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4.1  
Student Support 
Services Policy

Purpose
This policy describes the support services available to students, 
including orientation for commencing students, assistance in 
developing learning skills, academic support, and counselling. 
The purpose is to provide guidance to staff involved in the 
provision of student support services.

Scope
This policy includes:
1.	 Student Orientation and Support 

2.	 Student Mentor Program

Content 
1. �Student Orientation and Support

1.1 Orientation 
Prior to commencement of their studies new students are provided 
with advice on meeting their individual educational goals and 
objectives by the Course Advisors. At the commencement of their 
studies, new students will be provided with access to the Student 
Portal and printed material which includes:
•	 access to eCourse (Unit Guide) located in the corresponding 

Unit Lounge within the Student Portal;

•	 printed Unit Guide;

•	 textbook (for most Units);

•	 access to their personal and course progression information in 
the Student Management System;

•	 a guide to setting study goals and milestones (see Section 
Seven);

•	 a Unit-specific, important events and personal calendar (in 
the Student Portal).

In addition, a student mentor, as part of the Student Mentor 
Program, contacts each student at the commencement of his or 
her studies.

1.2 Academic Support
Each student is allocated a tutor for each Unit. The tutor is a 
qualified academic who is supported by a Unit Coordinator. 
Where a tutor identifies a student in need of additional academic 
support, the tutor will refer the student to an academic staff 
member or the relevant Course Chair for assistance.

Students are provided with additional advice and supported 
in the development of study skills, assessment writing, academic 
referencing and examination preparation through:
•	 the Student Handbook

•	 the Student Portal

•	 the Cengage Education website

•	 the Student Mentor Program

Students requiring language, literacy and numeracy (LLN) 
support are identified on application. Where only a low level of 
support is needed, the Course Chair may arrange for the student 
to receive assistance from the Unit tutor or other appropriately 
qualified academic staff. Where the applicant’s deficiency will 
clearly inhibit achievement of learning outcomes and the applicant 
refuses LLN support, enrolment may be declined.

1.3 Financial Planning
Cengage Education does not provide financial planning advice 
to students. 

1.4 Counselling Services 
Students who are identified as needing support by the Student 
Mentor or tutor may be referred to the Course Chair or an 
academic staff member. Where appropriate, students are assisted 
to access external professional counselling services.

1.5 Technical Support
Students will be supported by a Technical Help Desk for the 
Student Portal and eCourse.

2. �Student Mentor Program
The Student Mentor Program provides a suite of support 
services for newly enrolled commencing students and progressing 
students. Mentors are qualified administrative staff allocated to 
commencing students following the completion of enrolment 
procedures. Mentors develop supportive relationships with their 
allocated mentees to provide assistance and support throughout 
the duration of a student’s study program. 

Section Four

Policies
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Commencing Student: 
•	 A Commencing Student is one who is undertaking their first 

Unit of Study in their first term of study. 

•	 Mentor telephone contact for commencing students will be 
timed to provide discussion on each of the important areas 
that the student must be acquainted with in order to progress 
successfully with their studies. 

•	 During the first 20 days of a student’s initial enrolment, 
Mentor email and / or telephone contact will be more 
intensive and customised according to the needs of the 
individual. 

•	 Following the first 20-day period of initial enrolment, the 
student’s Mentor will maintain telephone and/or email 
contact with particular attention to those periods prior to 
the submission of assessment and major milestones such  
as examinations.

•	 If the student is identified as “academically at risk” at the end 
of their first term, mentor mediation occurs between student, 
Course Chair and tutor to help ensure the student’s progress 
is academically satisfactory (refer to the Student Progress and 
Retention Policy in Section 4).

Progressing Student: 
•	 A Progressing Student is one who is undertaking subsequent 

Units of Study in subsequent terms. 

•	 Progressing students will be assisted in planning, monitoring 
and evaluating their own work schedules and study routines. 

•	 Progressing students will receive telephone calls prior to  
re-enrolment to discuss and plan ongoing Unit sequencing. 

•	 The Mentor will schedule email support messages and/
or telephone calls prior to assessment and examination 
timeframes. 

•	 If the student is identified as “academically at risk” (because 
of unsatisfactory academic progress), the mentor mediates 
between the student, Course Chair and tutor to help improve 
the student’s academic progress (refer to the Student Progress 
and Retention Policy). 

4.2  
Advanced Standing and 
Recognition of Prior 
Learning Policy

Purpose
Cengage Education grants Advanced Standing for prior learning 
acknowledging that students have gained the knowledge, 
understanding and skills equivalent to the stated learning 
outcomes of a course and/or a Unit or Units of Study offered by 
Cengage Education. 

Cengage Education accepts that learning takes place through 
formal study and through informal learning in the workplace 
and from life experience. The granting of Advanced Standing for 
prior learning ensures that students commence study at a level 
that appropriately recognises their previous learning experiences 
and that students are not required to repeat equivalent successful 
learning and assessment activities undertaken in another context.

Applicants may request that their prior learning be assessed 
for Advanced Standing towards an undergraduate or postgraduate 
qualification. Advanced Standing will be granted after an 
applicant has demonstrated that they have achieved a thorough 
understanding of the theoretical underpinnings as well as the 
skills and experiential aspects of a course and/or Unit or Units of 
Study for which they have requested Advanced Standing.

Cengage Education will undertake assessment procedures 
that ensure prior learning has been of a comparable standard to 
that which would allow a student to pass the Unit or Units of 
Study in a particular qualification. 

Scope
This policy concerns the recognition of prior formal and informal 
learning, however gained, which results in the granting of 
Advanced Standing in a course and/or Unit or Units of Study. 
This policy includes:
1.	 Advanced Standing and Recognition of Prior Learning  

(RPL) Policy

2.	 The Process of Advanced Standing and RPL

3.	 Maximum Advanced Standing in Accredited Courses

Definitions
Advanced Standing refers to the recognition of achieving the 
required knowledge, skills and understanding for a Unit or Units 
of Study in a course leading to an award. 

Recognition of Prior Learning acknowledges previously 
acquired learning as equivalent to the knowledge, skills and 
understanding required for a Unit or Units of Study in an 
accredited course leading to an award. RPL assessment is based 
on prior courses or training undertaken within the workplace, 
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professional organisations or contexts other than recognised 
universities, TAFE and other approved higher education providers. 
Such prior learning has already been assessed by an educational 
establishment. RPL relates to specific Units and will not be 
granted for unspecified Units.

1. �Advanced Standing and  
RPL Policy 

The Australian Qualifications Framework (AQF) is a comprehensive 
national framework of qualifications. It is underpinned by 
quality assurance regimes in the four sectors of post compulsory 
education and training (senior secondary school, adult and 
community education, vocational education and training and 
higher education). One of the key objectives of the AQF is to: ‘help  
with developing flexible pathways which assist people 
to move easily between education and training sectors  
and between those sectors and the labour market by providing the 
basis for recognition of prior learning, including credit transfer 
and work and life experience’ (AQF, 2003).

RPL promotes the seamless movement of students through 
qualifications and sectors of education and training. The objective 
is to develop accessible, inclusive and equitable qualification 
frameworks that are also rational, sustainable and efficient. RPL 
is based on giving due recognition to prior formal learning and 
prior non-formal and informal learning.

Formal learning is based on assessing the initial course or 
subject that the individual is using to claim access to or advanced 
standing in a Unit or qualification. Cengage Education assesses 
the applicant’s formal education and training against the learning 
outcomes in a Unit or qualification. 

Non-formal and informal learning is based on the individual’s 
life and/or work experience to determine the extent to which that 
individual has achieved the required learning outcomes for entry 
to, and/or partial or total completion of, a Unit or qualification. 

RPL can be used for access to and for Advanced Standing in 
a higher education course leading to an AQF qualification. In 
order to recognise prior learning and to be awarded entry to or 
Advanced Standing in a Unit or qualification it is necessary to:
•	 compare the informal and/or non-formal learning the 

individual has achieved against the learning outcomes or 
performance criteria of the particular Unit or qualification the 
student is seeking entry to or Advanced Standing in; and,

•	 determine appropriate evidence to support the claim of 
informal prior learning.

The purpose of the Advanced Standing and RPL policy is  
to provide:
•	 a framework for the provision of recognition services at 

Cengage Education;

•	 a recognition service which is consistent with the Australian 
Recognition Framework;

•	 a fair and equitable means of recognising an individual’s skills, 
knowledge, understanding and/or competency; and

•	 a quality process that is subject to ongoing review  
and improvement.

Suitable prior learning and / or experience will be recognised for 

the purpose of advanced standing in a course. Applications need 
to be made at the time the candidate seeks entry to the course. 

Suitable prior learning may include completed studies at 
a university or with another approved provider, in Australia 
or abroad; or recent relevant work experience or professional 
development programs. While partially completed awards may 
be considered for the purpose of prior learning (e.g., six subjects 
completed towards a degree at a university), partially completed 
subjects will not be considered. 

Prior studies should:
•	 Have been undertaken at the same level or at a level as 

the Unit(s) for which recognition is being sought, or at an 
equivalent level as determined by Cengage Education; and 

•	 Be in an area or discipline that is substantially similar to that 
for which recognition is being sought.

Prior studies must have been completed recently, normally within 
the past seven years. It is also acknowledged that in certain 
disciplines, on-going programs of professional development may 
be necessary. These may also be considered for the purposes  
of RPL. 

Prior learning recognition is designed to ensure that the 
candidate is not required to repeat areas of study in which they are 
able to demonstrate academic proficiency. Accordingly, sufficient 
evidence must be provided to Cengage Education to assure that 
the applicant is proficient, or, where appropriate, competent. 
In the case of prior study, this evidence would include but not 
limited to: (a) suitably annotated transcripts of results; and (b) 
detailed Unit outlines for completed studies.

Candidates may be granted up to 12 Units of Advanced 
Standing (e.g., for the Bachelor of Accounting, where a candidate 
with a Diploma of Accounting and considerable professional 
accounting experience, is able to demonstrate extensive suitable 
supervised work experience, membership of a professional 
body and a consistent and continuing pattern of professional 
development). Candidates who do not have formal academic 
qualifications in a cognate discipline are not eligible to receive the 
maximum level of Advanced Standing regardless of the quality 
and extent of their work experience.  Candidates who seek RPL 
exclusively on the basis of work experience and professional 
development may receive up to 6 Units Advanced Standing.  In 
most cases, Advanced Standing based on work experience alone 
will be restricted to 4 Units.

RPL relates to specific Units and will not be granted for 
unspecified Units.

Evidence provided by the applicant should be:
•	 Relevant – the evidence can be used to make a judgment 

about the learning outcomes for the Units in the course for 
which the applicant is seeking admission.

•	 Current – the evidence should demonstrate an ability to meet 
the requirements of the learning outcomes of specific Units. 
Generally RPL is given to learning within the seven years 
prior to the application for admission to a course.

•	 Sufficient – the evidence should be sufficient to make a valid 
judgment about the learning outcomes being assessed.

•	 Authentic – the evidence should be real, and able to  
be corroborated.
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2. �The Process of Advanced 
Standing and RPL

2.1 Application
Applicants for Advanced Standing and RPL will need to complete 
a formal application. Students can download the Advanced 
Standing and Recognition of Prior Learning form from Cengage 
Education’s Website.

2.2 Preparation of portfolio of evidence
The candidate will need to prepare a portfolio of evidence, 
providing details of their skills, knowledge and experience 
mapped to the objectives of the Unit(s) for which recognition is 
sought. The Advanced Standing and Recognition of Prior Learning 
form will provide detailed information on the evidence that 
candidates are required to provide as part of their portfolio. In the 
case of prior academic learning, this evidence would consist of:
•	 a copy of relevant academic records; and

•	 syllabuses, detailed course outlines, or other documents 
showing the scope and content of the work completed.

Applications for RPL for non-award learning will require evidence 
that establishes:
•	 that some particular form of activity, whether continuing 

professional development program or forms of work 
experience, was actually undertaken by the applicant;

•	 the content and level of difficulty of the activity or 
experience;

•	 successful participation in the activity or experience as 
determined by a qualified third party, such as an instructor  
or supervisor; and,

•	 relevance with respect to the learning objectives of Units 
within the course for which the RPL application is  
being made.

Such documentation, which may consist of:
•	 reflective papers, journals or portfolios that relate past learning 

to the learning or competency outcomes of the current Unit 
or qualification;

•	 provision of examples of the student’s work drawn from the 
workplace, social, community or other setting in which the 
student applies their learning, skill or competence; or,

•	 combinations of any of the above.

2.3 Submission of portfolio
All portfolios and associated documentation must be submitted 
via email to Cengage Education’s Registrar.

2.4 Assessment
The RPL Committee will consider RPL applications as soon as 
possible. However, the exact timing depends on the Committee 
sitting dates. Normally notification will be given within 28 days 
of receipt. The Committee will make one of three decisions:
•	 accept the application and grant Advanced Standing;

•	 request further information; or

•	 deny the application 

In the event that an application is unsuccessful, the candidate may 
be invited to submit further evidence in the relevant area. 

2.5 Appeal
If you are dissatisfied with the outcome of your RPL application, 
you may request a review by the Academic Director within 10 
working days of receipt of formal notification. 

3. �Maximum Advanced Standing 
Students Candidates applying on the basis of formal learning alone 
or a combination of formal and informal learning may be granted 
up to 12 Units of Advanced Standing towards the Bachelor of 
Accountingthe 24 Units comprising an undergraduate degree.

Candidates applying on the basis of informal learning alone 
(work experience and professional development) may be granted 
up to 6 Units of Advanced Standing towards the 24 Units of an 
undergraduate degree. In most cases, Advanced Standing based 
on work experience alone will be restricted to 4 Units.
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4.3  
Assessment Policy

Purpose
This policy establishes a framework for assessment planning, 
development, conduct, moderation, and review. 

Scope
This policy includes:
1.	 Responsibilities and Obligations for Assessment;

2.	 Management of the Assessment System;

3.	 Quality Assurance in Assessment Practices;

4.	 Assessment Record Keeping;

5.	 Submission and Return of Assessments;

6.	 Assessment Extensions, Overdue Assessments and Re-
submissions;

7.	 Moderation and Validation of Assessment Practices; and,

8.	 Grading.

Definition
Assessment is the process of developing and deploying a range of 
knowledge-based and concept-oriented, skill-set orientated and 
competencies testing procedures, that clearly identify learning 
outcomes. A judgement can then be made as to how successful 
a student is achieved the required level relevant to an accredited 
course or Unit of Study.

Moderation is the review of assessment decision-making to 
ensure consistency in grading.

Reasonable adjustment is the amendment of assessment 
procedures or materials to enable their use by students with 
specific needs or disabilities.

Validation is the collaborative planning, development, conduct, 
and review of all aspects of assessment to ensure consistency 
among a range of assessors assessing similar outcomes.

Policy
Cengage Education develops and implements assessment 
strategies and plans to facilitate student learning and 
to assess achievement against course and/or Unit of Study 
aims and learning outcomes. This involves not only the 
methodology of assessment but its timing and the provision of  
constructive feedback. 

Students are informed of the relationship of assessment tasks 
to the aims and learning outcomes of a course and/or Unit of 
Study. This involves detailing for students the expectations of 
assessment in a course and/or Unit of Study in which they are 
enrolled, including length (words/duration), weighting, and 
submission timeframes.

Assessment practices are diverse and support student-centred 
approaches to independent distributed learning. Assessment 

practices include the provision of constructive and timely 
feedback to students to assist them in their preparation for 
future assessment and to provide students with a measure of their 
progress against stated learning outcomes.

1. �Responsibilities and Obligations 
for Assessment

The Academic Board of Cengage Education ascribes responsibility 
for coordinating assessment duties to the Teaching and  
Learning Committee. 

The Teaching and Learning Committee is responsible for 
monitoring the practice of assessment and to ensure that fair, 
effective and consistent assessment practices are in place. 

The Teaching and Learning Committee ascribes responsibility 
for conducting assessment to academic staff and tutors and ensures 
that assessment tasks are consistent with the aims, objectives and 
content of a course and/or Unit of Study. 

1.1 Responsibilities of tutors: 
•	 provide constructive and timely feedback on assessments 

submitted by students;

•	 adhere to assessment plans and strategies and their submission 
timeframes;

•	 report on student progress and achievement in an honest, 
clear and objective manner and based only on relevant data; 
and,

•	 report on assessment outcomes. 

1.2 Responsibilities of students:
•	 to be aware of all requirements to pass a course and/or a Unit 

of Study;

•	 to be aware of mechanisms within Cengage Education for 
seeking assistance and advice, in particular in relation to 
problems in meeting assessment timeframes, withdrawal from 
a course and/or Unit of Study and special consideration due 
to illness or other misadventure;

•	 to practice academic integrity and avoid plagiarism;

•	 to accept fair, helpful and timely feedback on assessment tasks 
including evaluation of performance and progress in a course 
and/or Unit of Study; and,

•	 to be aware of procedures for appeal against academic 
decisions.

2. �Management of the Assessment 
System

The Teaching and Learning Committee, accountable to 
the Academic Board, oversees the management, review and 
monitoring of assessment systems and procedures. The Terms of 
Reference of the Teaching and Learning Committee in relation 
to assessment are:
•	 Develop academic policies relating to all teaching and 

learning processes, including admissions, examinations and 
assessment, and academic appeals;
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•	 monitor student workload to ensure an appropriate 
distribution in terms of study hours and balance in the nature 
and regularity of assessments tasks;

•	 monitor and take steps to improve the quality of the 
distributed learning environment for students studying with 
Cengage Education;

•	 maintain a database, or some other appropriate system, to 
record and retrieve for quality control purposes, copies of 
courses and their Units of Study, and examination papers and 
results;

•	 coordinate the conduct of, and monitor the outcomes from, 
admission processes, assessment activities and examinations;

•	 set guidelines for, and decide the outcomes of, student 
appeals;

•	 develop, monitor and review guidelines for the allocation of 
tutors to undertake assessment;

•	 ensure that tutors receive or have received accredited training 
and that the status of their qualifications is monitored and 
reviewed as required;

•	 ensure that the appointment of new tutors to courses and/
or Units of Study is conducted according to institutional 
guidelines;

•	 make recommendations to the Board of Management about 
meeting the costs and resource needs of the assessment 
system;

•	 oversee the moderation of assessment.

3. �Quality Assurance in  
Assessment Practices

The Teaching and Learning Committee is responsible for the 
regular review of assessment practices and activities at Cengage 
Education. 

Cengage Education has in place a variety of quality assurance 
systems and mechanisms to ensure that feedback and input from 
tutors, students, and external advisers is collated, analysed and 
acted upon. Information received in relation to a course and/or 
Unit of Study is analysed and reported on annually. 

Cengage Education employs internal and external monitoring 
and evaluation activities to inform the process of continual 
improvement of courses, delivery processes, and assessment plans 
and strategies. 

Assessment tasks may be subject to reasonable adjustment 
where a student has a specific disability or special need. 
Adjustments are measures or actions taken in order to provide 
substantive equality for students with a disability. The obligation 
on the provider to implement any adjustments is subject to 
provision by the student, or his or her associate, of timely and 
relevant advice of the student’s individual requirements. In 
determining the reasonableness of an adjustment to assessment, 
the requirements of the workplace and those of any relevant 
professional associations must be considered in order to ensure 
assessment decisions are appropriate.

4. Assessment Record Keeping
Tutors are required to make assessment decisions and formally 
record those decisions. Tutors complete an Assessment Record 
Spreadsheet   for each Unit of Study. The Assessment Record 
Spreadsheet is submitted to the Course Chair at the conclusion of 
each term of study. 

The Course Chair reviews the Assessment Record Spreadsheet 
and forwards it to Administration for database entry of results. 
Results are issued to each student indicating the grade received 
for the completed Unit of Study. Assessment results will be made 
available through the Student Portal and Student management 
System (Paradigm EMS).

Records are stored on secure servers located at various sites 
(including off-site). Although tutors may retain a paper copy 
of an Assessment Record sheet, no hard copies of results will 
be stored on-site at Cengage Education. Records are kept for 
ten years. Records are identified by a numbering system, which 
includes a unique sequential number for each student, Unit of 
Study and course identification code.

Tutors are responsible for entering assessment results for 
each of their students. While a Unit of Study is in progress, 
information relating to a student’s assessment progress is 
recorded in the Student Portal and may also reside with  
the tutor. At the completion of a Unit of Study, the Student Portal 
calculates a total score (%) for that Unit. The score is transferred 
to the Student Management System, ParadigmEMS, and assigned 
a Grade which appears on the Academic Transcript. 

5. �Access and Submission of 
Assessments

All assessments that contribute to a final Unit grade, are accessed 
via the Student Portal. Students attempt assessment tasks and 
then submit or upload and submit completed assessments in the 
relevant Unit Lounge in the Student Portal. Assessments are then 
marked by tutors with results and feedback made available to 
students electronically in the Unit Lounge and final Unit grade 
in the Student Management System. Tutors are responsible for 
ensuring that all data recorded is accurate and that hard copy 
records are stored in a secure environment.

6. �Assessment Extensions, Overdue 
Assessments and Re-submissions 

Students who request an extension of time for an assessment 
must do so in direct negotiation with their tutor. The tutor may 
grant an extension for up to 1 week. The new extension date is 
then recorded on the Assessment Record Spreadsheet and copied  
to Administration.

Should the student fail to submit an assessment by the 
agreed extension date, it will be recorded on the Assessment Record 
Spreadsheet as an overdue assessment. 

Extension requests that require more than 1 week must be 
negotiated between the student and his or her Unit Coordinator. 
If a new extension period is agreed, the Unit Coordinator informs 
both the tutor and Administration of the newly agreed timeframe 
for submission. 
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6.1 Overdue Assessments
An assessment is ‘overdue’ when it is not submitted by the 
due date or by the agreed extension date. It is the student’s 
responsibility to communicate reasons for an overdue assessment 
with his or her tutor. An overdue assessment submitted beyond 
a week-one extension period or a newly agreed extension period, 
automatically receives a grading of Incomplete. 

6.2 Re-submission of Assessments
Should a student fail an assessment task, his or her tutor may 
request the student to re-submit the assessment. Only one 
re-submission is permitted per assessment task. The student 
and his or her tutor must negotiate a specific timeframe for the 
re-submission of the assessment task and the tutor will inform 
Administration of the re-submission request. 

7. �Moderation and Validation of 
Assessment Practices

7.1 Moderation
Cengage Education undertakes the moderation of assessments 
marked and graded by tutors. The objective is to quality 
assure the assessment system, to instil a culture of academic 
accountability throughout the institution, to maintain consistency 
in assessment feedback and grading, and to provide ongoing 
professional development for tutors. 

7.2 Validation of Assessment
Validation of assessment is the collaborative planning, 
development, conduct and review of all aspects of the assessment 
system to ensure consistency among a range of variables, such as: 
tutors assessing similar Units of Study. 

Activities that contribute to assessment validation include:
•	 Moderation of marked assessments in a Unit of Study.

•	 Collation of assessment data (feedback and grading standards) 
in a specific Unit of Study tutored by more than one tutor in 
a specific term of Study. 

•	 Consultation with tutors in the development, implementation 
and re-development of assessment tasks.

8. �The Cengage Education Grading 
System

Assessments are graded according to the following Grading Scale 
(numerical values are expressed as a percentage):

85 – 100 High Distinction (HD)
75 – 84 Distinction (D)
65 – 74 Credit (C)
50 – 64 Pass (P)
49 or less Fail (N) 
Advanced Standing (AS)
Incomplete (I) 
Withdrawal (W)

Description of Grading Categories
High Distinction is awarded for work of outstanding quality 
in achieving all learning outcomes together with outstanding 
integration and understanding of theory and application of 
skills. Evidence of in-depth research, reading, analysis, original 
and creative thought is demonstrated. A consistent academic 
referencing system is used and sources are appropriately 
acknowledged. An overall score of at least 85 out of 100 is 
required to achieve this grade

Distinction is awarded for work of superior quality in achieving 
all learning outcomes and a superior integration and understanding 
of theory and application of skills. Evidence of in-depth research, 
reading, analysis and evaluation is demonstrated. A consistent 
academic referencing system is used and sources are appropriately 
acknowledged. An overall score of at lease 75 out of 100 is 
required to achieve this grade.

Credit is awarded for work showing a more than satisfactory 
achievement of all learning outcomes and a more than adequate 
understanding of theory and application of skills. A consistent 
academic referencing system is used and sources are appropriately 
acknowledged. An overall score of at lease 65 out of 100 is 
required to achieve this grade.

Pass is awarded for work showing a satisfactory achievement of all 
learning outcomes and an adequate understanding of theory and 
application of skills. A consistent academic referencing system is 
used and sources are appropriately acknowledged. An overall score 
of at lease 50 out of 100 is required to achieve this grade.

Fail represents a score of 49 out of 100 or less of the marks for 
all assessment tasks. A student obtaining a grade of Fail will have 
one opportunity to repeat the Unit.

Incomplete refers to a variety of circumstances that are currently 
affecting the recording of marks against the specified assessment 
criteria in a Unit of Study. 

Withdrawal refers to the withdrawal of the student from a 
course of Study and that no marks were recorded for the Unit’s 
assessment tasks. 

Advanced Standing relates to the credit or exemption 
received by a student for advanced standing in a Unit of Study 
through recognition of an individual’s formal and informal  
prior learning.
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4.4  
The Library Policy

Purpose
This policy sets out the principles, aims and approach of The 
Library, articulating its policies with respect to its learning 
community and the broader educational context within which it 
operates. Since The Library is exclusively an electronic information 
system that focuses on the needs of distance education students, 
without any physical holdings or facilities, it is not a conventional 
lending library in the traditional sense of the term. Consequently, 
there are no lending policies, nor are there any of the policies or 
codes of conduct associated with the physical storage of books and 
other hardcopy materials, or with the running of, and behaviour 
with respect to, a physical library. This information system is 
referred to as The Library.

The Library is provided, maintained and supported by Gale 
Australia (a Cengage Learning company).

Scope
The Library, is an information system dedicated to the collection, 
enhancement, and distribution of digital learning resources for 
all members of the Cengage Education community, including 
students, staff, authorised contractors and others as approved by 
the Librarian, Academic Director or General Manager.

This policy addresses the following aspects of The Library: 
•	 the provision, development and maintenance of collections 

that provide links to high-quality learning materials for all 
Cengage Education courses and Units of Study; 

•	 the provision of user-friendly and navigable access to all 
collections, including tools and interfaces that enable  
effective use;

•	 the provision of discovery systems to efficiently find 
materials; 

•	 the provision of support and information services to help 
users most effectively use materials accessible; and

•	 the facilitation of communication networks with other digital 
libraries to support interaction, collaboration and sharing for 
scholarly purposes. 

Definition
The Library is a system by which authorised users may access 
information that resides solely in electronic format on computer 
networks, regardless of the physical location of the information. 
The Library exists independently of the amount or nature of the 
electronic information to which it provides access, and there are no 
limits on the size, content or value of the data it contains. A user 
may access, read, and print Library information from a computer 
connected to the Internet located anywhere in the world.

General Principles
Cengage Education must ensure that The Library resource 
provided to students is accessible at all times, is appropriate to 
the level and extent of courses offered, contains The Library 
reference materials required by students and academic staff, and 
is continually updated.

Cengage Education adheres to the following precepts:
•	 access to adequate library services and resources is essential for 

the attainment of superior academic skills in post-secondary 
education, regardless of where students, faculty, and programs 
are located. Members of a distance learning community are 
entitled to library resources equivalent to those provided for 
students and faculty in traditional campus settings;

•	 the instilling of lifelong learning skills through general 
bibliographic and information literacy instruction in academic 
libraries is a primary outcome of higher education. Such 
preparation and measurement of its outcomes are of equal 
necessity for a distance learning community as for those on 
the traditional campus;

•	 traditional on-campus library services themselves cannot be 
stretched to meet The Library needs of distance learning 
students and faculty who face distinct and different challenges 
involving library access and information delivery. Special 
arrangements and proactive planning are necessary to deliver 
equivalent library services and to achieve equivalent results 
in teaching and learning, and generally to maintain quality 
in distance learning courses. Because students and staff in 
distance learning courses frequently do not have direct access 
to a full range of The Library services and materials, equitable 
distance learning library services are more personalised than 
might be expected on campus;

•	 Cengage Education is responsible for funding and appropriately 
meeting the information needs of its distance learning courses, 
regardless of the ownership of The Library databases and 
interfaces, in this instance, Gale Australia (a Cengage Learning 
company). This support should provide ready and equivalent 
library service and learning resources to all students, regardless  
of location;

•	 Cengage Education recognises the need for service, 
management, and technical linkages between The Library 
and other complementary resource bases such as ePublications 
and Cengage Learning textbooks and references;

•	 Cengage Education is responsible for assuring that its distance 
learning library resources meet or exceed accreditation 
standards and professional association standards and 
guidelines;

•	 Cengage Education is responsible for involving The Library 
administration and other personnel in the detailed analysis 
of planning, developing, evaluating, and adding or changing 
of distance learning course elements from the earliest  
stages onward;

•	 The Library has primary responsibility for identifying, 
developing, coordinating, providing, and assessing the value 
and effectiveness of resources and services designed to 
meet both the standard and the unique informational and 
skills development needs of Cengage Education’s learning 
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community. Library staff are be responsible for ensuring 
and demonstrating that all requirements are met through 
needs and outcomes assessments, and other measures of The 
Library’s performance, as appropriate, and as an ongoing 
process in conjunction with other Cengage Education 
academic staff;

•	 the requirements and desired outcomes of Cengage Education 
courses should guide The Library’s responses to defined needs. 
Innovative approaches to the design and evaluation of special 
procedures or systems to meet these needs is encouraged;

•	 when resources and services of unaffiliated libraries are 
to be used to support information needs of its learning 
community, Cengage Education is responsible, through The 
Library, for the development and periodic review of formal, 
documented, written agreements with those other libraries. 
Such resources and services are not to be used simply as 
substitutes for supplying adequate materials and services by  
Cengage Education; and,

•	 The Library shall have goals and objectives that support the 
provision of resources and services consistent with Cengage 
Education’s mission.

Relationship with Gale Australia (a 
Cengage Learning company)
The General Manager is responsible for ensuring that all 
agreements with Gale Australia with regard to the provision 
of The Library and all associated services and support are 
current, valid and reflect the needs of the Cengage Education  
learning community.

User Access, Confidentiality  
and Security
The General Manager, IT Manager and the Librarian are 
responsible for ensuring that all Library access and 
authentication codes, privacy, confidentiality and documentation 
requirements are compliant with internal standards and those of  
relevant legislation.

All Library access, security and confidentiality systems and 
elements are to be monitored and reviewed regularly, with at least 
one full audit annually to be conducted jointly by the General 
Manager, Librarian, and IT Manager.

Any instance of security breach or compromise of 
individual privacy or confidentiality must be fully reported 
to Cengage Education Management, and remedied as soon as 
practicable, with full follow-up review to ensure system integrity  
and remedy.

Metadata and Collections
Cengage Education does not hold the resource materials in its 
collections, but provides access to materials in The Library by 
aggregating, organizing and disseminating information about 
them through discovery and delivery systems. This information 
is called metadata. Cengage Education holds this metadata in the 
form of digital records. These records are organized into groups 

called collections. Searching over the metadata provides the access 
to the The Library system materials residing in the Gale Australia  
database system.

Through this method of access, the ability of third parties 
to corrupt or damage library resources is rendered almost 
impossible. This also applies to accessing confidential information 
of other students or staff through manipulation or hacking of 
The Library.

Collections
The Library’s collection favours materials that comply with 
the learning objectives and reference requirements of Cengage 
Education Units of Study. At all times, the contents of the 
collection are to be well-documented, easy-to-use, fully 
operational, pedagogically effective and accurate. The collection 
provides access to a broad range of materials, including, but not 
limited to: 
•	 Textbooks – including where available, case studies, exercises, 

tutorials, guided inquiry sets, activities, problem sets. NB: 
Gale Australia has access to all Cengage Learning text 
materials, but not necessarily textbooks from other publishers. 
Every endeavour will be made to secure digital access to 
reference materials from third party publishers.

•	 Reference Works and Associated Documentation – 
encyclopaedias, dictionaries, catalogues.

•	 Research Materials – journal articles, summaries, abstracts, 
arguments, theses, policies, and indices as required by 
students and academic staff. 

•	 Journals – all Unit references, and as required by tutors and 
academic staff, for scholarly activities.

•	 Annotations – comments and reviews from a variety of 
available digital resources.

•	 Other Collections – collections of educational materials, 
annotations, news and opportunities, organised around a 
topic or theme, as per the various Gale Australia collections 
that are available to Cengage Education.

•	 News and Updating Services – professional information 
relevant to students and staff from databases and commercial 
feeds available to Gale Australia.

•	 Tools – software or applications for interacting, accessing, 
manipulating or viewing, calculators and converters, models 
and simulations as required by students and staff.

•	 Generic Objects of Value – frequently asked questions 
(FAQ's), glossaries, thesauri.

The format of the materials can be text, audio, animation, video, 
graphical (drawings and diagrams), tabular, visual (including 
photographic), virtual or real. This collection policy applies to 
both individual resources and to collections of resources.
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Librarian’s responsibilities
The Board of Management bears the fiscal and administrative 
responsibilities, through the active leadership of the General 
Manager and Librarian, to fund, staff, and supervise services and 
resources in support of The Library. As the principal and direct 
agent of implementation, the Librarian should, minimally:
1.	 Assess and articulate, on an ongoing basis, The Library’s 

resource needs of the learning community, the services 
provided them, including instruction, and the facilities 
utilised; 

2.	 Prepare a written profile of the learning community’s 
information and skills needs; 

3.	 Develop and maintain a written statement of immediate and 
long-range goals and objectives for distance learning, which 
addresses the needs and outlines the methods by which 
progress can be measured; 

4.	 Promote the incorporation of the mission statement and its 
rationale into library practices and procedures; 

5.	 Involve learning community representatives, including 
administrators, staff and students, in the formation of the 
objectives and the regular evaluation of their achievement; 

6.	 Assess existing support for distance learning, its availability, 
appropriateness, and effectiveness, using qualitative, 
quantitative, and outcomes measurement devices, as well 
as the written profile of needs. Examples of these measures 
include, but are not limited to:

(a)	 Conducting general library knowledge surveys of 
beginning students, re-offered at a mid-point in the 
students’ careers and again near graduation, to assess 
whether The Library’s program of instruction is producing 
more information-literate students;

(b)	 Using evaluation checklists for librarian and tutorial 
instruction to gather feedback from students, other 
librarians, and tutors;

(c)	 Tracking student library use through students’ journal 
entries or information literacy diaries;

(d)	 Asking focus groups of students, faculty, staff, and alumni 
to comment on their experiences using The Library’s 
services over a period of time;

(e)	 Employing assessment and evaluation by librarians 
from other institutions and/or other appropriate 
consultants, including those in communities 
where the institution has concentrations of  
distance learners;

(f )	 Conducting reviews of specific library and information 
service areas and/or operations which support distance 
education library services;

(g)	 Considering distance learning library services in 
the assessment strategies related to institutional 
accreditation;

(h)	 Comparing The Library as a provider of distance learning 
library services with its peers through self-study efforts;

7.	 Prepare and/or revise collection development and acquisitions 
policies to reflect the profile of needs; 

8.	 Participate with administrators, library subject specialists, and 
tutors and course developers in the curriculum development 
process and in course planning for distance learning to ensure 
that appropriate library resources and services are available; 

9.	 Promote The Library’s support services to the Cengage 
Education learning community; 

10.	Survey regularly Library’s users to monitor and assess both the 
appropriateness of their use of services and resources and the 
degree to which needs are being met and skills acquired; 

11.	Initiate dialogue leading to cooperative agreements and 
possible resource sharing and/or compensation for unaffiliated 
libraries; 

12.	Develop partnerships within Cengage Learning to provide 
the necessary automation support for the distance learning 
community; 

13.	Develop The Library’s collection in collaboration with Gale 
Australia and other Cengage Learning Units; and 

14.	Pursue, implement, and maintain all the preceding in 
the provision of a facilitating environment in support of 
teaching and learning, and in the acquisition of lifelong  
learning skills. 

Services
The Library services offered to the Cengage Education learning 
community should be designed to effectively meet a wide range 
of information, bibliographic, and user needs. The following, 
though not necessarily exhaustive, are essential:
1.	 Reference assistance; 

2.	 Computer-based bibliographic and information services; 

3.	 Reliable, rapid, secure access to institutional and other 
networks, including the Internet for Cengage Education staff 
and tutors; 

4.	 Consultation services; 

5.	 A program of Library-user instruction designed to instil 
independent and effective information literacy skills while 
specifically meeting the learner-support needs of the distance 
learning community; 

6.	 Assistance with and instruction in the use of non-print media 
and equipment; 

7.	 Assistance in document discovery and navigation to all 
users; 

8.	 Access to materials in accordance with copyright fair  
use policies; 

9.	 Guaranteed availability of services 24 hours per day, seven 
days per week worldwide, with a minimum 98% uptime. 
Librarians are available during business hours (9.00-5.00 
Australian Eastern Standard Time). Questions sent by email 
will be answered within 24 hours, except on weekends, where 
the response will be sent on the next business day; and 

10.	Promotion of The Library’s services to the distance 
learning community in general, including documented and 
updated policies, regulations and procedures for systematic 
development, and management of information resources. 
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Documentation
In order to meet the Policy Guidelines (as stated above), The 
Library will have available current copies of the following 
documents:
1.	 Statements of mission and purpose, policies, regulations, and 

procedures; 

2.	 Statistics on collections and Library use; 

3.	 Services assessment measures; 

4.	 Collections assessment measures; 

5.	 Needs and outcomes assessment measures; 

6.	 Comprehensive budget(s); 

7.	 Professional personnel vitae; 

8.	 Position descriptions for all personnel; 

9.	 Formal, written agreements; 

10.	Guides to relevant computing, network and database 
services; 

11.	Library evaluation studies or documents; 

12.	Library and other instructional materials and schedules; and 
evidence of involvement in curriculum development and 
planning.

4.5  
Plagiarism Policy

Purpose
This policy sets out the attitude and approach of Cengage 
Education towards plagiarism, and how plagiarism is to be 
managed. This policy is consistent with Cengage Education’s 
requirement of ethical academic conduct.

Scope
This policy addresses the issue of misrepresentation with respect 
to the ownership or authorship of intellectual property, or the 
failure to provide due acknowledgement of the ownership or 
authorship of the intellectual property of others. This policy 
applies to all Cengage Education students.

When determining the management of plagiarism, Cengage 
Education takes into account two major parameters: frequency and 
severity. Cengage Education differentiates between:
1.	 Initial plagiarism and repeated plagiarism;

2.	 Significant plagiarism and minor plagiarism.

Definition
Plagiarism is defined as the intentional use of intellectual property 
the source of which is not properly acknowledged; and/or the 
direct use of intellectual property, referenced or un-referenced, 
without a clear indication that the intellectual property was taken 
verbatim from its source.

General Principles
Any work submitted by students for assessment as part of their 
studies should be their own work. Where work submitted by a 
student incorporates material from other authors the reference to 
these authors should be clear and unambiguous.

To prevent plagiarism, it is essential that students adhere to the 
following principles:
•	 quotations from published and unpublished sources are 

indicated and acknowledged clearly;

•	 sources of illustrations, photographs maps and statistics are 
acknowledged clearly;

•	 web-based materials should not be directly downloaded into 
an assessment and should be referenced fully like any other 
source material;

•	 students must not incorporate materials purchased or acquired 
from internet sites or commissioned from sources that write 
assignments for payment;

•	 paraphrasing of material from others must be referenced 
clearly;

•	 students are not permitted to incorporate materials that have 
been previously submitted at Cengage Education or any 
other institution, without so stating. However, if inclusion of 
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previous work is warranted it should be referenced fully;

•	 unless students have been instructed to produce a group 
assignment, students will be expected to produce work which 
is uniquely their own;

•	 where work is done as part of a group the submission must 
include a statement about the way in which the submission 
was written and by whom; and,

•	 students are frequently referred to appropriate sources 
of information on plagiarism and good practice in the 
production of assessments.

The Frequency of Plagiarism 
Repeated plagiarism refers to cases where a student who has 
previously been found by Cengage Education to have committed 
plagiarism is found to have plagiarised on a later occasion. 

Initial plagiarism refers to a first known plagiarism offence 
at Cengage Education. Cases should also be treated as initial 
plagiarism if a student has previously plagiarised but the results 
of the investigation of the earlier case(s) had not yet been made 
known to the student.

Cases of repeated plagiarism in assessments submitted at the 
same time either within a Unit of Study or in more than one Unit of 
Study should be treated as initial plagiarism unless, before submitting 
any of these assessments, the student had plagiarised on a previous 
occasion and had already been dealt with in accordance with  
these procedures.

The Severity of Plagiarism 

Significant Plagiarism
The inclusion of large amounts of other people’s work, including 
but not limited to blocks of text, artwork, photography, diagrams 
and tables, statistics, programming code, concepts and procedures 
which clearly detracts from the originality of the student’s work 
will be considered as significant plagiarism. This applies when 
there is no cited reference accompanying the copied content, 
even if the source is included in an accompanying bibliography; 
or if work is cited verbatim without the use of quotation markers 
(quotation marks or indenting).

Minor Plagiarism
In order to be considered as minor, an instance of plagiarism 
must not be repeated plagiarism, and must be found to be 
no more than the inclusion of relatively small amounts of 
the intellectual property of others, which must be deemed by 
Cengage Education to be the result of negligence, ignorance and/ 
or poor academic practice. This applies when there is no cited 
reference accompanying the copied content, even if the source 
is included in an accompanying bibliography; or if work is cited 
verbatim without the use of quotation markers (quotation marks 
or indenting).

Procedures 
The implementation of the Plagiarism Policy consists of five 
possible stages:
1.	 Detection and, where appropriate, investigation;

2.	 Reporting and recording;

3.	 Review and adjudication;

4.	 Penalty; and,

5.	 Appeal.

Detection and Investigation
Where a tutor believes that plagiarism has occurred, such a 
belief may only be acted upon where there is concrete evidence 
of plagiarism. This may be readily evident, and require no 
further investigation. It may be the case that the scope and 
source of the plagiarism are not apparent and require further 
investigation. In either case, no assumption of plagiarism may 
be acted upon without clear and documented evidence of the 
intellectual property plagiarised, and how it is manifested in a  
student’s work.

Reporting and Recording 
The tutor must present a written report to the Course Chair, who 
will review the evidence. If the Course Chair concurs with the 
tutor’s finding, then the report, with additional comments by the 
Course Chair, is presented to the Academic Manager for his or her 
information. The report to the Academic Manager will be filed in 
the office of the Academic Manager in order that the Academic 
Manager may monitor what occurs subsequently to ensure that 
the rights and confidentiality of all parties are upheld, and that 
due process is followed. 

The Academic Manager is required to check the 
relevant student records to ascertain whether the student has 
previously been found guilty of plagiarism, and to inform the  
Course Chair.

The Academic Manager will be informed of the progress and 
outcome of any subsequent action, and will maintain a record 
of the entire matter for future reference. Such a record will  
be confidential.

Review and Adjudication
The tutor and the Course Chair will review the alleged plagiarism 
to determine its severity. If both the tutor and the Course Chair 
are in agreement, a decision will be made as to the precise nature 
of the plagiarism, its severity, and, based on the advice of the 
Academic Manager, where it is a repeat occurrence of plagiarism. 
Should the tutor and the Course Chair disagree on any of these 
issues, the Academic Manager will be called on to participate in 
the review and to make a finding on each issue.
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Penalty

Initial and Minor Plagiarism
The penalty is to downgrade the marks or standard of achievement 
for item(s) of assessment. The degree of plagiarism should be 
considered when applying the penalty and any mark awarded 
is to be based on the non-plagiarised content of the submitted 
work. The penalty percentage to be applied is to be reported to 
the Academic Manager.

The offending assessment will be returned to the student, 
together with the a letter of warning signed by the Course Chair 
may result in the failure of a Unit of Study or expulsion. This 
letter will include a statement that the student should undertake 
relevant reading to ensure the student understands the value of 
academic honesty. 

Initial and Significant Plagiarism
The penalty is to fail the offending assessment. The penalty will 
be reported to the Academic Manager. A letter of warning signed 
by the Course Chair (or nominee) and copied to Academic 
Manager will be sent to the student informing the student 
that a subsequent finding of significant plagiarism may result 
in failure of the relevant Unit of Study and/ or expulsion. This 
letter will include a statement that the student should undertake 
relevant reading to ensure the student understands the value of  
academic honesty. 

Repeated and Minor Plagiarism
The penalty is to fail the offending assessment. The penalty will 
be reported to the Academic Manager. A letter of warning signed 
by the Course Chair (or nominee) and copied to Academic 
Manager will be sent to the student informing the student that 
a subsequent finding of significant plagiarism will result in 
failure of the relevant Unit of Study and expulsion. This letter 
will include a statement that the student should undertake 
relevant reading to ensure the student understands the value of a 
cademic honesty. 

Repeated and Significant Plagiarism
Cases of repeated and significant plagiarism must be brought 
to the attention of the Academic Director by the Academic 
Manager. Where the Academic Director and the Academic 
Manager are of the opinion that the offence warrants expulsion, 
the Academic Director may expel the student. The penalty will be 
failure of the relevant Unit of Study and expulsion from Cengage 
Education. Expulsion here means exclusion from any Cengage 
Education course for a minimum of two years. The Academic 
Director may decide that the student should fail the Unit and be 
put on probation for two years. If the student is found to have 
committed significant plagiarism once more during this period, 
then expulsion will be automatic.

Appeal 
A student may appeal at any time to the Academic Director 
regarding any finding or penalty associated with plagiarism, 
except in the case of expulsion, for which a student may appeal to 
the General Manager.

For penalties not including expulsion, the Academic Director 
may make a determination that will be final.

For penalties including expulsion, the General Manager must 
convene a committee convened for the purpose of reviewing the 
finding of plagiarism and the penalty. The committee will consist 
of the General Manager, the Academic Manager, the Academic 
Director, another senior Cengage Education manager at the level 
of the Academic Manager or higher, and one external academic 
from another higher education institution.

An appeal may not proceed if:
•	 no reasonable grounds are stated for the appeal;

•	 no new or different grounds are stated for the appeal from 
those that may already have been considered by the Academic 
Director;

•	 the student has not ensured that they are in a position to 
receive all notifications from Cengage Education. Late or no 
receipt of official letters will not be accepted as grounds for 
appeal if changes of email or physical address have not been 
notified and received by Cengage Education; or

•	 if the appeal is lodged more than ten weeks after the student 
is informed of the penalty.

Should the student be unsuccessful in an appeal, the student will 
have recourse to a further external appeal through the Australian 
Council of Private Education and Training, which will convene 
a committee for this purpose consisting of members external 
to Cengage Education. The student and the Academic Director 
of Cengage Education will be required to appear before the 
committee, as may other members of Cengage Education staff. 
The finding of such a committee will be final and binding on  
all parties.
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4.6  
Student Progress and 
Retention Policy

Purpose
The purpose of this policy is to monitor the progress of all 
students to ensure that student achievement and retention is 
consistent with Cengage Education’s educational objectives and 
to provide guidelines on dealing with cases of unsatisfactory 
academic progress. The successful implementation of this policy 
is intended to maximise retention rates within courses and 
Units of Study by providing comprehensive support systems 
throughout the duration of a student’s enrolment with  
Cengage Education.

Scope
This policy applies to all Cengage Education students.

Definitions
Academically at Risk refers to a student who:
•	 in their first term of study - fails to achieve a minimum grade 

of Pass in 50% of the Units of Study in which he or she is 
enrolled (i.e. a GPA of at least 1.0); or

•	 in their first three consecutive terms of study - fails to achieve 
a minimum grade of Pass in 50% of the Units of Study 
completed (i.e. a GPA of at least 1.0); or,

•	 fails the same Unit of Study twice.

Unsatisfactory Academic Progress refers to a student who has been 
placed on academic probation and was unable to maintain a 
minimum grade of Pass in 50% of their Units (or a GPA of at 
lease 1.0). 

Monitoring of Annual Academic Progress refers to the procedure 
initiated when a minimum of three consecutive terms have 
elapsed since the student’s initial enrolment. The student will 
be monitored on the basis of grades according to the criteria for 
Academically at Risk and Unsatisfactory Academic Progress.

Content

Rationale 
Cengage Education values the diverse backgrounds of its students 
and provides a range of support services to assist students 
achieve their full academic potential. At the same time, Cengage 
Education has an obligation to monitor academic standards by 
maintaining and insisting upon appropriate levels of academic 
achievement from its students throughout their enrolment with 
the organisation. 

Cengage Education students will possess a diversity of 
educational, cultural, social and economic backgrounds and 
life experiences. Students will also demonstrate varying levels of 

motivation for study and academic achievement. A percentage of 
students in their initial terms of study will require intensive personal 
and academic support to achieve their learning objectives. 

Cengage Education is committed to monitoring levels of 
academic achievement and to providing academic skilling and 
personal mentoring support services as and when the need arises. 

Cengage Education is also committed to informing students 
about the variety of support services available to them prior to and 
post enrolment. The range of support services are detailed in the 
Student Handbook and on the Website. 

If the appropriate levels of academic achievement are not 
being met by a student because (a) the range of support services 
available have not been of assistance to the student or, (b) the 
student has failed to access and act on the range of support 
services available, then the student will be required to provide 
reasons as to why their enrolment in a course of study should 
not be terminated (Show Cause). In the event that a student is 
unable to justify their enrolment based on their academic levels of 
performance and if all other considerations have been accounted 
for, the student’s enrolment will be terminated. 

Procedures
Students who are assessed as academically at risk will be monitored 
according to the following 3-stage process:

Stage 1: Identification of students at risk academically;
Stage 2: Directed Mentor Support, and;
Stage 3: Termination of enrolment.
Stage 4: Student Appeal

Stage 1: Identification of Students at Risk 
Students who are identified as being academically at risk shall be 
invited by the student’s Mentor (responsible for monitoring the 
student’s academic progress) to discuss their academic concerns 
with the relevant Unit Coordinator. The Unit Coordinator 
will assist the student to further identify reasons for failure and 
will then liaise with the student’s Mentor to establish a formal 
Learning Contract to guide the student in their study and 
assessment process for a maximum of two consecutive terms of 
study. If at the end of this period, no change has occurred, the 
student will progress to Stage 2: Directed Mentor Support. 

Stage 2: Directed Mentor Support
A student who remains academically at risk by the end of their 
second consecutive term of enrolment will be deemed to be 
making unsatisfactory academic progress. The student’s Mentor 
will notify the student of their obligation to review their Learning 
Contract with the Unit Coordinator. During this discussion, 
reasons for failure will be identified and appropriate mandatory 
directions developed which the student will be required to 
undertake to assist with achieving successful study outcomes. The 
mandatory directions may include: 
•	 undertaking additional English Language training/assistance; 

•	 undertaking an enabling course;

•	 participating in further counselling; 

•	 restructuring their course, including deferment of their  
study program;
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•	 changing their study program, and;

•	 other recommendations as required.

Identified mandatory directions must be signed as a contract by 
the student. The Unit Coordinator and the student’s Mentor will 
be responsible for monitoring the student’s compliance with the 
agreed mandatory directions.

Stage 3: Termination of Enrolment
A student who continues to make unsatisfactory academic 
progress subsequent to Stage 2 processes will enter Stage 3 which 
is Termination of Enrolment.

Termination of enrolment will occur if a student:
•	 fails to provide evidence which satisfies the Unit Coordinator 

and the Mentor that they have conformed with the agreed 
mandatory directions, or;

•	 at the completion of the second consecutive term the student 
continues to demonstrate unsatisfactory academic progress.

The student will be required to Show Cause why their enrolment 
should not be terminated. Exceptional extenuating circumstances 
must be demonstrated for a student’s enrolment to continue, 
and further mandatory directions may be applied to continuing 
enrolment.

A student whose enrolment is terminated under this policy 
may not re-enrol in any course at Cengage Education for a period 
of two years.

Stage 4: Student Appeal
A student has the right to appeal a Termination of Enrolment 
decision through the Academic Grievance and Complaint Policy. 

An appeal lodged following termination of enrolment must 
relate strictly to the processes of the Student Progress and 
Retention Policy.

The following grounds can not be used as a basis for lodging  
an Appeal:
•	 issues relating to permanent residency status or potential 

status of the student; 

•	 the visa status of the student; 

•	 financial difficulties experienced by the student; 

•	 issues relating to the employment prospects of the student. 

Applications for Appeal must be lodged within ten working days 
of the date of notification of termination of enrolment.

Students are required to submit their appeal formally to 
the Academic Director as described in the Academic Grievance 
and Complaints Policy (in this section of the Handbook). 
It is essential that detailed documentation is attached which 
specifically indicates breach of policy and processes.

The recommendation of the Academic Board will be the final 
stage of any particular appeal avenue within Cengage Education.

4.7  
Privacy Policy

Purpose
The purpose of this policy is to provide guidelines on the 
collection of personal information and its secure use within 
Cengage Education.

Scope
This policy applies to Cengage Education’s staff and students.

Content

The Privacy Act
The NSW Government passed the Privacy and Personal Information 
Protection Act in 1998, appointed a Privacy Commissioner, and 
established the Commissioner’s Office known as Privacy NSW. 
The Act came into effect on 1 July 2000. On the 21st December 
2001, new provisions of the Privacy Amendment (Private Sector) 
Act 2000 commenced. This legislation, updating the Privacy 
Act of 1998, is designed to protect personal information that 
organisations hold. The Act specifies the following principles 
relating to collecting, storing and using personal information:

Personal Information
The Act applies to personal information which is “information 
or an opinion … about an individual whose identity is apparent 
or can reasonably be ascertained from the information or 
opinion.” (s.4). Personal information can be in the form of 
paper or electronic records, video recordings, photographs and 
biometric data such as blood samples and finger prints. The Act 
lists twelve information protection principles that relate to the 
way personal information is collected, stored and used. There are 
some exemptions relevant to Cengage Education to each of the 
principles listed below. 

Collection of Personal Information
•	 For Lawful Purposes: Personal information must be collected 

in lawful ways for lawful purposes (s.8).

•	 Directly from the Person: Personal information must be 
collected from the person to whom the information relates 
or, with that person’s permission, it may be collected from 
someone else, or it may be collected from a parent or guardian 
if the person is under 16 years of age (s.9). Exemption: where 
compliance with the principle would prejudice the interests 
of the person to whom the information relates (s.26(1)).

•	 Requirements for Collection: When collecting personal 
information, reasonable steps must be taken to tell the 
person to whom the information relates: that their personal 
information is being collected; why it is being collected; 
who will see it; whether they are required to provide the 
information by law or whether they are providing it on a 
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voluntary basis; and how the person can have access to, and 
can correct, the information (s.10). Exemptions: where the 
person expressly consents (s.26(2)) or where compliance 
would prejudice the interests of the person to whom the 
information relates (s.26(1)). 

•	 Other Requirements of Collection: Reasonable steps must be 
taken to ensure the information collected: is relevant to the 
purpose for which it is collected; is accurate, up to date and 
not excessive; and does not unreasonably intrude upon the 
person’s personal affairs (s.11).

Retention and Security of  
Personal Information
Personal information must be: securely stored and retained 
no longer than is necessary; be disposed of securely; and, if 
given to a person outside of Cengage Education for some 
authorised purpose, that reasonable steps are taken to prevent its 
unauthorised use or disclosure (s.12).
•	 Information about the Information Held: Reasonable steps 

must be taken to let a person know what information is held 
about him or her; how the information is used; and how the 
person can have access to it (s.13).

•	 Access to Information: A person must be provided with the 
opportunity of access to his or her personal information 
without excessive delay or expense (s.14).

•	 Alteration of Information: A person’s personal information 
must be altered if it is found to be inaccurate, irrelevant or 
misleading for the purpose for which it was collected (s.15).

•	 Checking Information before Use: Reasonable steps must 
be taken, before using personal information, to ensure that 
it is still accurate, up-to-date, relevant, complete and not 
misleading (s.16).

Limits on Use and Disclosure
Personal information must only be used for the purpose for which 
it was collected unless: the person gives permission otherwise; or 
the other purpose is directly related to the first purpose; or not to 
do so would pose an imminent threat to the person’s life or health 
(s.17). Exemption: where the use is reasonably necessary for law 
enforcement purposes or for the protection of public revenue 
(s.23(4)). “Protecting public revenue” is not defined in the Act. 
Privacy NSW believes that the term would apply to the collection 
of taxes but it is not sure if it would apply to the collection of fees 
for services or fines. 
•	 Limits on Disclosure: A person’s personal information must 

not be disclosed to another person or organisation unless 
the person was told or is likely to be aware that the 
information would be so disclosed; or not to do so would 
pose an imminent threat to the person’s life or health (s.18). 
Exemptions: where the disclosure is authorised by a subpoena, 
search warrant or statutory instrument (s.23(5)(c)) or where 
disclosure is reasonably necessary for the protection of public 
revenue (s.23(5)(d)(i)) or where the person expressly consents 
(s.26(2)). 

•	 Special Restrictions on Disclosure: Personal information must 
not be disclosed outside NSW unless a privacy law operates 

in the other State or country. Personal information relating 
to a person’s racial origin, political opinions, religious beliefs, 
trade union memberships, health or sexual activities must 
not be disclosed unless not to do so would pose an imminent 
threat to the person’s life or health (s.19). Exemptions: where 
the person expressly consents (s.26(2)) or, in the case of health 
information, where the person’s consent cannot be reasonably 
obtained and the disclosure is made to an “authorised health 
worker” (s.28(2)) defined as “a medical practitioner, health 
worker, or other official or employee providing health or 
community services, who is employed or engaged by a public 
sector agency” (s.28(2)).
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4.8  
Refund Policy

Purpose
This policy provides refund and withdrawal guidelines for 
Administrative and Financial staff in the management of 
refunding fees paid by students for studies undertaken with 
Cengage Education.

Scope
This policy applies to all Cengage Education students.

Definitions
Tuition Fee means the fee charged by Cengage Education for all 
academic services associated with the provision of study materials, 
student support services, tuition and assessment for a Unit of 
Study.

Study Materials means all textbooks, Unit Guides, orientation 
materials, brochures, equipment and other learning resources 
provided by Cengage Education to students in any physical or 
digital format.

Census Date means the advertised date after which no refund 
of student fees will be made should a student withdraw, unless 
authorised by the General Manager. The standard Census Date 
for Cengage Education Units is the end of the fourth week of the 
Study Term for a Unit.

Withdrawal Administration Fee means that fee charged to students 
when a student withdraws from a Unit after having received study 
materials for that Unit. The amount charged will apply to all 
Units of Study, irrespective of their Tuition Fee. A Withdrawal 
Administration Fee is not charged when a student withdraws after 
the Census Date of the Term from with the Unit is withdrawn. 
The Withdrawal Administration Fee is subject to change. The 
amount charged during the year in which this Student Handbook 
was published can be found in Section 5.2.’

Content 
1. Payment of Tuition Fees
Fee-paying students must pay their tuition fees in full by the date 
specified by Cengage Education in the fee invoice issued to the 
student prior to enrolment. No study materials will be sent to 
students in any form until tuition fees are paid in full, unless the 
General Manager authorises otherwise.

2. �Withdrawal Prior to the Census 
Date for a Unit

Where a fee-paying student withdraws from a Unit prior to 
the Census Date for that Unit, Cengage Education will refund 
tuition fees paid for that Unit of Study, minus any Withdrawal 
Administration Fee that may be applicable. 

Where no study materials have been sent to a student, no 
Withdrawal Administration Fee will be charged.

Where study materials have been sent to a student and the 
student subsequently withdraws prior to the Census Date, a 
Withdrawal Administration Fee will be charged. This fee will be 
applicable once study materials have been sent to the student, 
regardless of the date of receipt by the student.

Withdrawing students will not be required to return any 
study materials sent to them.

3. �Withdrawal after the Census 
Date for a Unit

Where a fee-paying student withdraws from a Unit of Study after 
the Census Date for that Unit, no Tuition Fees will be refunded, 
unless the General Manager authorises a refund.

No Withdrawal Administration Fee will be charged, and the 
student will not be required to return any study materials.

4. Refund of Tuition Fees
A student seeking a refund of fees paid for a Unit of study from 
which the student has withdrawn before the Census Date must 
apply in writing to the Registrar requesting a refund. The request 
must be received by the Registrar prior to the Census Date. 

Cengage Education will refund any money owing to 
a student within six weeks of receipt of a written request  
for refund. 

Request of Refund forms are available from the Cengage 
Education Registrar, or Student Portal. All relevant information 
regarding Tuition Fees, the Withdrawal Administration Fee, 
Refunds, and Census Dates can be found in this Handbook.

5. Refund Appeals
Students seeking a review of a decision regarding an application 
for a refund should apply in writing to the Registrar. Students 
dissatisfied with the outcome of the review may ask for a 
reconsideration of their case by the General Manager.

Further Information
For further information and for FEE-HELP implications see 
Sections 4 (FEE-HELP) and 5 (Fees) of this Handbook.
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Refund Process

No 
refund*

Refund 
minus 
admin 
fee*

No 
refund*

Refund*

Unit withdrawal 
after census date

Unit withdrawal 
after census date

Unit withdrawal 
before census date

Unit withdrawal 
before census date

Learning materials 
dispatched

Learning materials 
not dispatched

Tuition fees paid

*At the discretion of the General Manager, refunds not normally due may be granted.  

All students have the right to appeal a decision they consider unfair.
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4.9  
Academic Grievance 
and Complaint Policy

Purpose
Cengage Education is committed to the fair and equitable 
management of academic grievances and complaints within its 
learning community. The purpose of this policy is to ensure the 
achievement of this aim by providing a transparent and consistent 
process for resolving academic grievances and complaints, in 
conformity with the academic standards, integrity and other 
policies of Cengage Education. 

Scope
This policy articulates the general approach of Cengage Education 
in resolving grievances relating to decisions, acts or omissions of 
Cengage Education staff or committees which may adversely 
affect the academic well-being of students, and the informal 
and formal procedures that students should follow in pursuing 
grievances regarding their academic well-being. Students will be 
informed of the policy during their course orientation and will be 
advised to read it at the commencement of a course. 

All Cengage Education staff, whether permanent, part-
time, or consultants, will receive a printed copy of this policy, 
and receive training in comprehending and implementing the 
policy’s procedures. Students and academic staff will be informed 
in writing of any amendments to the policy as they may occur 
from time to time. When such amendments occur, Cengage 
Education’s staff will receive additional training in order to ensure 
that the amendments and their implications are understood.

All students of Cengage Education are entitled to access the 
academic grievance and complaints procedures regardless of the 
location at which a grievance may have arisen, or the student’s 
place of residence. Academic grievances may be about the 
decisions or actions of staff or committees at Cengage Education. 
They may not be about the policies, procedures or academic 
standards of Cengage Education. A grievance may be about 
the manner in which someone has interpreted or implemented 
a policy or procedure, but it can not be about the policy or  
procedure itself.

Students at Cengage Education have access to a three stage 
academic grievance process which is set out below. Students may 
gain access to the grievance process, regardless of their location, 
by communicating in writing with the Academic Director. Each 
stage of the process is free of charge to the student.
1.	 Informal Stage of Complaint Management

2.	 Formal Stage of Complaint Management

3.	 Lodging an Appeal

Definitions
Academic Grievances Procedures are for grievances that relate to 
student progress, assessment, curriculum and awards in a course 
of study.

An academic grievance is any perceived ground for complaint 
by a student concerning a decision, act or omission of a Cengage 
Education staff member or committee that may adversely affect 
a student’s academic well-being. Grounds for complaint include, 
but are not limited to:
•	 dissatisfaction with a grade received or a tutor 

communication;

•	 improper, irregular or negligent conduct against a student of 
Cengage Education;

•	 discrimination, prejudice or bias; 

•	 failure to adhere to appropriate or relevant published Cengage 
Education policies and procedures; 

•	 a decision made without sufficient consideration of facts, 
evidence or circumstances of specific relevance to the 
student; 

•	 a penalty which is considered too harsh.

A formal complaint is a complaint submitted in writing to the 
Academic Director asserting a grievance. For the purposes of this 
policy, an email is considered to be a written communication.

An informal complaint is an assertion of grievance that is not 
submitted in writing to the Academic Director.

General Principles
1.	 Neither a complainant nor a respondent will be victimised or 

discriminated against in any respect by Cengage Education as 
a consequence of a complaint or grievance, or for any other 
matter.

2.	 Informal and early resolution of complaints is encouraged.

3.	 A complainant may choose to withdraw a complaint at any 
time by notifying the Academic Director in writing. An email 
is sufficient.

4.	 Complaints processes will be conducted in accordance with 
the principles of natural justice, and include:

•	 an opportunity to be heard in a manner that provides 
sufficient time and information to prepare a statement; 

•	 an absence of bias through decision making by persons 
who are impartial or unbiased in relation to the matter to 
be decided;

•	 timely handling of complaints so that issues are brought 
to a point of clear resolution without undue delay.

5.	 In practical terms these requirements entail:

•	 consistent and transparent decision-making;

•	 equality in the treatment of individuals, regardless of 
location;

•	 the opportunity to respond to claims;

•	 the right to open communication and the provision of 
adequate resources and support services;

•	 the right to be fully informed on all aspects of a grievance, 
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the immediate consequences of any action that may be 
taken as well as information regarding any possible future 
consequences; and

•	 that a person who investigates a grievance will act 
fairly and in good faith without bias, malice, ill will or 
improper motive and maintain strict confidentiality.

6.	 A grievance that is not articulated formally or informally 
to a staff member of Cengage Education is not considered 
to be a complaint and therefore is not subject to the terms 
of this policy. That is, a grievance may only be acted upon 
by Cengage Education when it is brought to Cengage 
Education’s attention and presented as a complaint requiring 
a response by Cengage Education.

7.	 An informal complaint, i.e., an assertion of grievance that is 
not presented to the Academic Director as a written statement 
of complaint, may be dealt with only in an informal manner, 
as described below. An informal complaint may be an 
expression of dissatisfaction by a student about a grade 
received or a tutor communication, for example, which is not 
presented to the Academic Director for further action. Should 
the student wish to escalate the matter he or she may do so by 
registering a formal complaint with the Academic Director.

8.	 During any stage of a grievance resolution process, participants 
may request the support of another person (i.e., a support 
person) to assist them with the presentation of, or response 
to, a complaint. A support person may be a friend, family 
member, associate or a colleague who may accompany a person 
who has a grievance, or is responding to a grievance, during 
all communications in order to provide emotional support. 
If a support person or representative is invited to attend, the 
other parties involved must be informed of this in advance. 
This includes phone or internet-mediated communications, 
which are conducted at Cengage Education’s expense.

9.	 At all stages of the process, reasons and a full explanation 
in writing for decisions and actions taken as part of these 
procedures will be provided to the complainant.

10.	Records of all grievances, applications for review of decisions 
and outcomes of the grievance processes will be kept for a 
minimum period of five years. These records will be strictly 
confidential and filed in a separate file to student or staff 
files otherwise accessible to Cengage Education staff in the 
proper and lawful conduct of their duties. All files relating to 
grievances will be stored in a locked cabinet in the office of 
the Academic Director. Only parties to the complaint will be 
allowed appropriate access to these records. 

11.	The Academic Director is responsible for providing all staff at 
Cengage Education with a written copy of these procedures 
and training in their application.

12.	The principle of good faith applies. The raising of a grievance 
against another party falsely and maliciously, whether or not 
the grievance is subsequently withdrawn, can itself become 
the subject of formal action.

Overview of Complaint 
Management Process
The complaint management process consists of three stages: 

1.	 Informal Stage 

2.	 Formal Stage

3.	 Lodging an Appeal

The informal stage allows for complaints to be resolved directly 
and promptly by the principal parties to either a formal or 
informal complaint, with or without the assistance of others, 
and keeping procedural requirements to a minimum. Regardless 
of whether a complaint is formal or informal, all parties are 
invited to participate first in the informal stage of complaint 
management. If a complaint is resolved during the informal 
stage, then no formal stage processes are undertaken. If any of the 
parties to a complaint is unwilling to participate in the informal 
stage, then the formal stage is started as soon as is practicable. 

The formal stage provides procedural steps to be taken 
where resolution is not achieved in the informal stage or where 
the informal stage is not commenced at the request of any of 
the parties to a complaint. Advice and support are available to  
all parties. 

1. The Informal Stage of the Complaint 
Management Process
The informal stage of the complaint management process consists 
of procedures for responding to a complaint which has not been 
submitted in writing to the Academic Director, or where all 
parties to the complaint agree to attempt to resolve the complaint 
informally. 

In the first instance, students should discuss their grievance 
with the other parties to the grievance. This may involve phone or 
internet-mediated communications, such as tele-conferencing. All 
phone and internet-mediated communications will be conducted 
at Cengage Education’s expense. Further action may be taken 
only when the matter remains unresolved, that is, when no 
reconciliation has taken place. If the student is uncomfortable 
with raising the matter with other involved parties, then he or 
she may discuss it with the Academic Director. This may involve 
phone or internet-mediated communications, which will be 
conducted at Cengage Education’s expense. It is acceptable to 
seek advice first and it is recommended that a student do so if a 
complaint has serious implications.

If there is a reasonable prospect of resolving the matter 
through a discussion with all parties, one will be arranged. The 
complainant will not have to pay for this arrangement and every 
effort will be made to achieve a mutually satisfactory outcome 
within 14 days of notification of the complaint.

If any party to a grievance believes that mediation or some 
other form of independent assistance may help in reaching a 
resolution, they may suggest that to the other parties involved. 
If all parties agree to mediation or other assistance they may 
approach the Academic Director to obtain that assistance. If 
the matter is not resolved within 21 days of the receipt of the 
complaint it is referred in writing to the Academic Director.
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2. Formal Stage of Complaint Management
If unsatisfied with the response to the complaint or the time 
taken to resolve the matter, the complainant may submit the 
complaint in writing to the Academic Director who will deal with 
the complaint within a reasonable time, normally within 21 days 
of receiving the complaint. Any grievance not resolved within 31 
calendar days of first submission may be submitted formally.

The formal stage of the complaint management process 
commences when either:
•	 one or more parties to a complaint refuses to participate in 

the informal stage of the process;

•	 the informal stage of the process fails to achieve an outcome 
to the satisfaction of the Academic Director; or

•	 the Academic Director determines that the formal stage 
should be commenced.

The formal stage may not commence at any time in the absence 
of a formal written complaint to the Academic Director, who will 
ensure that the complaint is dealt with in a reasonable timeframe, 
normally within 21 days of receiving the complaint. During the 
formal stage, the process is managed by the Academic Director or 
an authorised delegate, which in most cases will be the Academic 
Manager.

The Academic Director or authorised delegate shall, on 
request, advise a complainant on how to prepare the written 
complaint in a formally acceptable way. 

Where the Academic Director or an authorised delegate is of 
the opinion that the complaint is bona fide and may not readily be 
resolved by the application or reasonable interpretation of Cengage 
Education policy, the Academic Director will form a Complaint 
Resolution Committee. Such a committee will consist of three 
members, to be chaired by a senior academic who is not a party to 
the complaint, appointed by the Academic Director. One member of 
the committee will be a representative of academic staff not otherwise 
involved in the complaint, and another member will be a senior non-
academic staff member of Cengage Education. The committee must 
convene as soon as is practicable, with sufficient time to read relevant 
documentation submitted by all parties to the complaint.

The Complaints Resolution Committee will make a 
determination within 21 days of its formation and notify the 
Academic Director regarding:
•	 the nature, seriousness and extent of the complaint; 

•	 whether the complaint is upheld by the committee in full or 
in part;

•	 allocation of responsibility should a finding be made in 
favour of the complainant;

•	 if a finding is made in favour of the complainant, what harm, 
if any, may have been caused to the complainant’s academic 
well-being;

•	 suggested remedy, including possible counselling, advice, 
reprimand, further professional training, mentoring or other 
remedy as determined by the committee for persons or 
committees deemed responsible by the committee;

•	 comments and recommendations regarding how Cengage 
Education may learn from the complaint in order to 
improve processes, policies, training and staff committee and  
student support.

The Academic Director will then advise the parties of the 
committee’s findings, and any action to be taken by Cengage 
Education as a consequence of the findings, including any 
revision to the academic position of the student. The Academic 
Director will also inform all parties to the complaint of the 
appeals process regarding the findings.

3. Lodging an Appeal
If a complainant is not satisfied with the decision of the Academic 
Director he or she may appeal, in writing, to the Chair of the 
Academic Board within 14 days of notification of the Academic 
Director’s decision. If the Chair of the Academic Board is satisfied 
that there are grounds for an appeal, the Chair will refer the 
matter to the full Academic Board for deliberation. 

If the Academic Board determines that there has been a breach 
of due process in an earlier stage of the complaint management 
process, then the Board will make recommendations to the 
General Manager regarding action to be taken in order to redress 
any breach of due process, and any other recommendations that 
may improve Cengage Education’s processes and minimise the 
risk of future breaches of due process. The complainant will 
receive a written response from the Chair of the Academic Board 
within four weeks of receipt of the appeal.

If the student is not satisfied with the decision of the Cengage 
Education Academic Board the student may request, in writing to 
the General Manager, that the matter be further reviewed by the 
Australian Council for Private Education and Training (ACPET). 
The General Manager will inform ACPET of the request for 
a review, and will cooperate with ACPET to ensure a fair and 
equitable review process. ACPET has offices and representatives 
in all States and Territories of Australia where higher education is 
undertaken. Contact details for ACPET are:

Membership Manager ACPET
Box Q1076, QVB P.O.
Sydney NSW 1230
Phone: (02) 9264 4490 Email: acpet@acpet.edu.au

Students who contact ACPET regarding a review of a decision 
made by Cengage Education’s Academic Board will be advised by 
ACPET of the steps to be taken for such a review. ACPET may 
appoint a suitably qualified independent party to conduct the 
review, the cost of which will be borne by Cengage Education.

Grievances will be addressed by ACPET within 30 days of 
receipt of a written request for further review of a decision made 
by the Cengage Education Academic Board.

Where ACPET makes recommendations to the General 
Manager in relation to a grievance, they will be forwarded to 
the Academic Director who will review and implement them 
within 14 days, provided that they are not unreasonable or 
inconsistent with relevant laws or policies or would require 
Cengage Education to waive any legal rights that it may have in 
relation to the complaint. Should Cengage Education decide not 
to implement any such recommendation a written reason for the 
decision will be provided to the complainant with advice on their 
right to pursue any remedies available at law. 

The procedures set out in this document do not replace or 
modify procedures or any other responsibilities which may arise 
under other Higher Education Provider policies or under statute 
or any other law.
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4.10  
Non-Academic 
Grievance and 
Complaint Policy

Purpose
Cengage Education is committed to the fair and equitable 
management of non-academic grievances and complaints within 
its learning community. The purpose of this policy is to ensure 
the achievement of this aim by providing a transparent and 
consistent process for resolving administrative, financial and 
operational grievances and complaints. 

Scope
This policy articulates the general approach of Cengage Education 
in resolving non-academic grievances relating to decisions, acts or 
omissions of Cengage Education staff or committees which may 
adversely affect the well-being of students, and the informal 
and formal procedures that students should follow in pursuing 
grievances regarding their well-being. Students will be informed 
of the policy during their course orientation and will be advised 
to read it at the commencement of a course. 

All Cengage Education’s staff, whether permanent, part-
time, or consultants, will receive a printed copy of this policy, 
and receive training in comprehending and implementing the 
policy’s procedures. Students and academic staff will be informed 
in writing of any amendments to the policy as they may occur 
from time to time. When such amendments occur, Cengage 
Education’s staff will receive additional training in order to ensure 
that the amendments and their implications are understood.

All students and people seeking to enrol at Cengage Education 
are entitled to access the non-academic grievance and complaints 
procedures regardless of the location at which a grievance may 
have arisen, or the student’s place of residence. Non-academic 
grievances may be about the decisions or actions of staff or 
committees. They may not be about the policies or procedures of 
Cengage Education. A non-academic grievance may be about the 
manner in which someone has interpreted or implemented a policy 
or procedure, but it can not be about the policy or procedure 
itself.

Students at Cengage Education have access to a three stage 
non-academic grievance process which is set out below. Students 
may gain access to a non-academic grievance process, regardless 
of their location, by communicating in writing with the Registrar. 
Each stage of the process is free of charge.
1.	 Informal Stage of Complaint Management

2.	 Formal Stage of Complaint Management

3.	 Lodging an Appeal

Definitions
Non-Academic Grievances Procedures are for grievances which do 
not relate to student progress, assessment, curriculum or awards 
in a course of study and include complaints in relation to personal 
information that Cengage Education holds about a student.

A non-academic grievance is any perceived ground for 
complaint by a student concerning a decision, act or omission 
of a Cengage Education staff member or committee that may 
adversely affect a student’s well-being with respect to:
•	 the management, handling, documentation, review 

commentary on, or communication of, student administrative 
and/or financial and/or operational issues;

•	 the content, management, appropriateness of 
communications;

•	 due process in handling requests or complaints;

•	 policy compliance in any non-academic matter.

A formal complaint is a complaint submitted in writing to 
Registrar asserting a grievance. For the purposes of this policy, an 
email is considered to be a written communication.

An informal complaint is an assertion of grievance that is not 
submitted in writing to the Registrar. 

General Principles 
1.	 Neither a complainant nor a respondent will be victimised or 

discriminated against in any respect by Cengage Education 
as a consequence of a complaint or grievance, or for any  
other matter.

2.	 Informal and early resolution of complaints is encouraged.

3.	 A complainant may choose to withdraw a complaint at 
any time by notifying the Registrar in writing. An email is 
sufficient.

4.	 Complaints processes will be conducted in accordance with 
the principles of natural justice, and include:

•	 an opportunity to be heard in a manner that provides 
sufficient time and information to prepare a statement;

•	 an absence of bias through decision making by persons 
who are impartial or unbiased in relation to the matter to 
be decided; 

•	 timely handling of complaints so that issues are brought 
to a point of clear resolution without undue delay.

5.	 In practical terms these requirements entail:

•	 Consistent and transparent decision-making.

•	 Equality in the treatment of individuals, regardless of 
location.

•	 The opportunity to respond to claims.

•	 The right to open communication and the provision of 
adequate resources and support services.

•	 The right to be fully informed on all aspects of a 
grievance, the immediate consequences of any action 
that may be taken as well as information regarding any 
possible future consequences.

•	 That a person who investigates a grievance will act 
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fairly and in good faith without bias, malice, ill will or 
improper motive and maintain strict confidentiality.

6.	 A grievance that is not articulated formally or informally 
to a staff member of Cengage Education is not considered 
to be a complaint and therefore is not subject to the terms 
of this policy. That is, a grievance may only be acted upon 
by Cengage Education when it is brought to Cengage 
Education’s attention and presented as a complaint requiring 
a response by Cengage Education.

7.	 An informal complaint may be an expression of dissatisfaction 
by a student about an administrative or financial matter that 
is not presented to the Registrar for further action. As an 
informal complaint, the matter may be dealt with by the 
parties involved. Should the student wish to escalate the 
matter he or she may do so by registering a formal complaint 
with the Registrar.

8.	 During any stage of a grievance resolution process, participants 
may request the support of another person (i.e., a support 
person) to assist them with the presentation of, or response 
to, a complaint. A support person may be a friend, family 
member, associate or a colleague who may accompany a person 
who has a grievance, or is responding to a grievance, during 
all communications in order to provide emotional support. 
If a support person or representative is invited to attend, the 
other parties involved must be informed of this in advance. 
This includes phone or internet-mediated communications, 
which are conducted at Cengage Education’s expense.

9.	 At all stages of the process, reasons and a full explanation 
in writing for decisions and actions taken as part of these 
procedures will be provided to the complainant.

10.	Records of all grievances, applications for review of decisions 
and outcomes of the grievance process will be kept for a 
minimum period of five years. These records will be strictly 
confidential and filed in a separate file to student or staff 
files otherwise accessible to Cengage Education staff in the 
proper and lawful conduct of their duties. All files relating to 
grievances will be stored in a locked cabinet in the office of 
the Registrar. Only parties to the complaint will be allowed 
appropriate access to these records. 

11.	The Registrar is responsible for providing all staff at Cengage 
Education with a written copy of these procedures and 
training in their application.

12.	The principle of good faith applies. The raising of a grievance 
against another party falsely and maliciously, whether or not 
the grievance is subsequently withdrawn, can itself become 
the subject of formal action.

Overview of Complaint 
Management Process
The complaint management process consists of three stages: 

1. Informal Stage 

2. Formal Stage

3. Lodging an Appeal

The ‘informal stage’ allows for complaints to be resolved directly 
and promptly by the principal parties to either a formal or 
informal complaint, with or without the assistance of others, 
and keeping procedural requirements to a minimum. Regardless 
of whether a complaint is formal or informal, all parties are 
invited to participate first in the informal stage of complaint 
management. If a complaint is resolved during the informal 
stage, then no formal stage processes are undertaken. If any of the 
parties to a complaint is unwilling to participate in the informal 
stage, then the formal stage is started as soon as is practicable. 

The ‘formal stage’ provides procedural steps to be taken 
where resolution is not achieved in the informal stage or where 
the informal stage is not commenced at the request of any of the 
parties to a complaint. Advice and support are available to all 
parties. 

1. Informal Stage of Complaint 
Management
The informal stage of the complaint management process consists 
of procedures for responding to a complaint which has not been 
submitted in writing to the Registrar, or where all parties to the 
complaint agree to attempt to resolve the complaint informally. 

In the first instance, students should discuss their grievance 
with other parties to the grievance. This may involve phone or 
internet-mediated communications, such as tele-conferencing. All 
phone and internet-mediated communications will be conducted 
at Cengage Education’s expense. Further action may be taken 
only when the matter remains unresolved, that is, when no 
reconciliation has taken place. If the student is uncomfortable 
with raising the matter with other involved parties, then he or 
she may discuss it with the Registrar. This may involve phone or 
internet-mediated communications, which will be conducted at 
Cengage Education’s expense. It is acceptable to seek advice first 
and it is recommended that a student do so if a complaint has 
serious implications.

If there is a reasonable prospect of resolving the matter 
through a discussion with all parties, one will be arranged. The 
complainant will not have to pay for this arrangement and every 
effort will be made to achieve a mutually satisfactory outcome 
within 14 days of notification of the complaint.

If any party to a grievance believes that mediation or some 
other form of independent assistance may help in reaching a 
resolution, they may suggest that to the other parties involved. 
If all parties agree to mediation or other assistance they may 
approach the Registrar to obtain that assistance. If the matter 
is not resolved with 21 days of the receipt of the complaint it is 
referred in writing to the Registrar.
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2. Formal Stage of Complaint Management
If unsatisfied with the response to the complaint or the time taken 
to resolve the matter, the complainant may submit the complaint 
in writing to the Registrar who will deal with the complaint 
within a reasonable time, normally within 21 days of receiving the 
complaint. Any grievance not resolved within 31 calendar days of 
first submission may be submitted formally.

The formal stage of the complaint management process 
commences when either:
•	 one or more parties to a complaint refuses to participate in 

the informal stage of the process;

•	 the informal stage of the process fails to achieve an outcome 
to the satisfaction of the Registrar; or

•	 the Registrar determines that the formal stage should be 
commenced.

The formal stage may not commence at any time in the absence 
of a formal written complaint to the Registrar, who will ensure 
that the complaint is dealt with in a reasonable time, normally 
within 21 days of receiving the complaint.

The Registrar shall, on request, advise a complainant on how 
to prepare the written complaint in a formally acceptable way. 

Where the Registrar is of the opinion that the complaint 
is bona fide and may not readily be resolved by the application 
or reasonable interpretation of a Cengage Education policy, 
the Registrar will form a Complaint Resolution Committee. 
Such a committee will consist of three members, to be chaired 
by a senior administrator who is not a party to the complaint, 
appointed by the Registrar. One member of the committee will 
be a representative of administrative staff not otherwise involved 
in the complaint, and an academic staff member of Cengage 
Education. The committee will convene as soon as is practicable, 
with sufficient time to read the relevant documentation prepared 
by all parties to the complaint.

The Complaint Resolution Committee will make a 
determination within 21 days of its formation and notify the 
Registrar regarding:
•	 the nature, seriousness and extent of the complaint; 

•	 whether the complaint is upheld by the committee in full or 
in part;

•	 allocation of responsibility should a finding be made in 
favour of the complainant;

•	 if a finding is made in favour of the complainant, what harm, 
if any, may have been caused to the complainant’s well-being;

•	 suggested remedy, including possible counselling, advice, 
reprimand, further professional training, mentoring or other 
remedy as determined by the committee for persons or 
committees deemed responsible by the committee;

•	 comments and recommendations regarding how Cengage 
Education may learn from the complaint in order to 
improve processes, policies, training and staff committee and  
student support.

The Registrar will then advise the parties of the committee’s 
findings, and any action to be taken by Cengage Education as a 
consequence of the findings. The Registrar will also inform all parties 
to the complaint of the appeals process regarding the findings.

3. Lodging an Appeal
If a complainant is not satisfied with the decision of the Registrar 
he or she may appeal, in writing, to the Chair of the Academic 
Board within 14 days of notification of the Committee’s decision. 
If the Chair of the Academic Board is satisfied that there are 
grounds for an appeal, the Chair will refer the matter to the full 
Academic Board for deliberation. 

If the Academic Board determines that there has been a breach 
of due process in an earlier stage of the complaint management 
process, then the Board will make recommendations to the 
General Manager regarding action to be taken in order to redress 
any breach of due process, and any other recommendations that 
may improve Cengage Education processes and minimise the risk 
of future breaches of due process. The complainant will receive a 
written response from the Chair of the Academic Board within 
four weeks of receipt of the appeal.

If the complainant is not satisfied with the decision of the 
Cengage Education Academic Board they may request, in writing 
to the General Manager, that the matter be further reviewed by the 
Australian Council for Private Education and Training (ACPET). 
The General Manager will inform ACPET of the request for 
a review, and will cooperate with ACPET to ensure a fair and 
equitable review process. ACPET has offices and representatives 
in all States and Territories of Australia where higher education is 
undertaken. Contact details for ACPET are:

Membership Manager
ACPET
Box Q1076
QVB P.O.
Sydney NSW 1230
Phone: (02) 9264 4490 Email: acpet@acpet.edu.au

Complainants who contact ACPET regarding a review of a 
decision by Cengage Education’s Academic Board will be advised 
by ACPET of the steps to be taken for such a review. ACPET may 
appoint a suitably qualified independent party to conduct the 
review, the cost of which will be borne by Cengage Education.

Grievances will be addressed by ACPET within 30 days of 
receipt of a written request for further review of a decision made 
by the Cengage Education Academic Board.

Where ACPET makes recommendations to the General 
Manager in relation to a grievance, they will be forwarded to the 
Registrar who will review and implement them within 14 days, 
provided that they are not unreasonable or inconsistent with 
relevant laws or policies, or would require Cengage Education 
to waive any legal rights that it may have in relation to the 
complaint. Should Cengage Education decide not to implement 
any such recommendation a written reason for the decision will 
be provided to the complainant with advice on their right to 
pursue any remedies available at law. 

The procedures set out in this document do not replace or 
modify procedures or any other responsibilities which may arise 
under other Higher Education Provider policies or under statute 
or any other law.
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Non-academic Grievance and Complaint Process
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4.11  
FEE-HELP

Introduction
At the time of writing, Cengage Education had applied for Higher 
Education Provider (HEP) status with the Commonwealth. Cengage 
Education has yet to be notified of the outcome of its application. 
Should Cengage Education be granted HEP status then its Australian 
students will be eligible to apply for FEE-HELP for accredited 
higher education courses as per the regulations governing FEE-HELP 
outlined below.

FEE-HELP is a loan scheme that assists eligible students 
to pay their tuition fees. FEE-HELP can cover all or part of a 
student’s tuition fees. Over their lifetime a student may borrow 
through FEE-HELP an amount up to the FEE-HELP limit to 
pay their tuition fees. 

A FEE-HELP loan is repaid through the Australian Taxation 
Office (ATO). You must provide your Tax File Number 
to Cengage Education by the census date. Repayment will 
commence once your income is above the minimum threshold 
for compulsory payment. For 2006/7 the threshold is set  
at $38,149. 

There is a 20% loan fee for FEE-HELP loans for undergraduate 
courses of study. The loan fee does not count towards your FEE-
HELP limit. There is no interest charged on your FEE-HELP 
debt. However, your debt is indexed annually by the Tax Office 
to maintain its real value. Any indexation amount does not count 
towards your FEE-HELP limit.

The loan fee for an undergraduate Unit of Study is charged 
for the amount of FEE-HELP assistance that you receive for the 
Unit of Study. For example, if you take out a FEE-HELP loan 
of $1000 for a Unit of Study, your loan fee will be $200 and 
your FEE-HELP debt reported to the Tax Office will be $1200. 
However, your FEE-HELP balance will only decrease by $1000 
as the loan fee is not included in your FEE-HELP limit. The 
amount of your loan fee will be shown on your Commonwealth 
Assistance Notice.

Taking out a FEE-HELP loan does not affect your ability 
to claim a tax deduction. You may be entitled to a tax 
deduction for your tuition fees, including the tuition fees that the 
Commonwealth pays on your behalf through FEE-HELP, if there 
is a direct connection between your education and your work 
activities at the time the expense was incurred. You can phone 
the Tax Office on 13 28 61 for further advice. The loan fee and 
repayment of your FEE-HELP loan are not tax deductible. 

Eligibility
You are eligible for FEE-HELP assistance for a Unit of Study  
if you:
•	 have received an offer of a fee-paying place for your Course of 

Study; 

•	 enrol in the Unit/s of Study on or before the census date and 
remain enrolled at the census date; 

•	 meet the citizenship or residency requirements which means 
you are either

–	 an Australian Citizen, or

–	 the holder of a permanent humanitarian visa who will be 
resident in Australia for duration of the Unit of Study; 

•	 submit your tax file number (TFN) to Cengage Education; 

•	 have completed, signed and submitted a valid Request for 
FEE-HELP Assistance (CAF) form; 

•	 have not exceeded the FEE-HELP limit.

FEE-HELP Limit
In 2007 the FEE-HELP limit will be $80,000 for all courses 
except medicine, veterinary science and dentistry, for which the 
FEE-HELP limit will be $100,000. If you have been a FEE-
HELP student previously, you will be able to use your CHESSN 
to access your FEE-HELP Balance on the myUniAssist website 
(operated by Department of Education, Science and Training). 

If you are eligible and choose to obtain assistance from the 
FEE-HELP Loan Scheme, you will, on the Census Date
•	 incur a FEE-HELP debt for those Units of Study you have 

taken out a FEE-HELP Loan. 

If you have not paid your fees in full for the Unit/s of Study in 
which you are enrolled by the census date, and have not obtained 
FEE-HELP loan assistance, your enrolment in the Unit/s of 
Study will be cancelled.

Discontinuing (Withdrawing) Units 
after Census Date – Fees
If you are a FEE-HELP student and are granted a “W” or “F” 
grade for a Unit/s of Study, you will use up your FEE-HELP 
balance and remain liable for the FEE-HELP debt for that Unit/s 
of Study. Under the Higher Education Support Act 2003, you 
may apply to Cengage Education for a re-crediting of your FEE-
HELP balance and a remission of your FEE-HELP debt if you 
consider that your discontinuance from the Unit/s of Study was 
due to special circumstances (as you would if your are a fee paying 
student - see next section).

Guidelines for Applying For  
Re-Crediting and/or Remission in 
Special Circumstances
In terms of the Higher Education Support Act 2003 Cengage 
Education may:
•	 re-credit a Student Learning Entitlement (SLE);

•	 re-credit a FEE-HELP balance; and 

•	 remit a FEE-HELP debt 

for a Unit/s of Study from which you withdrew after the census 
date, or had not completed the requirements for the Unit/s of 
Study, due to special circumstances.

For domestic full-fee paying students Cengage Education may
•	 re-credit the fees paid 
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for a Unit/s of Study from which you withdrew after the census 
date, or had not completed the requirements for the Unit/s of 
Study, due to special circumstances.

How to Apply
You must apply in writing to the Academic Manager for a 
re-credit, remission or refund.
•	 if you are a student who has taken up FEE-HELP assistance, 

you must complete the Application for Re-Crediting of FEE-
HELP Balance and Remission of FEE-HELP form; and

•	 if you are a Fee Paying Student you must complete the 
Application for Refund of Tuition Fees form.

To be eligible for consideration for re-crediting and remission, 
you must lodge your application within 12 months of the date of 
withdrawal, or if you have not withdrawn, within 12 months of 
the end of the last Term in which the Unit/s of Study was, or was 
to be, undertaken.

Notification of Decision
You will be notified of the outcome of your application and 
reasons for the decision within 28 days of the receipt of  
your application.

Right of Appeal for Unsuccessful 
Applications
If your application for re‑crediting and remission is unsuccessful, 
you have the right of appeal. You should write to the Academic 
Director within 28 days of the date of the letter advising you of 
the outcome, outlining the grounds for your appeal. You will 
then be advised in writing of the outcome of the review. You have 
the right for your case to be reconsidered by the Administrative 
Appeals Tribunal.

What are Special Circumstances?
Each application will be examined and determined on its merits. 
As a general guide, special circumstances include those that:
•	 Are beyond your control;

i.e. A situation occurs which a reasonable person would 
consider is not due to your action or inaction, either direct or 
indirect, and for which you are not responsible. This situation 
must be unusual, uncommon or abnormal. A lack of knowledge 
of how FEE-HELP works is not considered beyond a  
person’s control.
AND

•	 �Did not make their full impact on you until on or after the 
census date; i.e. your circumstances occurred;

(i)	 before the census date, but worsened after that day;

(ii)	 before the census date, but the full effect or magnitude 
did not become apparent until on or after that day; or

(iii)	on or after the census date.

AND

•	 �Made it impracticable for you to complete the course 

requirements; i.e.
(i)	 Undertake the necessary private study required in order 

to meet your compulsory course requirements; 

(ii)	 Complete the required assessable work; 

(iii)	Sit the required examinations, or complete any / or other 
course requirements because of your inability to meet (i) 
or (ii).

Special Circumstances May Cover, but are 
not Limited to:

Medical reasons
•	 Where your medical condition existed prior to the census 

date, continued past that date and deteriorated to the extent 
that you are unable to continue your studies; or

•	 Your medical condition only became known after the  
census date.

Example 1: You contract an illness prior to the census date. Your 
illness continues past the census date and deteriorates to the extent 
that you are unable to continue with your studies.
Example 2: Your medical condition only becomes apparent after 
the census date and the effects are sufficiently serious that it is 
impracticable for you to complete the course requirements and 
continue with your studies.

Family/personal reasons
•	 Due to unforeseen personal/family reasons that are beyond 

your control you are unable to continue with your studies.

Example 1: A member of your family suffers from a severe 
medical condition that requires you to provide full time care and 
as a result you are unable to continue with your studies.
Example 2: A member of your family or close friend dies and 
you are affected to the extent that you are unable to continue 
with your studies.
Example 3: You or your family’s financial circumstances change 
unexpectedly to the extent that you are unable to continue with  
your studies.

Employment related reasons
•	 Where your employment status or employment arrangements 

change unexpectedly due to circumstances beyond your 
control and you are unable to complete your studies.

Example 1: You are engaged in employment as well as studying. 
Your employer unexpectedly increases your hours of employment 
in circumstances where you are unable to object. As a result 
you are unable to continue with your studies or complete your  
course requirements.

Course related reasons
•	 Where Cengage Education changes the arrangements for 

your Unit or Course and as a result you are disadvantaged to 
the extent that you are unable to complete the requirements 
of the Unit or Course and continue with your studies.

Example 1: Cengage Education cancels your Unit of Study after 
the census date and as a result you are unable to complete the 
requirements of the Unit.
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Example 2: You enrol in a Unit of Study having applied 
for credit based on units previously undertaken at another 
institution, however you are not advised of the decision for credit 
by Cengage Education until after the census date.

What supporting documentation 
needs to be provided?
It is most important that you provide independent documentation 
to support your claims. It is not sufficient to provide only 
a personal statement outlining your special circumstances. 
Depending on your reasons for applying for financial concession 
you also need to provide a statement from a doctor, counsellor or 
your employer to verify your claims.

Supporting documentation may include, 
but is not limited to:

For medical reasons:
A statement from a doctor stating:
•	 the date your medical condition began or changed;

•	 how your condition affected your ability to study; and

•	 when it became apparent that you could not continue with 
your studies.

Please Note: You should inform your doctor that the statement 
will need to be sent to Cengage Education in support of  
your application.

For family or personal reasons:
A statement from a doctor, counsellor or independent member 
of the community (e.g. a Justice of the Peace or a Minister of 
Religion) stating:
•	 the date your personal circumstance began or changed;

•	 how your circumstance affected your ability to study; and

•	 when it became apparent you could not continue  
your studies.

For employment related reasons:
A statement from your employer stating:
•	 your previous work hours and location;

•	 your current work hours and location; and

•	 the reason for changed hours and location.

For course related reasons:
A statement from Cengage Education stating:
•	 that you have been disadvantaged by changed arrangements 

to your Unit/s of Study and that it was impossible for you to 
undertake an alternative Unit/s of Study.

Appeal to External Arbitration
If you are unhappy with the result of the appeal process at 
Cengage Education you can apply to the Administrative Appeals 
Tribunal (A.A.T.) for a review. The Tribunal has a national “local 
call fee only” number for the use of callers in country areas of 
Australia. The telephone number is 1300 366 700. You can use 

the number to call the Tribunal’s office in the capital city of the 
State in which you live, for the cost of a local call. If you apply 
to the A.A.T. for review of a decision, you may have to pay an 
application fee of $639. In New South Wales the A.A.T. can be 
found at: Level 7, City Centre Tower, 55 Market Street, Sydney 
NSW 2000.

For more information (and to find your closest A.A.T. office) 
go to http://www.aat.gov.au/default.htm
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