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1. Policy Statement 

Antrick Education Pty Ltd trading as Antrick Health Academy (the RTO) is committed to identifying and 
responding to the support and wellbeing needs of its student cohort so that students can access, participate in 
and progress through training and assessment in a safe, respectful and supportive environment. Student 
support and wellbeing are essential to educational quality, retention, progression and successful completion. 

 

The RTO will provide or facilitate access to appropriate training support, reasonable adjustment, wellbeing 
information, staff contact points, referral pathways and timely responses to student queries. The RTO will also 
provide clear pre-enrolment information about available support and wellbeing services, and for overseas 
students will provide support services consistent with National Code Standard 6. Student support must be 
delivered in a manner that respects privacy, consent, safety and the integrity of the training product. 

 

This policy establishes the organisation-wide framework for student support and wellbeing. Detailed service 
procedures, contact lists, referral directories, orientation materials and escalation workflows may be 
maintained in supporting documents.  

 

2. Purpose 

• set the RTO’s framework for identifying, providing and reviewing student support and wellbeing services; 
• ensure students receive clear information before and during enrolment about support options, contact 

points and responsibilities; 
• support equitable access to training and assessment through reasonable adjustment and targeted 

educational support; 
• promote student wellbeing through cohort-specific strategies, referral pathways and prevention measures 

for abuse, harassment and violence; 
• support compliance with the 2025 Standards for RTOs and, where relevant, ESOS National Code obligations 

for overseas students; 
• establish documentation, escalation, referral and continuous-improvement requirements for student 

support practices. 

 

3. Scope 

This policy applies to all current and prospective students and all staff or third parties involved in providing 
student information, suitability advice, training support, reasonable adjustments, wellbeing support, 
orientation, referrals, monitoring of progress, or response to student safety or welfare concerns. It applies 
across face-to-face, workplace, blended, online, distance, third-party, offshore and work-placement contexts. 



 
 

   

 

 

4. Legislative and Regulatory Context 

ASQA’s Information Practice Guide requires that students are given clear, accurate and current information 
prior to enrolment about the training product, fees, obligations, support services and wellbeing support 
services available, and that prospective students are advised about the suitability of the training product having 
regard to their skills, competencies, language, literacy and numeracy proficiency and digital literacy. Students 
must also be informed promptly of changes that affect them. 

 

ASQA’s Training Support Practice Guide requires that students have access to support services, trainers, 
assessors and other staff to support their progress throughout the training product, that queries are responded 
to in a timely manner, and that reasonable adjustments are made where appropriate for students with 
disability. ASQA’s Wellbeing Practice Guide requires the RTO to identify the wellbeing needs of its student 
cohort, implement appropriate wellbeing strategies, advise students of the support services available, and 
ensure staff understand and apply those strategies in practice. 

 

For CRICOS delivery, National Code Standard 6 requires registered providers to give overseas students 
orientation about living and studying in Australia, offer reasonable support at no additional cost, provide access 
to designated support staff, provide information or referrals for relevant support services, maintain contact with 
online or distance students, promote safety and personal security, and maintain a critical incident policy.  

 

5. Definitions 

• Training support services means the educational and practical supports that help a student participate in 
and progress through training and assessment, including LLN support, tutorials, trainer access, assistive 
technology and technical support. 

• Wellbeing support services means supports, information, strategies or referral pathways that assist 
students in relation to their mental, physical, social, cultural, financial or personal wellbeing as it relates to 
study participation and safety. 

• Reasonable adjustment means a measure or action that assists a student with disability to access and 
participate in training and assessment on an equal basis without compromising the integrity of the training 
product. 

• At-risk student means a student who may be at risk of not making satisfactory progress, withdrawing, 
disengaging, or being adversely affected by support, safety or wellbeing issues. 

• Referral means directed assistance to an internal contact or an external service where the student’s needs 
exceed the RTO’s role, expertise or resources. 

• Critical incident has the meaning given in the National Code and the organisation’s Critical Incident and 
Emergency Management Policy. 

 



 
 

   

 

 

6. Policy Principles 

• Student support and wellbeing strategies must be tailored to the actual characteristics and needs of the 
student cohort and training products offered. 

• Students must be informed clearly about available support services, how to access them, and any limits of 
the RTO’s role. 

• Support should be identified at pre-enrolment and revisited throughout the student journey, not only at 
commencement. 

• Reasonable adjustments should be made where appropriate, in consultation with the student and relevant 
staff, while maintaining course integrity. 

• Privacy, dignity, informed consent and culturally safe practice must be respected in all support interactions. 
• The RTO must respond promptly to concerns about safety, abuse, harassment, violence, severe distress or 

significant barriers to study and escalate or refer where appropriate. 

 

7. Pre-Enrolment Information and Suitability Advice 

Before enrolment and before fees are required to be paid, the RTO must provide prospective students with clear 
and accurate information about the training product, delivery mode, duration, locations, scheduling, entry 
requirements, work placement or practical requirements, fees and charges, student obligations, available 
training support services and wellbeing support services, and how those services may be accessed.  

 

Prospective students must also be given advice about the suitability of the training product having regard to 
their skills, competencies, LLN, digital literacy, physical requirements, prior experience and any other relevant 
prerequisites. 

 

Where a student may not be suited to the intended training product, the RTO should provide advice about 
alternative pathways, preparatory support or other training options.  

 

8. Training Support Services 

The RTO will provide or arrange access to training support services that are appropriate to the course of study, 
student cohort and mode of delivery. Support services may include readings, exercises, practice tests, LLN 
support, tutorial support, trainer consultations, individualised learning support, assistive technology, IT support 
and other educational supports reasonably required for the training product. 

• Students must be informed how and when they can contact trainers, assessors and relevant support staff. 
• Student queries must be responded to within 14 business day timeframes.  
• Support arrangements must be available to students at enrolment and as they progress through the course. 
• Third-party providers must deliver support services to the required standard and be monitored by the RTO. 



 
 

   

 

 

 

9. Reasonable Adjustment and Disability Support 

Students must be supported to disclose disability or other relevant support needs if they wish to do so. The RTO 
must consult with the student and relevant staff to determine whether reasonable adjustments can be made to 
support access and participation in training and assessment on an equal basis. Adjustments may include 
flexible scheduling, additional time, assistive technology, alternative learning materials, modified presentation 
methods, accessible room layout or other appropriate measures consistent with the Disability Standards for 
Education 2005. 

 

Where a requested adjustment is not appropriate or possible, or would compromise the integrity of the training 
product or industry standard, the reasons must be documented and communicated to the student as soon as 
reasonably practicable.  

 

10. Wellbeing Support Framework 

The RTO must identify the wellbeing needs of its student cohort by reference to the training products offered, 
the characteristics of the learners, delivery contexts and any third-party environments such as work 
placements. Documented wellbeing strategies should address the likely needs of the cohort and may include 
study-skills support, stress management and help-seeking information, financial wellbeing support, 
counselling and mental health referral pathways, culture-specific or demographic-specific support information, 
and support options where students experience abuse, harassment or violence. 

 

Wellbeing support does not require the RTO to act as a clinical provider. Rather, the RTO must know how to 
identify concerns, communicate available supports, respond appropriately within its role, and refer students to 
suitable internal or external services.  

 

11. At-Risk Students and Ongoing Monitoring 

The RTO must maintain systems to identify and respond to students who may be at risk of not making adequate 
progress or whose support or wellbeing needs may be affecting their participation. Indicators may include poor 
attendance, non-response, missed assessments, repeated technical difficulties, placement concerns, trainer 
observations, student disclosures, complaints, changes in behaviour or requests for help. Support 
interventions and referrals must be documented, proportionate and reviewed for effectiveness. 

 

12. Safe Environment, Abuse, Harassment and Violence Prevention 

The RTO must take reasonable steps to provide a safe learning environment and to prevent and respond to 
abuse, harassment, bullying, discrimination, sexual misconduct or violence affecting students. Students and 



 
 

   

 

staff must be informed how to seek help, how to make a report, and how urgent concerns will be escalated. 
Work placement, workplace learning and third-party environments must be considered as part of student safety 
and wellbeing planning. 

 

Action must respect privacy, procedural fairness and the student’s wishes wherever possible, while recognising 
mandatory reporting or immediate safety obligations where applicable.  

 

13. Privacy, Consent and Confidentiality 

Student wellbeing and support information must be handled sensitively and in line with privacy obligations. The 
RTO must avoid sharing personal information beyond those with a genuine need to know, unless consent is 
provided or disclosure is required by law or necessary to address an immediate and serious risk. Staff must 
understand that well-intentioned action without consent can itself create privacy or trust concerns. 

 

14. Overseas Students and Orientation Support 

Where the RTO enrols overseas students, it must provide information on, or access to, an age- and culturally-
appropriate orientation program about living and studying in Australia, including safety on campus and while 
living in Australia. Orientation should include available support services, English language and study 
assistance, relevant legal services, emergency and health services, complaints and appeals, attendance and 
course progress requirements where applicable, support for general or personal circumstances affecting study, 
and employment rights information such as referral to the Fair Work Ombudsman. 

 

Overseas students must be offered reasonable support at no additional cost, irrespective of mode or place of 
study. The RTO must designate at least one staff contact for overseas students, maintain sufficient support 
staff, support online or distance students through documented contact processes, and provide information on 
how to report incidents affecting wellbeing, including critical incidents 

 

15. Referral Pathways and External Supports 

The RTO should maintain an up-to-date directory of internal and external support services relevant to its 
student cohort. Depending on the issue, this may include emergency services, health services, counselling or 
mental health supports, tenancy or housing services, financial counselling, legal services, disability services, 
domestic violence support, youth support networks, multicultural or community supports, career services and 
workplace rights services. Students should be informed that the RTO can provide referrals, but that external 
services operate independently and may have their own eligibility criteria. 

 

16. Third-Party and Work Placement Controls 



 
 

   

 

Where third parties deliver training, support, supervision or work placement environments, the RTO remains 
responsible for ensuring student support and wellbeing expectations are understood and applied. The RTO 
must assess third-party environments for risks to student wellbeing, monitor support performance, and ensure 
students know how to contact the RTO directly if concerns arise in a third-party setting. 

 

17. Records, Escalation and Continuous Improvement 

The RTO must keep appropriate records of support needs identification, reasonable adjustments, referrals, 
significant support interactions, safety concerns, orientation participation where relevant, and remedial actions 
taken, while respecting privacy and minimum necessary disclosure. Feedback from students, complaints, 
incidents, attrition data, academic progress trends and third-party performance should be reviewed to improve 
support strategies and resource allocation. 

 

18. Roles and Responsibilities 

• Board / CEO / Executive: provide governance oversight for student safety, support quality and wellbeing 
strategy. 

• Student Services Manager / Welfare Lead: coordinate support systems, referral pathways, 
communications, staff guidance and service review. 

• Academic Manager / Head of Training: ensure support arrangements align with course delivery and at-risk 
students are identified and supported. 

• Compliance Manager: monitor standards alignment, records controls, third-party oversight and regulatory 
changes affecting student support. 

• Trainers and Assessors: identify students requiring support, communicate access pathways, implement 
agreed adjustments and escalate concerns promptly. 

• Administration Staff: provide accurate information, manage queries, maintain contact details and support 
orientation and records processes. 

• Third-Party Providers / Supervisors: comply with support and safeguarding expectations and notify the RTO 
promptly of concerns. 

• Students: engage with support opportunities, provide relevant information where they choose to do so, and 
seek help or report concerns promptly. 

 

19. Non-Compliance and Escalation 

Failure to provide clear information about support services, failure to respond to student queries, failure to 
identify and address support needs, failure to implement reasonable adjustments appropriately, failure to 
maintain privacy, failure to address abuse or harassment concerns, or failure to support overseas students 
consistently with National Code obligations may constitute a serious quality and compliance breach. The RTO 
may take corrective action including retraining staff, revising support systems, increasing monitoring, 



 
 

   

 

suspending third-party arrangements, reporting where required and taking disciplinary or contractual action 
where lawful. 

 

 

 

 

20. Procedure 

20.1 Pre-Enrolment and Commencement 
1. Provide prospective students with clear information about the training product, support services, wellbeing 

services, obligations and suitability requirements. 
2. Conduct pre-enrolment review of learner suitability, including LLN, digital literacy and other relevant 

support indicators. 
3. Record identified support needs and communicate available services, contact points and next steps to the 

student. 

20.2 Ongoing Support and Monitoring 
4. Provide access to trainers, assessors and support staff throughout the learner journey. 
5. Monitor attendance, engagement, progress and other risk indicators and intervene early where concerns 

arise. 
6. Implement or review reasonable adjustments, support plans or referrals as needed, documenting actions 

taken. 

20.3 Wellbeing and Safety Response 
7. Receive and assess wellbeing or safety concerns promptly and determine whether immediate escalation is 

required. 
8. Provide information, support, referral or internal escalation within the RTO’s role and competence. 
9. Refer emergencies, critical incidents or high-risk matters into the Critical Incident and Emergency 

Management Policy or other applicable procedure. 

20.4 Review and Improvement 
10. Review student feedback, incidents, complaints, attrition and support usage trends. 
11. Identify gaps in support, staffing, referral pathways, third-party controls or communications. 
12. Approve and implement improvements and monitor effectiveness over time. 
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Printed copies are uncontrolled unless verified against the current controlled version. This document is company confidential and may only be used, 
disclosed or reproduced with authorisation except where required by law. Before formal issue, the RTO should complete all highlighted placeholders and 
ensure alignment with its student handbook, critical incident procedures, orientation materials, international student processes, child safety controls, 
complaint pathways and current contact directories. 

 

Source basis used in drafting: ASQA Information Practice Guide; ASQA Training Support Practice Guide; ASQA Wellbeing Practice Guide; National Code 
2018 Standard 6 factsheet for overseas student support services; and Study Australia student support resources as examples of external referral 
categories relevant to students in Australia. 


