hours, 7 days.

National Alcohol and Other
Drug Hotline

1800 250 015
adf.org.au

Alcohol and other drug information, counselling and
referral to services in every state and territory.

Reading Writing Hotline

1300 655 506

Free advice and referral to adult literacy and numeracy

readingwritinghotline.edu.au | courses anywhere in Australia.

National Relay Service accesshub.gov.au Phone access for people who are deaf, hard of hearing or

have a speech disability. Access numbers vary by call type.

Offshore delivery. Australian crisis lines are not available from outside Australia. The offshore program maintains its
own local referral list, culturally appropriate to the delivery location, reviewed annually. See the Offshore AQF
Delivery Guideline.
ENROLMENT SUPPORT SERVICES

For enquiries about enrolment support services from IST Australia, please contact:
IST Australia (RTO 0860) LicensingTL- Timor-Leste
Email Email:
info@isaustralia.com.au admin@licesingtls.com
quality@isaustralia.com.au

WhatsApp: +61 461 475 801 WhatsApp: +670 7669 0928

Contact details

Whatsapp: +61 461 475 801

Email: support@isaustralia.com.au
Bendito da C. de Araujo: +670 7419 001
Emilia Soares +670 7850 8191

Name
Academic Support (ISAustralia)

Academic Support (Timor-Leste)
First Aid Support

CONFIDENTIAL REPORTING AND SAFEGUARDING CONCERNS
To make a confidential report or seek support related to safeguarding concerns, please contact:
Online feedback form: https://www.isaustralia.com.au/complaints-appeals/
ISAustralia Complaints, Appeals or Feedback Whatsapp: +61 461 475 801
Email: support@isaustralia.com.au
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LicensingTL Complaints, Appeals or Feedback
Email:

WhatsApp: +670 7862 4999

ISAUSTRALIA

ceo@licensingtls.com & chair@licensingtls.com

CONFIDENTIAL SERVICES AVAILABLE IN TIMOR-LESTE
Students may also reach out to the following confidential services available in country:

Service Purpose Mobile / WhatsApp

PRADET Mental Health & Psychosocial +670 7724 0331
Services

ALFelA Legal Assistance +670 7733 7185

PCIC Anonymous Tip / Disclosure +670 331 1166

National Police  Emergency / Police Assistance

Timor-Leste

3311380 or 3310080

Other
http://www.pradet.org

pcic.gov.tl
Call the PNTL

This contact list is provided for student support and wellbeing. All enquiries are treated with confidentiality.

ATTACHMENT B: ANTI-DISCRIMINATION AND HUMAN RIGHTS AGENCIES

Students and personnel may seek independent information or make an external complaint to the relevant agency.

Using an internal process first is encouraged but is not a precondition.

Jurisdiction Agency Contact
National Australian Human Rights Commission 1800 620 241
humanrights.gov.au
Queensland Queensland Human Rights Commission 1300 130 670

ghrc.gld.gov.au

New South Wales Anti-Discrimination NSW

1800 670 812
antidiscrimination.nsw.gov.au

Victorian Equal Opportunity and Human Rights
Commission

Victoria

1300292 153
humanrights.vic.gov.au

South Australia Equal Opportunity Commission SA

(08) 7322 7070
€0cC.sa.gov.au

Western Australia Equal Opportunity Commission WA

(08) 9216 3900
€0cC.wa.gov.au

Tasmania Equal Opportunity Tasmania 1300 305 062
equalopportunity.tas.gov.au
Northern Territory NT Anti-Discrimination Commission 1800 813 846

adc.nt.gov.au
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