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Student Support Services Policy and Procedure 

 
1. Policy 
 
This policy supports the requirements to provide student support services to all students. This policy 
also ensures that Xpert Solutions has sufficient support staff with all adequate facilities and resources. 

This policy ensures that all students are given support at Xpert Solutions. This support includes both 
academic support, language support and personal support and the following procedures ensure that 
students are made aware of the support available. 
 
There is no cost to access student support services provided within Xpert Solutions. There are also no 
costs for a referral to an external support service however accessing services outside Xpert Solutions 
may incur costs and student will be notified of this prior to engaging external support services. 
 
Xpert Solutions is committed to ensure that all students receive support (wherever required) to adjust 
to life and study in Australia. The learning and support needs of all students is assessed upon entry into 
their course. Information to make this assessment is gathered through the information provided by the 
student on the application and/or enrolment forms, through LLN, discussion with the student during their 
induction/orientation to the course about how to access the support services. All support services 
information will be regularly reviewed to ensure it is current and accurate. Adequate academic and 
student support staff to student ratio would be maintained. Xpert Solutions would ensure that high 
quality support and assistance is provided at all times and would maintain the following ratio:  
 

• 1:15 Academic staff to student ratio for academic and language (LLN) support. 
• 1:60 Student Support Services staff to student ratio. 

 
In an event of any support sessions having student numbers exceeding the above-mentioned ratio for 
academic and language support, the support sessions will be divided into groups, with each group being 
allocated different support sessions, with no group exceeding 1:15 ratio. The same strategy is 
applicable for the student Support Service staff also. If the number exceeds to the above specified ratio, 
addition support staff will be employed or contracted and have formal qualifications in counselling and/or 
relevant experience who is able to advise and provide counselling to students in an intercultural context 
about language, academic and future progressive advice and welfare matters. 
 
To achieve this, Xpert Solutions would contract VET trainers and assessors for the minimum duration 
of 20 hours every week (full time trainer/assessor) for delivery and assessing and additional 8 hours of 
academic support or pro-rata (whenever and wherever applicable).  
 
Based on the Course Entry requirement, Xpert Solution only accept students meet the English 
proficiency requirements. However, via LLN assessment and identified student needs additional 
language teachers (ELICOS) will be sourced to ensure students can get sufficient (long term) Language 
support prior studying the course, Xpert Solution may refer students to eligible ELICOS provider in 
Tasmania and defer students study commencement.  
 
 
 
Student Orientation 
 
At the beginning of a course of study the students are to be given a short orientation and which includes 
the following: 

- Brief on support services to assist overseas students to help them adjust to study and life 
in Australia. 

- English Language and study assistance programs 
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- Legal, emergency and health services 

- Facilities and resources at Xpert Solutions 

- Students are informed about all relevant policies and procedures including course 
progress, refund and complaints and appeal (please refer to the complaints and appeal 
policy and procedure).  

- A tour of the Institute identifying classrooms, student areas, student administration area, 
and any other relevant areas within the Institute such as toilets, fire exits, and restricted 
areas. 

- All students are to receive a copy of the ‘Student Orientation Handbook’ and each 
section explained to students. 

- Services available to students with general or personal issues which are adversely 
affecting their education in Australia 

- Services student can access for information on their employment rights and condition, 
and how to resolve workplace issues, such as through Fair Work Ombudsman. 

- The detailed information on how to seek assistance for an report an incident that 
significantly impact on student’s wellbeing, including critical incidents can be obtained 
from ‘critical incident policy and procedure’ 

 
 
Language Literacy and Numeracy (LLN) Assessment and Support  
Xpert Solutions ensures that the language, literacy and numeracy skills of each student are assessed 
prior to training commencement as required. 
 
Xpert Solutions determines the support needs of individual learners and provides access to the 
educational and support services necessary for the individual learner to meet the requirements of 
the training product as specified in training packages or VET accredited courses. 
 
Xpert Solutions offers support to:  

- Students to enable them to achieve expected learning outcomes regardless of the 
student’s place of study or the mode 
of study of the course, at no additional cost to the student. 

- Facilitate access to learning support services consistent with the requirements of the 
course, mode of study and the learning needs of overseas student cohorts, including 
having and implementing documented processes for supporting and maintaining contact 
with overseas students undertaking online or distance units of study. 

 
 
Additional Student Support  
Xpert Solutions will give relevant information or provide referrals as appropriate to overseas students 
who request assistance in relation to the services and programs, at no additional cost to the overseas 
student. 
 
Xpert Solutions will offer reasonable support to overseas students to enable them to achieve expected 
learning outcomes regardless of the overseas student’s place of study or the mode of study of the 
course, at no additional cost to the overseas student. 
 
Xpert Solutions will facilitate access to learning support services consistent with the requirements of the 
course, mode of study and the learning needs of overseas student cohorts, including having and 
implementing documented processes for supporting and maintaining contact with overseas students 
undertaking online or distance units of study. 
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Xpert Solutions will designate a member or members of its staff to be the official point of contact for 
overseas students. The student contact officer or officers must have access to up-to-date details of the 
registered provider’s support services.  
 
Xpert Solutions will have sufficient student support personnel to meet the needs of the overseas 
students enrolled with the registered provider.  
 
Xpert Solutions will ensure its staff members who interact directly with overseas students are aware of 
the registered provider’s obligations under the ESOS framework and the potential implications for 
overseas students arising from the exercise of these obligations.  
 
Xpert Solutions has implemented and maintains a Critical Incident Policy & Procedure to assist students 
who that could be affected in their ability to undertake or complete a course, such as but not limited to 
incidents that may cause physical or psychological harm.  
 
Xpert Solutions maintain a written record of any critical incident and remedial action taken by Xpert 
Solutions for at least two (2) years after the overseas student ceases to be an accepted student. 
Xpert Solutions will: 

o take all reasonable steps to provide a safe environment on campus and advise overseas 
students and staff on actions they can take to enhance their personal security and safety 

o provide information to overseas students about how to seek assistance for and report an 
incident that significantly impacts on their wellbeing, including critical incidents 

o provide overseas students with or refer them to (including electronically) general 
information on safety and awareness relevant to life in Australia. 

 
Counselling Staff  

• Xpert Solutions employ or contracts a person or persons with formal qualifications in 
counselling and/or relevant experience who is able to advise and provide counselling to 
students in an intercultural context about academic/ future progress advice and 
welfare matters. 

• Xpert Solutions ensure that the counselling services are available and accessible 
by students at suitable times. 

 
Nominated Student Support Officer 
Whilst all staff employed by Xpert Solutions has the responsibility to provide support to all students, 
Xpert Solutions nominates a ‘Student Support Officer’ who shall be available to all students, on an 
appointment basis, through the standard Institute hours of business. 

 
Students can access the Student Support Officer directly or via student administrations and an 
appointment will be organised as soon as practical. All Student Support Officers have access to up-to-
date details of the Student Support Services. Currently the role and responsibility this ‘Student Support  
is maintained by the person detailed below: 
 
 
Name: Kanglog WANG  Ph:  0402059815  Email: ceo@xpert.edu.au 
 
Xpert Solutions ensures that all Student Support Officers who interact directly with overseas students 
are aware of obligations under ESOS framework and potential implications for overseas students arising 
from the exercise of these obligations.  
 

 
 


