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Established in 2001, English in Paradise (EIP) is the educational branch of
Crumps International Pty Ltd, a well-respected, family owned, Australian
business.
Since the early years of delivering conversation based English language
lessons, EIP has grown rapidly into a highly successful registered training
organisation (RTO) with CRICOS registration. This accreditation by the
Australian government has enabled EIP to expand its scope of courses to
include Business, Leadership and Management, and Media with courses
up to Diploma level. EIP is currently delivering all of these nationally
recognised, vocational education training (VET) courses to students from
over 30 countries around the world.
Centrally located in vibrant Surfers Paradise, the heart of the Gold Coast,
Queensland, EIP is surrounded by golden beaches and the world heritage
listed hinterland. Situated in a modern 3 level campus that contains 17
state of the art and spacious training rooms, EIP provides its students
with 3 computer laboratories, a media studio, student lounges, kitchens,
a comprehensive learning resource library and a wide range of audio visual
equipment.
Delivering the training are EIP’s highly qualified and experienced trainers
who are passionate about helping their students achieve their education
goals. The trainers work closely with EIP’s caring support staff to ensure
that a student’s time at EIP is both rewarding and
enjoyable.
For international students wanting valuable
and practical training courses coupled with an
exciting experience in a beautiful location, EIP is
the clear choice.

Shaun O’Connor
CEO
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INTRODUCTION

Please refer to our Refund Policy for further details.

Crumps International Pty Ltd trading as English in Paradise (EIP), is dedicated to
providing a high standard of training to meet the personal and career objectives
of students. Our Trainers and Assessors are experienced professionals who are
committed to remaining up to date with industry skills and knowledge, and to
providing flexible and innovative training. EIP is here to support you through your
course of study, and provide you with a high standard of service and experience.

All students are encouraged, guided and supported to help them undertake
and successfully complete any chosen course of study. In the event that
a student’s assessment is deemed Not Yet Satisfactory (NYS) in a unit of
competency, the student will have two more attempts to complete and submit
the assessment. Please refer to our Course Progress Policy.
Once a student completes all the assessments for the unit they will be granted
a Competent or Not Yet Competent grade for the unit.

OUR COMMITMENT

EIP will ensure that we provide training and assessment services that meet the
needs of students and industry, as we employ suitably qualified and experienced
Trainers and Assessors, provide secure and suitable learning facilities, and maintain
the opportunities for learning in appropriate environments with suitable resources
and assessments which are fair and flexible.

English is Paradise will provide resources and staff to maximise the outcome
for all students. If a student’s performance is not satisfactory, there are active
policies and procedures to assist students in maintaining satisfactory academic
performance. Please refer to our Course Progress and Completed in Expected
Duration Policies.

Your questions are important to us, so please ask any of our friendly and helpful
staff. Please remember that our Trainers and Assessors are working with other
students as well as yourself, and will answer your questions in person, and we are
committed to returning your calls and emails but we ask that you allow us two
working days to respond.

Students who are unsuccessful at completing a qualification, will be issued with
a statement of attainment listing those units successfully completed. Students
do have the option to re-attempt units that they did not achieve competency
in, provided that any re-enrolment meets the duration requirements of a
student visa. Please refer to our Course Progress Policy.

Statements of Attainment and Qualifications are issued within 30 days of your
completion. Please advise us if you would like to withdraw or cancel your
enrolment for any reason. This enables us to issue your statement of attainment
for units completed.
Please note that EIP does not currently accept applications from students under
18 years of age.

TRAINING GUARANTEE

EIP is committed to ensuring that all training and assessment is delivered and
completed as per the terms of a student’s enrolment. In the unforeseen event
that EIP ceases to operate, your training will be transferred to another reputable
Training organisation to continue the remainder of a course, as per the ESOS ACT
2000.
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Nationally Recognised Training offered by EIP:

TRAINING &
ASSESSMENT
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FSK10213 Certificate I in Access to Vocational Pathways
FSK20113 Certificate II in Skills for Work and Vocational Pathways
BSB20115 Certificate II in Business
BSB30115 Certificate III in Business
BSB40215 Certificate IV in Business
BSB50215 Diploma of Business
General English
EIP IELTS Preparation
English for Academic Purposes - EAP
CUA20215 Certificate II in Creative Industries
CUA31015 Certificate III in Screen and Media
CUA40715 Certificate IV in Design
BSB41515 Certificate IV in Project Management Practice
BSB42015 Certificate IV in Leadership and Management
CUA50715 Diploma of Graphic Design
BSB51415 Diploma of Project Management
BSB51918 Diploma of Leadership and Management
BSB61015 Advanced Diploma of Leadership and Management
BSB60915 Advanced Diploma of Management (Human Resources)
BSB60215 Advanced Diploma of Business
CPC30111 Certificate III in Bricklaying/Blocklaying
CPC30211 Certificate III in Carpentry
CPC30611 Certificate III in Painting and Decorating
CPC31011 Certificate III in Solid Plastering
CPC31211 Certificate III in Wall and Ceiling Lining
CPC31311 Certificate III in Wall and Floor Tiling
English For Trades
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OVERVIEW

Vocational Education Training (VET) is designed for people who either are currently
employed or are seeking employment, and provides them with what is expected of
an employee in the workplace.
Vocational Education Training (VET) is competency based training designed
to demonstrate an individual’s skills and knowledge. Once an individual has
completed the required assessments satisfactorily for each unit of competency,
they are deemed competent in the skills and knowledge assessed in that unit.
The types of assessments that maybe used for each unit of competency are:
• Written/oral assessment
• Practical demonstrations
• Role plays
• Completion of case studies and similar activities
• Projects
• Development of a portfolio of evidence
• Work samplesThird party reports

TUITION FEES

Tuition fees and other charges are due as per a student’s Letter of Offer and written
agreement between the student and EIP. Failure to pay fees on or by the due date
a fee maybe charged for each week the payment is overdue (for the first 2 weeks).
Once the payment is over 2 weeks late an intention to cancel enrolment notice
maybe issued.
If you have any financial difficulties and have concerns about making your payments
on time, please contact administration staff prior to the due date.

recognised training need to have a USI. For more information, visit:
https://www.usi.gov.au/

FACILITIES AND RESOURCES

EIP has training facilities which have the following physical resources used in
the delivery of training and assessment:
• Training rooms
• Student computer labs
• Large screen televisions
• Overhead projectors
• CD and DVD players
• Fully equipped Media studio
• The following resources are available for the training rooms:
• Air-conditioning and heating
• Tables and chairs
• Student Lounges with kitchen facilities
• Microwave ovens, fridges and coffee making facilities
• Wireless internet access
• Printing, scanning and copying facilities (students are issued a printer card
for use while enrolled)
Training rooms are well equipped with comfortable student seating, a large
white-board and training resources.
CD and DVD players, televisions,
authentic materials for training purposes and appropriate models and charts
are available in rooms which require these resources.
All training and assessment for courses is provided by EIP – no other provider,
person or business provides any part of the course.

UNIQUE STUDENT IDENTIFIER (USI)

A USI is a reference number made up of numbers and letters. Creating a USI is free.
It creates a secure online record of your nationally recognised training that you can
access anytime and anywhere, and it’s yours for life.
The USI is linked to the National Vocational Education and Training (VET) Data
Collection, and this means an individual’s nationally recognised training and
qualifications gained anywhere in Australia, from different training organisations,
will be kept all together. From 1 January 2015, all students doing nationally
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WORKBOOKS AND ASSESSMENTS
ENGLISH COURSE STUDENTS
You are issued a workbook and assessments at the start of the course. If you lose
your workbook, a fee may be charged for English Proficiency courses
For each unit of competency in your course, there are assessments to be
completed. Assessments for each unit are to be completed during the block (as
outlined in the Assessment schedule handed out in Orientation) and submitted on
the relevant Assessment day. Students must attend all scheduled classes regularly
and assessment days are compulsory.
When you complete and hand in an assessment for a unit (such as written questions
or projects) a Trainer and Assessor has 10 working days to assess your work and
provide feedback to you. After you have handed in assessments to your Trainer
and Assessor, it is your responsibility to remain in contact with your Trainer to find
out the grading you have received, and if further work needs to be completed. The
grading you can receive for an assessment is either “S” meaning Satisfactory and
that you have completed the assessment competently, or “NYS” meaning Not Yet
Satisfactory.

submit assessments on or before an Assessment day, a fee may be charged
for reassessment per individual assessment which applies upon subsequent
submission. Failure to pay outstanding late assessment fees may result in the
withholding of qualifications (Certificates and Statements of Attainments).
Students who are enrolled in future courses at EIP must ensure that all
outstanding late assessment fees from their current course have been paid in
full by the COE end date. Failure to pay outstanding late assessment fees by
the COE end date will result in the issuing of an intention to cancel enrolment
notice that may affect any future course(s) a student has enrolled in.
NON ENGLISH COURSE STUDENTS
You will be issued a login and password for the online learning management
system. This learning management system is to reduce the volume of
workbooks that would normally be issued, and allows flexibility in the
completion of the assessments.
Your Trainer and Assessor will provide an overview of the learning management
system, and show you how to login and access resources and the assessments
For each unit of competency in your course, there are assessments to be
completed.

If you receive an “NYS” (Not Yet Satisfactory) for an assessment, you will have two (2)
further attempts to complete the assessment and re-submit to your Trainer. When
a Trainer and Assessor advises that an assessment is “NYS” (Not Yet Satisfactory),
you will be provided 14 working days to fix up the assessment and re-submit it. If
you fail to complete an “NYS” assessment within this 14-day timeframe, you will be
graded as “NYS” with no further opportunity to change this grading.
When completing assessments, please use a computer and printer to produce
assessments to be handed in. The assessment cover sheet issued to you at the
start of the block, must be attached to the assessment you submit to your trainer.
If you choose to handwrite the assessment to be submitted, please do not write in
pencil or red pen.
Assessments need to be submitted before or on Assessment days. If you fail to
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Assessments need to be submitted before or on Assessment days.
If you fail to submit assessments on or before an Assessment
day, a reassessment fee per individual assessment applies upon
subsequent submission. Failure to pay outstanding late assessment fees

will result in the withholding of qualifications (Certificates and Statements of
Attainments). Students who are enrolled in future courses at EIP must ensure that
all outstanding late assessment fees from their current course have been paid in
full by the COE end date. Failure to pay outstanding late assessment fees by the
COE end date will result in the issuing of an intention to cancel enrolment notice
that may affect any future course(s) a student has enrolled in.

TRAINING (CLASS) TIMETABLE

EIP operates Monday to Saturday from 8.30am to 7.30pm.
Class times are as follows:
• 8:30am to 11am
• 11:30am to 2pm
• 2:30pm to 3:45pm
• 4:00pm to 7:30pm
Attending class on a regular basis is very important for many reasons. Not only are
you learning and building your knowledge and skills, participating in discussions
and role plays, but you can ask questions about assessments, check on your
progress and seek further assistance from your Trainer and Assessor.

PLAGIARISM AND CHEATING

In a study environment, cheating means to act dishonestly in any way so that the
Trainer and Assessor accepts what you present as genuinely representing your
understanding of, and ability in, the subject concerned. Plagiarism is to copy work
without acknowledging the source and is a form of cheating. EIP will not tolerate
plagiarism or cheating, and a penalty may be imposed if you are accused of either.

• Hand in a completely duplicated assignment
• Take work without the author’s knowledge e.g. copying information from
the internet without referencing
• Allow someone else to hand in your work as their own
• Have several people write one assessment and hand in multiple copies, all
being represented (implicitly or explicitly) as individual work
• Use any part of someone else’s work without the proper acknowledgement
e.g. referencing
• Steal documents from a Trainer and Assessor.
It is not considered cheating to:
• Discuss assignments with Trainer and Assessors or other students to
understand what is required
• Hand in work done alone or with the help of others
• Get help to correct minor errors in spelling, grammar or syntax (sentence
construction)
• Discuss assignment requirements and course materials so that you can
better understand the subject (this is, in fact, encouraged)
• Submit one assignment from a group of students where this is explicitly
permitted or required
• Use other people’s ideas where they are acknowledged in the appropriate
way, such as referencing using footnotes, end notes or the Harvard system of
referencing.
Remember that the integrity of a group project is the joint responsibility of all
members of the group. Therefore, if cheating of any kind is found in a group
project, all members of the group will be held responsible and will be subject
to the disciplinary processes.

It is cheating to:
• Use notes or other resources without permission
• Hand in someone else’s work as your own (with or without that person’s
permission)
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PENALTIES

If you are suspected of cheating, the Trainer and Assessor will investigate to
establish evidence to support the suspicion. If there is evidence to support the
suspicion, the Trainer and Assessor will notify the CEO and set out the concerns
to you in writing, requesting a time to discuss the matter. You will have the
opportunity to counter the allegations made against you. Once you have provided
your information, the CEO may come to one of two decisions:
It is a minor or unintentional offence and you will need to undergo an alternative
form of assessment, such as a short oral assessment, which may involve talking
about the work or questioning. The penalty in this case is that you will receive the
lowest level of competency or pass for all the learning outcomes being assessed.
It is a serious offence and you will be deemed not yet competent in the unit.
Repeated offences of cheating – minor or serious – will result in failure of the unit
plus a record on your student file, together with the reason.
You will be advised of all penalties in writing.
What if I don’t agree with the decision? If you are accused of and penalised for
cheating and believe that the accusation is unjust, you have the right to appeal
against the charge. This appeal must be lodged in writing with the Academic
Manager within one week of the penalty being imposed. Please refer to the
Complaints and Appeals Policy.

ACCESS TO STUDENT RECORDS

STUDENT RESULTS

Units of competency results will be recorded for you. At the completion
of your training program or individual unit your qualification will be issued
showing the units of competency that you have satisfactorily completed. If you
do not complete your training program, you will be eligible for a Statement of
Attainment for any units of competency achieved.zttt
Please note: If you require a statement of attainment to be issued during your
enrolment, you will need to notify the EIP administration team. You will then
receive an invoice for $55. This must be paid prior to receiving your statement
of attainment and can be paid via Direct Debit, Credit Card or Cheque.
In the event of a lost or damaged certificate, please contact EIP administration
for re-issuance of a certificate or statement of attainment (fee of $55 applies).

COURSE EVALUATION

English course Students may wish to access their records to check on work
completed, progress or for other reasons. Please organise with your Trainer and
Assessor a time suitable to view your training records. For Non English course
students, the online learning management system provides an accurate overview
of your progress and displays the communication between yourself and the Trainer
and Assessor of the course.
Other parties will not be permitted to access student files without written consent
from the student. It is your responsibility to remain in contact with your Trainer
and Assessor at all times and ensure you have completed the required assessments
correctly and on time.
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MONITORING PROGRESS

EIP Trainer and Assessors, along with the Progress Officer, systematically
check student records and the progress of each student in every course. If a
student is found to be achieving under 50% of units completed, EIP staff will
be proactive in notifying and counselling students who are at risk of failing
to meet course progress requirements. An intervention strategy for students
at risk will be implemented, which may include compulsory attendance in all
classes and competent achievement of all assessments as directed by EIP staff.
Please refer to the Course Progress Policy for details.

Your feedback is particularly important to our commitment to ongoing
improvement. Throughout your training you will be asked to provide your
thoughts and comments on the training received. EIP also encourages all
students to make contact should they wish to provide feedback or comments
on any aspect of the service they have received. At the end of your course you
will be asked to provide further feedback about EIP and the course itself, to
continually improve the RTO.

PREREQUISITES

Please refer to course pdf flyers on ourwebsite for each individual course.
Prequisites will be listed on your letter of offer.
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RECOGNITION OF PRIOR LEARNING (RPL)

An application can be made for RPL for selected courses delivered by EIP when
the student believes that they have already attained the necessary skills and
competencies elsewhere within Australia (for example through work, other
study etc.).
If you feel you have the skills, knowledge or experience required to apply for
RPL, you will be able to have an interview with EIP who will assist you with your
application.
You will be required to provide documentation to support your
application. Your application will be processed and an assessment made as to the
success or otherwise of your application. You will be notified in writing of the
result.
Should your application be successful, your results will be recorded on your
Academic Statement. Recognition of Prior Learning is the process of formal
recognition for skills and knowledge gained through previous learning such as:
• Life experiences
• Previous formal learning
• Employment
• Recreational or personal interests
For more information regarding RPL and how to apply, please discuss this with the
Administration team at the time of enrolment.

CREDIT TRANSFER

You may be eligible for a credit transfer if you have previously undertaken training
through a Registered Training Organisation. Credit transfer may be granted for one
or more units. Three major factors need to be considered:
1. How current is the qualification
2. How does it map to the current training and qualification, and
3. If the training was undertaken with a Registered Training Organisation.

EIP supports the national policy of recognition of qualifications and Statements
of Attainment issued by other Registered Training Organisations (RTO),
regardless of the location, provided that the RTO is registered to offer units
of competency which exist within the qualification being offered by EIP and
which may also exist in other Training Packages
Please note that a grant of Credits may impact on the duration of your
enrolment. Your Confirmation of Enrolment will be modified accordingly
and EIP will notify the relevant government authority via PRISMS as required
under the ESOS Act 2000.

LEARNER FEE PROTECTION

When a prospective or current learner prepays fees in excess of a total of
$1500 (being the threshold prepaid fee amount), the RTO must meet the
requirements set out in Schedule 6 of the Standards for RTO’s 2015. This
standards outlines the requirements for protecting fees prepaid by individual
learners, or prospective learners, for services.
If Crumps International Pty Ltd t/a English in Paradise is unable to provide
services for which the learner has prepaid, the learner will be placed into an
equivalent course such that the new location is suitable to the learner, and the
learner receives the full services for which they have prepaid at no additional
cost to the learner, or be paid a refund of any prepaid fees for services yet
to be delivered above the threshold prepaid fee amount. Please refer to the
Refund Policy.

If you think you may be eligible for a credit transfer, you will need to provide the
following:
The original statement of attainment and/or certificate for your Trainer and
Assessor to sight, a copy of the statement of attainment and/or certificate or a
certified copy of your qualification signed by a Justice of peace.
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WELCOME TO EIP!

Every new and extending student must attend a compulsory orientation session
on the first day of every course they are enrolled in. Students who fail to attend
orientation 2 (two) weeks in a row, will be issued an intention to cancel enrolment.
At orientation, students are given comprehensive information regarding their
programs of study, delivery methods, assessment methods and due dates, and are
made familiar with the policies and procedures which will affect them in their study
(see the last section of this Student handbook). If you have any further questions,
please do not hesitate to talk to an EIP staff member.
EIP employs multi-cultural staff members who are available to assist and support
students with language, cultural and study issues. The school also utilises its
Education agents and senior students to assist and support the orientation process
and induction program for new students. Students receive a culturally appropriate
orientation program that assists them to adjust to study and life in Australia and
includes information about:
• Adjusting to life in Australia
• Cost of living expenses
• Transport & Accommodation
• Support services including legal services, health services and emergency services
• Staff support and resources
• Facilities and resources
• Course content and structure
• Training and assessment
• Policies and procedures
• Student visa requirements
• Workbooks and assessments
For further information, please visit the following website: http://www.border.gov.
au . EIP will assist students to access any of these services at no extra cost.
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STUDENT EXPECTATIONS

Students and staff at EIP have a right to work and study in an environment free
from harassment, discrimination or threatening behaviour. When enrolling
at English is Paradise, students must agree to accept and abide by policies
and procedures, follow rules and regulations, and participate in studies as
directed by your program. Compliance with these expectations is required
by all students. Failure to do so may result in cancellation of your enrolment.
• Students must reside within the wider Gold Coast area for the duration of
their enrolment
• Work towards achieving goals set within training plan and completion by
anticipated completion date
• Abide by copyright and plagiarism laws and legislation
• Complete training and assessment activities within agreed timeframes
• Communicate any difficulties with completion of activities or assessment
with your Trainer and Assessor
• Respond to communication (emails, phone calls etc.) from EIP staff
• Attend meetings when requested by EIP staff
• Inform your Trainer and Assessor in advance of any intended absences,
illness or other reasons
• Inform your Trainer and Assessor if you have a medical condition that may
affect your participation within a course or affect those with whom you may
be training.
• Treat other students and staff with respect so as not to compromise their
health, safety, privacy and welfare.
• Contribute to the orderly, effective and safe functioning of EIP.
• Follow the Occupational Health, Safety and Welfare policies and procedures.
• Comply with all lawful directions given by staff while on EIP property or
engaged in EIP controlled or sponsored activity.
• Comply with EIP’s commitment to the prevention and elimination of
unlawful discrimination.
• Abstain from bullying, harassing, and any other unlawful activity or behaviour
whilst on EIP property or engaged in a EIP controlled or sponsored activity,
including the online environment,
• Access and use only that EIP property to which they are entitled to have
access and are qualified to use and to use it in a careful and responsible way.
• Pay fees or late assessment fees on the specified date
• Be a genuine/bona fide student and abide by your student visa requirements
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UNACCEPTABLE BEHAVIOUR

• disobeying any reasonable direction by an EIP staff member
• failure to maintain contact with, and respond to contact by, EIP
• acting dishonestly when undertaking tests, examinations or reports required for
course assessment purposes
• failing to return library or other loaned EIP property by the required date
• viewing or distributing offensive material via the internet, email or other means
• discrimination, harassment and victimisation
• bullying and intimidation
• racist or sexist comments
• behaving in a disruptive manner, such as swearing, yelling or using offensive
language
• using mobile phones during classes
• illegal use of drugs or alcohol
• stealing, vandalising or causing wilful damage to EIP property
• endangering the safety of yourself or others
• assaulting or attempting to assault anyone while on EIP premises
• Inappropriate possession of guns, knives or other weapons while engaging in EIP
activities.
• non-payment of fees
• unsatisfactory course progress

CONSEQUENCES OF UNACCEPTABLE BEHAVIOUR

If your behaviour is disruptive or unacceptable, disciplinary action may be taken
against you. A Trainer and Assessor can ask you to leave the classroom or refuse
entry to a classroom if your behaviour is disruptive or dangerous. If your behaviour
threatens the safety of others, interferes with the duties of staff or other students’
study or damages or threatens EIP property, you may be suspended by the CEO.
Information about the grounds on which a student’s enrolment may be deferred,
suspended or cancelled is provided in this handbook, available on the website or
in print from EIP upon request.

STUDENT SUPPORT

EIP is committed to providing guidance where possible to assist in meeting
your learning needs, by:
1. Providing support to assist with learning and any queries related to
assignments.
2. Referring Students to support agencies or Government Departments for
guidance or assistance during and following training.
LANGUAGE, LITERACY AND NUMERACY SUPPORT
EIP is committed to providing guidance or support to those students who have
any identified issues in relation to language, literacy or numeracy support.
Should a student require support, in a confidential interview information
can be provided on access to appropriate support which is available. All
information in relation to a student’s LLN skills is strictly confidential. More
information can be obtained by visiting the following website:
www.centrelink.gov.au/internet/internet.nsf/services/literacy_numeracy.htm

ACCESS & EQUITY POLICY

EIP is committed to providing opportunities to all people for advancement,
regardless of their background. We support government policy initiatives
and provide access to our training where we can to those who are at a
disadvantage, even seeking assistance for students from relevant agencies or
government departments.
EIP meets the needs of individuals and the community through the
integration of access and equity guidelines, and will apply equity principles
to ensure equality of opportunity without discrimination by ensuring that our
selection criteria are non-discriminatory, providing fair access to training for
disadvantaged people.
We liaise with agencies and Government Departments when appropriate – e.g.
for Austudy, literacy and numeracy support, migrant education and disability
support in order to assist any of our students who may require assistance, in
a non-interventionist manner.
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Based on the Access and Equity Policy for the Vocational Education and Training
System EIP will provide training that is:
• Equitable for all people through the fair allocation of resources and involvement
in vocational education and training
• Provides equal opportunity for all people
• Provides access for all to appropriate quality vocational education and training
programs and services
• Provide support services which enhance achievement of positive outcomes

CAMPUS

CHANGE OF PERSONAL DETAILS

Should you change any of your personal details please request a “Change of
Enrolment Form” from your Trainer and Assessor or the Administration staff.
YOU MUST SUPPLY CHANGE OF DETAILS SUCH AS ADDRESS, SURNAME,
EMAIL AND/OR CONTACT TELEPHONE NUMBER WITHIN 7 DAYS. This
is a requirement of your Student Visa conditions, and failure to update your
personal details can have serious consequences.
In addition, EIP may release Information collected about you throughout your
enrolment as required under law and in order to meet our obligations as a
CRICOS Registered Training Organisation, to the Commonwealth Government,
including the Tuition Protection Scheme (TPS) and/or designated State
and Territory agencies, including the Department of Immigration; or legal
institutions, in accordance with the Privacy Act 1988.

3059 Surfers Paradise Blvd, Surfers Paradise, Queensland, 4217, Australia.
Phone: +61 7 5570 6313
Email: info@eip.edu.au
Website: www.eip.edu.au
Student Contact Officer:
Lidiane Brasileiro
Student Support Staff:
Information will be provided at orientation.

CONTACT DETAILS
RELEASE OF CONTACT DETAILS AND INFORMATION
To ensure that Registered Training Organisations meet the ASQA standards and
offer quality training to students, ASQA conducts regular audits. The audit process
involves a review of a training organisations policies, procedures, record keeping
and practices. On occasion the registering body may contact past and present
training students to conduct an interview to confirm that the organisation is
complying with its obligations and providing a service, which meets the needs of
students and industry. Upon request EIP are required to supply the following
information to the registering body - Contact details including address, telephone
numbers and email address.
For audit purposes and in the event of a complaint or appeal, the registering
body (ASQA) may request to view student files. The purpose of this is to ensure
compliance with regulations and standards.
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INTRODUCTION

Surfers Paradise is part of the Gold Coast. Situated on 42 kilometres of coastal plain
the Gold Coast remains a great attraction to those that love the outdoors; you can
swim at one of the 41 beaches, walk in world heritage listed tropical rainforests,
explore the Hinterland mountain ranges and wilderness areas and meet laid back,
friendly people.
The Gold Coast is one of Australia’s fastest growing cities with a current population
of approximately 550,000 people. The area experiences about 300 days of
sunshine per year, with an average temperature in summer of 28 degrees Celsius,
20 degrees in winter and the average water temperature year round is 20 degrees.
Apart from an abundance of natural scenic attractions the Gold Coast has plenty of
theme parks, shopping centres, restaurants and nightlife. It is located 70 km, or a
45-minute drive south of Brisbane.

LIVING ON THE GOLD COAST

The following information provides an indication of what living expenses are
associated with residing on the Gold Coast.
Single person costs of living:
Rent 1 Bedroom		
AUD$250-$350 pw
2 Bedroom		
AUD$350-$450 pw (Dependent on whether furnished or unfurnished)
Electricity			
AUD$25 pw
Telephone (Landline)		
AUD$20 pw
Public Transport		
AUD$40 pw
Food			
AUD$80 pw
Laundry			
AUD$12 pw
Other			
AUD$60 pw
Approx. budget per week for a single person: AUD$380–$550

OBLIGATIONS REGARDING SCHOOL-AGED DEPENDENTS
It is a visa requirement that International Students with school-aged children
enrol them in school. International Students should be aware that in most
circumstances they will be required to pay full fees for any of their schoolaged dependants who accompany them and who are enrolled in either a
government or non-government school in Australia (approx. AUD$8,000 p.a.).
Refer to this site for a directory of schools in Queensland;
http://education.qld.gov.au/directory/schools/index.html
LIVING EXPENSES AND FINANCE
One of the many advantages of the Gold Coast is the shopping. Not only are
there huge shopping centres but many small, medium and large food, café
and supermarket outlets. There are 3 major supermarkets within a 2-minute
walk of the campus that stock all forms of food and basic living utensils at
reasonable prices.
Visit:
http://www.studyinaustralia.gov.au/
http://www.studygoldcoast.org.au/
http://australia.gov.au/people/students/international-students
For more information on cost of living:
https://www.studyinaustralia.gov.au/english/live-in-australia/living-costs

Family of 4 Costs of living:
Rent 			
AUD$350 – AUD$500 pw approx.
Other Housing costs 		
AUD$150 pw
Schooling 			
AUD$120 pw
Cars 			
AUD$140 pw
Food			
AUD$250 pw
Sport and Recreation AUD$70 pw
Approx. budget per week for a family of 4: AUD$1300.00

For more information on supermarkets visit:
www.woolworths.com.au
www.coles.com.au

For more information on rental accommodation visit www.realestate.com.au
using the Surfers Paradise postcode (4217) as a reference point.
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An average international student in Australia can expect to pay approx.
AUD$18,610 per year. This is taking into account accommodation, food,
clothing, entertainment, transport, international and domestic travel,
telephone and incidental costs. This amount has been provided by Study in
Australia. For additional information visit www.studyinaustralia.gov.au

For more entertainment options and prices visit:
http://www.adventuregc.com/entertainment.asp
http://www.goldcoasteguide.com/entertainment.php
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ACTIVITIES
EIP is located in central Surfers Paradise and as such is surrounded by a broad range
of tourism orientated activities with operators who can assist students in this area.
Marine based options include a variety of trips and tours that explore the open
ocean and the Broadwater while land based activities make use of the hinterland
area to Byron Bay to the south. Add to that 4 major theme parks and a wealth of
dining, shopping and sporting destinations. For more information,
visit:
www.hellogoldcoast.com.au
www.goldcoastactivities.com.au
CURRENCY
Australian dollar – AUD
VISA Card, MasterCard, Bankcard, American Express and Diner’s Club are accepted
in most restaurants, supermarkets and retail outlets. There may be some additional
charges added on public holidays or when using some credit cards. Always check
which credit cards are accepted before entering the business. There is usually a
credit card sticker on the front of the store or business that indicates accepted
cards. All business transactions are in Australian dollars only. To calculate current
exchange rates, visit: https://www.rba.gov.au/statistics/frequency/exchangerates.html
BANKING
The 4 major Australian banks are Westpac, ANZ, NAB and the Commonwealth.
Trading hours are Mon – Thu 9am – 4pm, Fri 9am – 5pm. Foreign currency
exchanges are located in Orchid Ave and Surfers Paradise Blvd close to the campus.
POST OFFICE
Australia Post is the national postal service for Australia and handles all domestic
and international mail services. The closest branch is located in the Cavill mall, a
5-minute walk from the campus. Visit: https://auspost.com.au/
AIRPORT TRANSFERS
Brisbane and Gold Coast airports feed all flying passengers into and from the Gold
Coast region. Both airports have taxi, limousine and bus services while Brisbane
has a direct rail connection to the Gold Coast.
For information and bookings visit:
www.coachtrans.com.au/pricing.aspx
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www.con-x-ion.com/
PUBLIC TRANSPORT
The Gold Coast has an extensive public transport that consists of taxis, buses
and trains. EIP is located in the heart of Surfers Paradise and as such is ideally
situated for public transport access and use. Public buses run north, south and
to the nearest rail station from within a block of the campus and multiple taxi
ranks are located within a 50 metre radius. For more details, visit the websites
or call the phone numbers below.
Regent Taxis: www.regenttaxis.com.au 131008
Surfside Bus lines: www.translink.com.au 131230
Surfers Paradise Transit Centre: +617 55843700
Trains: www.citytrain.com.au 131230
INTERNET
Free internet is available to EIP students at the campus. For external internet
use there are a number of internet cafes located within a 3-minute walk of
the campus on both sides of Surfers Paradise Blvd. For more information on
internet café locations, visit:
http://www.startlocal.com.au/recreation/internetcafe/
YOUR CLOSEST LIBRARIES
Southport Branch Library

Cnr Garden and Lawson Streets, Southport 4215
Phone: (07) 5581 7200
Fax: (07) 5581 7206
Email: soulibrary@goldcoast.qld.gov.au
This branch is approximately 15 minutes by bus/35 minutes on foot from EIP (3km).
Ample free car parking is available, accessible from Lawson Street, for 1 hour and 3 hour
periods. 61 Sunshine Boulevard, Mermaid Waters 4218
Phone: (07) 5581 1555
Fax: (07) 5575 5007
Email: brolibrary@goldcoast.qld.gov.au
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Broadbeach Branch Library

Broadbeach Branch Library is co-located with the Gold Coast City Council Customer Service Office,
Albert Waterways Community Centre and Park, opposite Pacific Fair. This branch is approximately 15
minutes by bus/35 minutes on foot from EIP (3km).
Opening hours:
Mon-Fri: 9am – 6pm (to 8pm Thu)
Sat: 9am – 4pm
Sun: 12pm – 4pm
Opening hours
Mon-Fri: 9am – 6pm (to 7pm Thu)
Sat: 9am – 4pm
Sun: Closed

SERVICES AND FACILITIES:
Wide selection of fiction and non-fiction books for adults, young people and
children, Children’s section with books, CDs, DVDs, graphic novels and games,
Young people’s sections with books, CDs, DVDs, graphic novels and games,
PlayStation 2/3 games on e-port, PCs with internet access and
Microsoft Office (bookings advisable), large print and audio books, newspapers
and magazines, books and magazines in community languages, language tapes,
CDs and DVDs, adult literacy resources, community notice board, photocopying
and printing, self-serve loans units, disabled access with automatic doors, disabled
parking, lift, after hours return, and public access wireless internet.
HELPFUL GOVERNMENT DEPARTMENTS:
• Department of Education and Training - www.education.gov.au/ or 1300 566 046
• Department of Home Affairs - https://www.homeaffairs.gov.au/ or 131 881
• International Students - www.studyinaustralia.gov.au/
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SUPPORT NETWORKS ON THE GOLD COAST
Service Provider

Address

Contact

Gold Coast

2741 Gold Coast Highway, Broadbeach 4218 or PO Box
307, Broadbeach 4218

80 Davenport St, Southport

Phone: 07 5591 2729

Emergency

Ambulance, Fire, Police

Emergency – 000 / Police link 131 444

Surfers Health Medical Centre

1/ 3049 Surfers Paradise Blvd,

Surfers Paradise 4217

Phone: (07)-5592 5999

WELFARE
Lifeline Australia
Phone: 5579 6000 or Helpline – 131 114
Salvation Army
MEDICAL

Fax (07)-5592 5988
Medical Centre
1 Cavill Ave, Surfers Paradise 4217

Phone: 07 5538 6355

Gold Coast University Hospital (GCUH)

Corner of Parklands Drive and Olsen Avenue, Southport 4215

Phone: 1300 74 4284

Dentist

Suite 5, 115 Nerang St,

Southport 4215

Phone: (07) 5528 5044

LEGAL
Gold Coast Legal Services

24 Davenport St, Southport 4215

07 5532 9611

Hunt Migration
Level 7, 167 Eagle Street,
Brisbane 4000
1300 MY VISA (69 8472)
INTERPRETING SERVICES
Translating and Interpreting Service (TIS) National
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To use an interpreter over the telephone.

Telephone: 131 450
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HEALTH INSURANCE

Job Search Websites: www.careerone.com.au or www.seek.com.au

OVERSEAS STUDENT HEALTH INSURANCE (OSHC)
IF YOU ARE AN INTERNATIONAL STUDENT STUDYING IN AUSTRALIA AND
HAVE A STUDENT VISA, YOU MUST PURCHASE AN APPROVED OSHC POLICY
FROM A REGISTERED HEALTH BENEFITS ORGANIZATION – COMMONLY REFERRED TO AS HEALTH FUNDS. YOU WILL NEED TO BUY OSHC BEFORE YOU
COME TO AUSTRALIA, TO COVER YOU THROUGHOUT YOUR STAY HERE.
Medibank Private 2017
Fees (Guide only)
https://www.medibank.com.au/overseas-health-insurance/oshc/
1 month single: AUD$47.40
For further information, visit:
http://www.health.gov.au/

EMPLOYMENT ON A STUDENT VISA
WORKING ON A STUDENT VISA
YOU CANNOT WORK UNTIL YOU HAVE COMMENCED YOUR COURSE IN
AUSTRALIA. ONCE YOUR COURSE HAS COMMENCED YOU ARE PERMITTED TO WORK A MAXIMUM OF 40 HOURS PER FORTNIGHT WHEN YOUR
COURSE IS IN SESSION, AND UNLIMITED HOURS WHEN YOUR COURSE IS
NOT IN SESSION. FIELD WORK/TRAINING AS PART OF A COURSE IS NOT
COUNTED IN THE ALLOWED 20 HOURS.

AUSTRALIAN RULES AND CUSTOMS

Within the framework of Australia’s laws, all Australians have the right to express their culture and beliefs and to participate freely in Australia’s national
life. At the same time, everyone is expected to uphold the principles and
shared values, as outlined in the introduction, that support Australia’s way of
life. Australia holds firmly to the belief that no–one should be disadvantaged
on the basis of their country of birth, cultural heritage, language, gender or
religious belief. In order to maintain a stable, peaceful and prosperous community, Australians of all backgrounds are expected to uphold the shared
principles and values that underpin Australian society.
There are very few social customs which apply only in Australia. However,
in some cases, there are differences in emphasis or approach compared to
practices in other countries. If in doubt, the best advice is to ask a friend,
a neighbour or work colleague - in a workplace and among friends, most
Australians tend to call each other by their first names or meeting someone
for the first time, it is usual to shake the person’s right hand with your right
hand and people who do not know each other generally do not kiss or hug
when meeting.
‘Please’ and ‘thank you’ are words that are very helpful when dealing with
other people, and buying goods or services. Australians often say, ‘excuse
me’ to get a person’s attention and ‘sorry’ if they bump into them. Australians also queue or line up when waiting to be served in a shop, a bank, a
government department, a cinema or anywhere where a number of people
are all seeking a service at the same time.

Department of Home Affairs (DHA)
https://www.homeaffairs.gov.au/
Student visa Conditions:
https://archive.homeaffairs.gov.au/trav/stud/more/visa-conditions/visa-conditions-students
Centrelink – Job Service Provider
https://www.humanservices.gov.au/individuals/centrelink
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AUSSIE SLANG

To help you understand the common expressions (or slang), here are a couple of
examples:
• Arvo: short for afternoon – ‘drop by this arvo’, means please come and visit this
afternoon.
• BBQ or Barbie: outdoor cooking, usually of meat over a grill or hotplate using
gas or coals.
• G’day: Hello. How are you?
• Shout: to buy someone a drink. At a bar or a pub when a group of friends meet,
it is usual for each person
to ‘shout a round’, meaning buying everybody a drink. Each person takes a turn at
buying a ‘round’.
If you require more information, please go to http://www.border.gov.au and
locate “Life in Australia” online book.

RELEVANT LEGISLATION

NATIONAL VOCATIONAL EDUCATION AND TRAINING REGULATOR ACT 2011
This Act was introduced in 2011 to establish a consistent registration and accreditation framework for vocational education and training, by applying nationally
agreed standards. Visit: www.comlaw.gov.au/Details/C2012C00143
AUSTRALIAN SKILLS QUALITY AUTHORITY (ASQA)
The Australian Skills Quality Authority (ASQA) is the national regulator for Australia’s Vocational Education and Training (VET) sector. EIP is a Registered Training
Organisation (RTO), which must comply with ASQA regulations. Business and English course delivery, assessment and student management come under ASQA’s
jurisdiction. Visit: www.asqa.gov.au
STANDARDS FOR RTOS 2015
All registered training organisations (RTOs) in Australia are responsible for ensuring they fully comply with the Standards at all times as a condition of their
registration. The Standards are enabled by the National Vocational Education and
Training Regulator Act 2011 (NVR Act).
The purpose of the Standards is to:
• describe the requirements that an organisation must meet in order to be an
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RTO in Australia
• ensure that training delivered by RTOs meets industry requirements (as
set out in the training package or accredited course) and has integrity for
employment and further study, and
• ensure RTOs operate ethically and consider the needs of both learners and
industry.
https://www.asqa.gov.au/standards/about-standards-rtos-2015
THE AUSTRALIAN QUALIFICATIONS FRAMEWORK
This is a framework which sets out all nationally agreed education and
training qualifications in Australia. The vocational education and training
sector delivers eight qualifications under this framework, i.e. Certificate I to
Vocational Graduate Diploma. As stated in this handbook, you will see the
qualifications offered by us, and their equivalent level under AQF. For more
information, access the following website: www.aqf.edu.au/
EDUCATION SERVICES FOR OVERSEAS STUDENTS (ESOS)
EIP operates within the legislative framework of ESOS. The Department of
Education and Training regulates the education and training sector’s involvement with overseas students studying in Australia on student visas. It does
this through the Education Services for Overseas Students legislative framework. This protects Australia’s reputation for delivering quality education services and the interests of overseas students, by setting minimum standards
and providing tuition and financial assurance.
Please refer to the ESOS Framework for details: https://internationaleducation.gov.au/Regulatory-Information/Pages/Regulatoryinformation.aspx
The professionalism and integrity of the industry is further strengthened
by the ESOS legislation’s interface with immigration law. This imposes visa
related reporting requirements on both students and providers. The Education Services for Overseas Students Act 2000 (ESOS Act) set out the legal
framework for the delivery of education to overseas students. National Code
of Practice for Providers of Education and Training to Overseas Students 2018
is a set of nationally consistent standards that governs the protection of
overseas student and delivery of courses to those students by providers registered on CRICOS – the Commonwealth Register of Institutions and Courses
for Overseas Students. Only CRICOS courses can be offered to international
students studying in Australia on a student visa.
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WORK HEALTH AND SAFETY ACT 2011 (QUEENSLAND)
The Work Health and Safety Act 2011 Queensland (the WHS Act) provides a
framework to protect the health, safety and welfare of all workers at work. It also
protects the health and safety of all other people who might be affected by the
work. All workers are protected by the WHS Act, including:
• employees
• contractors
• subcontractors
• outworkers
• apprentices and trainees
• work experience students
• volunteers
• employers who perform work.
The WHS Act also provides protection for the general public so that their health
and safety is not placed at risk by work activities. For more information, visit:
https://www.worksafe.qld.gov.au/laws-and-compliance/workplace-health-and-safetylaws/laws-and-legislation

LEGISLATION FOR MANAGING AND MINIMISING RISK
Like any organisation, training organisations must have systems in place for
managing and minimising risk commensurate with the nature of the services
they provide. Visit the Queensland Government’s Workplace Health and Safety
website (www.worksafe.qld.gov.au) for more information regarding legislation for
managing and minimising risk.
FAIR WORK ACT 2009 (COMMONWEALTH)
All employers in Queensland are covered by the Fair Work national workplace
relations system. As an employer, you must provide your employees with the
minimum entitlements under this system, or you could face penalties. The Fair
Work system provides for the minimum employment standards and regulates on
a range of employment and industrial matters.
The key features of the Fair Work system are:
• 10 minimum National Employment Standards
• awards that apply nationally for specific industries and occupations
• the national minimum wage
• protection from unfair dismissal.
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Awards, together with the National Employment Standards and the national
minimum wage, make up a safety net of entitlements for employees covered
by the Fair Work system.
https://www.business.qld.gov.au/running-business/employing/employee-rights/awards and www.fairwork.gov.au
PRIVACY ACT 1988 (COMMONWEALTH)
The Privacy Act 1988 makes provision to protect the privacy of individuals,
and for related purposes. It should be noted, however, that the Federal
Privacy Act does not regulate state or territory agencies (except for the ACT).
For information on privacy regulations in Queensland and in other states and
territories, visit: https://www.oaic.gov.au/privacy-law/privacy-act/
COPYRIGHT ACT 1968 (COMMONWEALTH)
The copyright Act 1968 is an Act relating to copyright and the protection of
certain performances, and for other purposes. For more information regarding the Copyright Act 1968, visit:
https://www.ag.gov.au/RightsAndProtections/Documents/ShortGuidetoCopyright-October2012.pdf
ANTI-DISCRIMINATION ACT 1991 (COMMONWEALTH)
Under the above Acts, the Anti-Discrimination Act, 1991 and the Workplace
Health and Safety Act, 1995, Sexual harassment and anti-discrimination are
against the law. Sexual harassment is any form of unwelcome sexual attention that is intimidating, humiliating or offensive. It is every student’s right
to a sexual harassment free environment. Where instances of discrimination
or harassment occur, they will be investigated in a confidential manner. If
proved, the person responsible will be disciplined.
Visit: https://www.humanrights.gov.au/employers/good-practice-good-business-factsheets/quick-guide-australian-discrimination-laws
The Anti-Discrimination Act 1991 aims to promote equality of opportunity
for everyone by protecting them from unfair discrimination in certain areas
of activity, including education and training. The services developed and offered by EIP, including their administrative practices and assessment processes, take into account the principles established by this legislation.
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AUSTRALIAN CONSUMER LAW (COMMONWEALTH)
The Australian Consumer Law (ACL) includes:
• a national unfair contract terms law covering standard form consumer and
small business contracts;
• a national law guaranteeing consumer rights when buying goods and services;
• a national product safety law and enforcement system;
• a national law for unsolicited consumer agreements covering door-to-door sales
and telephone sales;
• simple national rules for lay-by agreements; and
• penalties, enforcement powers and consumer redress options.
The ACL applies nationally and in all States and Territories, and to all Australian
businesses. For transactions that occurred prior to 1 January 2011, the previous
national, State and Territory consumer laws continue to apply.
The ACL is administered by the ACCC and state and territory consumer protection agencies and is enforced by all Australian courts and tribunals, including the
courts and tribunals of the States and Territories.
http://consumerlaw.gov.au/the-australian-consumer-law/
COMPETITION AND CONSUMER ACT (CCA) 2010
The object of the Competition and Consumer Act (CCA) 2010 is to enhance the
welfare of Australians through the promotion of competition and fair trading, and
through a provision for consumer protection.
For more information, visit:
www.accc.gov.au/content/index.phtml/itemId/815209
COMMISSION FOR CHILDREN AND YOUNG PEOPLE AND CHILD GUARDIAN
ACT 2000
The object of the Commission for Children and Young People and Child Guardian Act 2000 is to establish the Commission for Children and Young People and
Child Guardian and to promote and protect the rights, interests and well-being of
children in Queensland. Visit: www.legislation.qld.gov.au/LEGISLTN/CURRENT/C/
CommisChildA00.pdf
For more on the above or other legislation, visit the Office of the Queensland
Parliamentary Counsel (OQPC).
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POLICIES & PROCEDURES
Below is a selection of policies and procedures for current and prospective students
currently enrolled, of English in Paradise. These policies and procedures must be
read and understood by students before enrolling.
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REFUND POLICY
The management of Crumps International Pty Ltd t/a EIP are committed to complying
with the fee management requirements of the Standards for Registered Training
Organisations (RTOs) 2015 and the ESOS Act 2000 and associated legislation.
PURPOSE
The purpose of this procedure is to ensure learner/candidates are refunded Tuition
and Enrolment fees where appropriate.
SCOPE
This procedure applies to any staff involved in the processing of applications for
refunds by Crumps International Pty Ltd. This procedure covers fee protection, the
notice of withdrawal, verification, preparation for refund and issue of refund.
FEES
All fees must be paid prior to the commencement of the course or as per an agreed
payment plan accepted in writing by the Student. All ongoing fees must be paid as
invoiced for the course. All fees are payable in Australian dollars. Students will not
be permitted to commence or continue their course until all outstanding fees have
been paid. EIP reserves the right to cancel a Student’s enrolment for non-payment
of fees, where fees are overdue by more than 14 days. Any cancellation of enrolment
due to non-payment of fees will be reported to the Department of Home Affairs as
prescribed under Section 19 of the Education Services for Overseas Students Act 2000
(ESOS Act).
EIP reserves the right to change fees at any time, subject to the relevant authority’s
approval.
REFUNDS
Refund of the fees will only be granted in accordance with the refund policy set out
below.
Application fees are non-refundable under any circumstances, except in the unlikely
circumstances where EIP is unable to provide the course.
Full Refund: EIP has a fee refund policy for situations where special circumstances exist.
We will make a full refund of course fees paid (less administration and application fee
charge) in the following circumstances:
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• Visa Not Granted: Application for a Student visa is unsuccessful: In this case
EIP, reserves the right to retain an administration charge of AUD$350. Refund
of any balance pre-paid course money will be made within 14 days. A request
of refund in writing and proof of visa refusal, from the Australian Government
must be sent to EIP upon visa refusal.
• Provider Default:
- In the unlikely event that EIP is unable to start your course on the agreed
starting date, you will be offered a full refund of all the course money you
have paid to date. The refund will be paid to you within 14 days from the day
on which the course ceased being provided. Alternatively, you may be offered
enrolment in an alternative course by EIP at no extra cost to you. You have
the right to choose whether you would prefer a full refund of the unspent
course fees, or to accept a place in another course. If you choose placement in
another course, we will ask you to sign a document to indicate that you accept
the placement.
- In the unlikely event that EIP is unable to s deliver your course in full, you
will be offered a refund of all the unspent course money you have paid to
date. The refund will be paid to you within 14 days from the day on which the
course ceased being provided. Alternatively, you may be offered enrolment
in an alternative course by EIP at no extra cost to you. You have the right to
choose whether you would prefer a full refund of the unspent course fees,
or to accept a place in another course. If you choose placement in another
course, we will ask you to sign a document to indicate that you accept the
placement.
If EIP is unable to provide a refund or place you in an alternative course the
Australian Government’s Tuition Protection Service (TPS) will assist you with
your placement in an alternative course or manage any applicable refunds.
The Tuition Protection Service (TPS) is an initiative of the Australian
Government to assist international students whose education providers are
unable to fully deliver their course of study. The TPS ensures that international
students are able to either:
• complete their studies in another course or with another education provider
or
• receive a refund of their unspent tuition fees
EIP reserves the right to cancel or postpone any courses prior to their
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scheduled commencement dates, if necessary. In such circumstances, if a Student
is unable to enroll in a similar course at EIP all fees will be refunded within 14 days.
Partial Refund: EIP will make a partial refund of any tuition fees paid to EIP before
the Course Start Date in the following circumstances:
- Withdrawal at least 10 weeks prior to agreed course start date
FULL REFUND OF TUITION.
- Withdrawal at least 6 weeks prior to agreed course start date
75% REFUND OF TUITION.
- Withdrawal at least 4 weeks prior to agreed course start date
60% REFUND OF TUITION.
- Withdrawal at least 2 weeks prior to agreed course start date
40% REFUND OF TUITION.
- Withdrawal less than 2 weeks prior to agreed course start date
20% REFUND OF TUITION.

SPECIAL CONDITION FOR ELICOS STUDENTS
• If an ELICOS student’s enrolment is changed due to their English placement
test on arrival, any excess pre-paid course fees will be credited towards future
courses to be undertaken at English In Paradise. No refunds of fees will be
made in circumstances where progression into further ELICOS courses is
available. In exceptional circumstances, if EIP is not able to offer a course that
meets the student’s further ELICOS study requirements, EIP will refund any
excess fees paid in advance for the original course.

In the above circumstances the refunds will be processed within 4 weeks from the
date the refund request is received
NO FEE REFUND
• If a Student withdraws from, cancels or fails to attend a program or course after
the start of the program, with the exception of visa refusal, EIP will not refund any
of the fees paid for that program or course. The Student will be required to pay any
outstanding balances for the course. No refund will be issued for any non-tuition
fees paid to EIP. No refunds will be issued for any deposits and payment plan
fees paid on additional COEs at EIP. Any pre-paid fees for future courses within a
packaged program will not be refunded after the student has commenced their
study at EIP.
• Refunds for any non-tuition fees received by EIP on behalf of the Student for
ancillary services, such as Overseas Student Health Cover etc. must be requested
from the company delivering the service and students will be subject to the
respective companies refund policies.
• In the event that an extension to the Student’s visa is not granted and the course
has commenced a refund will not be issued to the Student for the course duration
that has already finished.
• In the event that the Student seeks and is granted approval by EIP to transfer
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to another provider prior to completion of six months’ study of the principal
course, no refund of any course money paid in advance will be granted. Any
outstanding fees for the course must be paid prior to release.
• In the event that the Student’s enrolment is cancelled because of
infringement of EIP’s disciplinary Policy or breach of Student visa conditions
or non-payment of fees, no refund of any course money will be granted.

Process for claiming a Refund: All applications for refunds must be made in
writing by completing an ‘Application for Refund Form’ (available from the EIP
Administration Office) and submitted to the Enrolment Officer. Prospective
students who are overseas should contact Student Administration.
Payment of Refund: All refunds for which a Student is eligible will be forwarded
to the bank account nominated in writing by the Student, unless the Student
is transferring to another institution in Australia (subject to Visa conditions),
in which case any refund may be remitted to that institution, as authorised by
the Student or his/her legal guardian (if under 18). EIP will provide the Student
with a statement detailing the calculation of the refund.
Approvals: All refunds must be approved by the Principal Executive Officer
(PEO). Exemptions to any of the above mention cases may only occur where
the Student has extenuating or compassionate grounds as determined by the
PEO.
Appeals: Please refer to EIP’s ‘Complaints and Appeals Policy’ if you wish to
appeal the decision related to your refunds.
NOTE: “This written agreement, and the right to make complaints and seek
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appeals of decisions and action under various processes, does not affect the right
of the student to take action under the Australian Consumer Law if the Australian
Consumer Law applies”.
Non-payment of fees and debt collection for all Students
Students are required to pay all their course fees as they become due (as per the
conditions outlined in the enrolment documentation). Delays in payments incurs a
late fee fine. Ongoing delays in payment of College fees may result in cancellation
of enrolment. Please refer to the ‘Deferment, Suspension and Cancellation Policy’
and the ‘Payment of Course Fees Policy for details.
The College reserves the right to utilise the services of a debt-collection agency
for the collection of overdue fees, in circumstances where the College’s internal
processes to collect the fees have not been successful. In such circumstances, costs
for full debt collection/ recovery, including costs such as demand letters, skip/
trace, solicitor’s involvement etc. will be added to the amount outstanding and the
Student will be liable for the costs.
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STUDENT ENGAGEMENT BEFORE
ENROLMENT
POLICY
Crumps International Pty Ltd t/a English in Paradise will recruit students in an
ethical and responsible manner and provide information that enables students
to make informed decisions about studying with Crumps International Pty Ltd t/a
English in Paradise in Australia. Crumps International Pty Ltd t/a English in Paradise
will ensure students’ qualifications, experience and English language proficiency
are appropriate for the course for which enrolment is sought.
PURPOSE
To ensure all students, or intending students of Crumps International Pty Ltd t/a
English in Paradise are provided with current and accurate information, in print
or through referral to an electronic copy, prior to enrolment in Training Programs
offered by Crumps International Pty Ltd t/a English in Paradise
SCOPE
To cover all staff involved in student engagement before enrolment procedure for
clients wishing to study with Crumps International Pty Ltd t/a English in Paradise.
PROCEDURE
1. Prior to accepting a student, or an intending student, for enrolment in a course,
Crumps International Pty Ltd t/a English in Paradise will provide, in print or through
referral to an electronic copy (on the website), of the International Student Support
Handbook about English in Paradise and about the courses it is offering (marketing
material), which give current and accurate information regarding the following:
a. the requirements for acceptance into a course, including the minimum level
of English language proficiency, educational qualifications or work experience
required and whether course credit may be applicable
b. the course content and duration, qualification offered if applicable, modes of
study and assessment methods
c. the International Student Support Information (marketing material) details
the campus location and gives a general description of facilities, equipment, and
learning and library resources available to students
d. English in Paradise does not have any arrangements with another registered
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provider, person or business to provide the course or part of the course
e. course-related fees may change during the student’s course if substantial
changes to costs occur, outside the control of English in Paradise. However,
students must be given at least three months’ notice in writing, and be
advised of applicable refund policies. The potential for fees to change during
the student’s course and applicable refund policies must be included in the
Agreement with Student.
f. Policy and Procedure 014 giving information about the grounds on which
the student’s enrolment may be deferred, suspended or cancelled is given on
English in Paradise website and referred to in the Enrolment Form and in the
Agreement with Student form.
g. a description of the ESOS framework made available electronically by DIBP,
and
h. relevant information on living in Australia, including:
i. indicative costs of living
ii. accommodation options, and
iii. where relevant, schooling obligations and options for school-aged
dependants of intending students, including that school fees may be incurred
2. When a student application enrolment form is received, the student’s
qualifications, experience and English language proficiency documentation
will be examined by Crumps International Pty Ltd t/a English in Paradise to
ascertain whether it meets the stated entry requirements of the relevant
Training Program.
t
a. the Office Use section of the Student Enrolment Form will be completed
and signed by a Trainer as to whether the entry requirements of the relevant
Training Program have been met.
b. If the entry requirements have been met, the enrolment will be processed.
c. If the entry requirements have not been met, the applicant will be informed
in writing and further documentation may be requested if relevant.
d. If the entry requirements have been met, the student will be required
to read, complete and sign the Letter of Offer and return it to Crumps
International Pty Ltd t/a English in Paradise.
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CRITICAL INCIDENT
Sumary
POLICY
Crumps International Pty Ltd t/a English in Paradise has a policy for addressing the
necessary responses required in the event of a critical incident.
PURPOSE
The purpose of this procedure is in ensure that appropriate actions are taken in the
event of a critical incident
SCOPE
This procedure applies to all staff involved in the provision of necessary support
services in the event of a critical incident.
PROCEDURE
1. Preamble
In the event of a critical incident, Crumps International Pty Ltd t/a English in Paradise
recognises that appropriate infrastructure must be in place to ensure the provision
of all necessary support services. This document outlines Crumps International
Pty Ltd t/a English in Paradise policy, support mechanisms and procedures for
managing a critical incident. This policy will ensure that Crumps International Pty
Ltd t/a English in Paradise has:
• An effective approach in responding to critical incidents as they occur;
• Appropriate support and counselling services available to those affected;
• Appropriate training and information resources provided to staff.
Under Standard 6 of National Code of Practice for Providers of Education and
Training to Overseas Students 2017, Student Support Services, Registered Providers
must support students to adjust to study and life in Australia, to achieve their
learning goals and to achieve satisfactory academic progress towards meeting the
learning outcomes of the course.
The intention of Standard 6 is to ensure that appropriate support services are
available to international students to ease the transition into life and study in
Australia and allow access to appropriate assistance for the student as needed.
In addition, Registered Providers must support students to adjust to study and life
in Australia, to achieve their learning goals and to achieve satisfactory academic
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progress.
Under Standard 6.4 the registered provider must have a documented critical
incident policy together with procedures that cover the action to be taken in
the event of a critical incident, required follow-up to the incident, and records
of the incident and action taken.
2. Principles
Crumps International Pty Ltd t/a English in Paradise recognises the duty of
care owed to its students and that planning for the management of a critical
incident is essential.
3. Definition
A critical incident is defined by the National Code as ‘a traumatic event, or the
threat of such (within or outside Australia), which causes extreme stress, fear
or injury’.
Critical incidents are not limited to, but could include:
• Missing students;
• Severe verbal or psychological aggression;
• Death, serious injury or any threat of these;
• Natural disaster; and
• Issues such as domestic violence, sexual assault, drug or alcohol abuse.
Non-life threatening events could still qualify as critical incidents.
4. Critical Incident Team / Coordinating Group
When a critical incident occurs, the CEO will call a meeting with the appropriate
staff to form a Critical Incident Team/Critical Incident Coordinating Group.
The Critical Incident Team/Critical Incident Coordinating Group is responsible
for:
• Assessing risks and response actions
• Liaison with emergency and other services
• Contact with students’ relatives and other appropriate contacts
• Liaison with other external bodies, such as homestays, carers or foreign
embassies, and
• Counselling and managing students and staff not directly involved in the
incident.
5. Action Plan
The Critical Incident Team/Critical Incident Coordinating Group will set in
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motion a critical incident action plan to manage various aspects arising from the
incident, including communication strategies. This will include:
• Creating and disseminating a plan and its procedures
• A review of the plan, and
• Staff development and training.
6. Media Management
A media management process will be included in the management plan to ensure
the most positive and supportive response from the media.
7. Reporting and recording of incident and action taken
The Educational Services for Overseas Students Act 2000 (ESOS Act) requires
Crumps International Pty Ltd t/a English in Paradise to notify DIBP as soon as
practical after the incident and in the case of a student’s death or other absence
affecting the student’s attendance, the incident will need to be reported via the
Provider Registration and International Student Management System (PRISMS).
All aspects of the incident and its management will be recorded on the student
files.
8. Follow-up and evaluation
Crumps International Pty Ltd t/a English in Paradise staff will be made aware of the
critical incident policy and procedures and be given appropriate training to ensure
the duty of care for international students is uppermost in their minds.
A review and evaluation of the response to the critical incident will be conducted
and the procedures reviewed by the Critical Incident Team/Critical Incident
Coordinating Group and/or other stakeholders.

• Resources and local links
APPENDICES A - F PROVIDE ADDITIONAL INFORMATION AND SAMPLES
FOR THE FOLLOWING:
• Staff training – things to remember
• Media hints
• Sample letters to parents
• Police involvement
• Death and funerals in Australia
• Other resources including a sample management plan
Any action taken in regard to a critical incident will be recorded to include
outcomes or evidence if the incident is referred to another person or agency.
When an international student dies or other critical events involving students
occur, Crumps International Pty Ltd t/a English in Paradise of necessity, will
take on many of the tasks which would normally be dealt with by the family of
the victim were the incident to have occurred in the student’s home country.
Crumps International Pty Ltd t/a English in Paradise has in place efficient,
sensitive and supportive strategies for dealing with a critical incident and
provides support to members of staff, students and others in the community
who are involved.
Crumps International Pty Ltd t/a English in Paradise critical incident policy and
procedures are cognizant of information privacy principles as referred to at
http://www.privacy.gov.au/publications/index.html#G

9. Resources
Changes to the policy and procedures, including updating resources, will be made
as soon as practicable following the review and evaluation.
CRITICAL INCIDENT PROCEDURES
Crumps International Pty Ltd t/a English in Paradise Critical Incident procedures
detailed below include:
• Reporting and recording
• Flow chart and detailed action plan sample
• Evaluation and review checklist
• Staff training
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•

DEFERMENT, SUSPENSION AND
CANCELLATION POLICY
Introduction
To defer or suspend enrolment means to temporarily put studies on hold (adjourn,
delay, postpone). Providers do this by notifying the Department of Education,
through Provider Registration and International Student Management System
(PRISMS) of the deferment or suspension of enrolment.
A student may request a temporary deferment or suspension to his or her
enrolment on the grounds of compassionate or compelling circumstances.
A provider may also initiate suspension or cancellation of a student’s enrolment
due to misbehaviour of the student.
Key requirements for all sectors
• Providers must have documented procedures for assessing, approving and
recording a deferment, suspension or cancellation of study. (This relates
to Standard 2.1.8., which requires that students must be informed prior
to enrolment of the grounds on which their enrolment may be deferred,
suspended or cancelled.)
• Providers must inform the student that deferment, suspension or cancellation
of enrolment may affect his or her student visa.
• Should a provider initiate the suspension or cancellation of a student’s
enrolment, it must notify the student of its intention and allow the student 20
working days to access the provider’s internal complaints and appeals process,
unless extenuating circumstances relating to the welfare of the student apply.
• If the student appeals the decision to defer, suspend or cancel his or her
studies, the provider must not notify the Department of Education of a change
to the enrolment status until the internal complaints and appeals process is
completed.
• Providers inform the Department of Education, via Provider Registration
and International Student Management System (PRISMS) when a student’s
enrolment is deferred, suspended or cancelled.
• This standard allows providers to grant deferral of commencement of
studies or suspension of studies for students who request such a change
to their enrolment status on the grounds of compassionate or compelling
circumstances.
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The standard also allows providers to temporarily suspend the enrolment
of students due to misbehaviour of the students. Misbehaviour of
students can also be grounds for cancellation of studies as long as the
student was informed of this prior to enrolment. (See Standard 2.1.8)

Legislation
• Education Services for Overseas Student Act 2000
• Section 19
• National Code 2018
• Standard 9
Deferment, suspension and cancellation policy
Deferring or temporarily suspending your enrolment
Students wishing to defer or temporarily suspend their enrolment may only do
so when there are compelling or compassionate circumstances. Compelling or
compassionate circumstances may include, but are not limited to:
• Serious illness
• Serious illness or death of a family member necessitating a return to the
student’s home country
• Serious injury
• Major upheaval in home country requiring student to return home
• Natural disaster
• Unavailability of courses
• Visa delay
Students must submit the prescribed EIP form to Administration requesting
to defer or temporarily suspend their studies, together with documentary
evidence verifying their situation (for example, a medical certificate). EIP
will assess the application and make a decision within seven business days.
Suspension of studies is allowed for a maximum period of 8 weeks. If an
international student’s application for deferral or suspension is approved, EIP
will notify the Department of Home Affairs (DoHA) through the Department
of Education’s (DoE) reporting system PRISMS.
Deferral prior to commencement
Students may request a deferral prior to course commencement. Student
must complete “Application to Defer Start Date Form’ and submit it to the
Administration officer.
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When the deferral is processed and approved the student will receive a revised
eCOE.
Cancelling your enrolment
Students wishing to cancel their enrolment must complete a ‘Withdrawal Form’
or ‘Transfer of Provider Form’ with all supporting documentation attached. The
student will receive notification in writing of the result of the request. If the student
has not completed the first six months of their principal course they must provide a
letter of offer from an alternative provider therefore complying with the conditions
of Standard 7 of the National Code. See policy on Transfer between Providers.

PLEASE NOTE: Deferring, suspending or cancelling your enrolment may affect
your student visa. You must seek advice from the Department of Home Affairs
on the potential impact on your visa.

Suspension or cancellation of enrolment by EIP
EIP has the right to cancel or suspend a student’s enrolment in the following
circumstances:
• If a student submits fraudulent documents to gain admission to EIP
• If a student does not maintain satisfactory course progress in accordance with
the Course Progress Policy for international students
• If a student fails to attend formal academic intervention meetings set up to
assist the student’s course progress.
• If a student does not maintain satisfactory attendance in accordance with the
Attendance Policy for international students
• If a student does not pay the required tuition or non-tuition fees as per the
Written Agreement
• If the student behaves in a way which could potentially bring the College into
disrepute
• If a student behaves in a way that is a threat to their own health and safety
and/or a threat to the health and safety of another student or staff member.
• If the student has received two formal warnings from the College for disobeying
College rules. A formal warning will be issued if a student:
i)
Disobeys any College rules as set out in the Student Handbook
ii)
Fails to attend any formal academic intervention meetings
iii)
Knowingly engages in material plagiarism, cheating
or academic misconduct
iv)
Does not abide by the email and Internet rules as stipulated by the College
v)
Engages in any form of harassment (racial, sexual or verbal)
or bullying towards another student or staff member
vi)
Misuses or willfully damages Homestay or College facilities,
equipment or property.

Appeals
1.
EIP will notify the student in writing of its intention to cancel or
suspend their enrolment, including the reasons for the cancellation or
suspension.
2.
Students have the right to appeal any decision to cancel or suspend
their enrolment. This appeal must be made in writing to the CEO of the
College within 20 working days from the date of the intention to cancel or
suspend notice. Students should refer to the College’s complaints and appeals
procedures, if they wish to lodge an appeal.
3.
If the student accesses the EIP internal complaints and appeals
process, the suspension and cancellation of the student’s enrolment cannot
take effect until the internal process is completed, unless the student’s
wellbeing or the wellbeing of others is likely to be at risk.
4.
Upon completion of any appeals process (where relevant) or upon
the expiry of the 20 day appeal period (in the event the student does not
appeal), if an international student’s enrolment is suspended or cancelled,
EIP will notify the Department of Home Affairs (DoHA) through PRISMS, the
Department of Education’s reporting system.
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Students are required to pay all fees due during their temporary suspension or
deferral period, as per the payment plan outlined in the Letter of Confirmation
of their enrolment.

IMPORTANT
Timeframe for reporting changes in enrolment via PRISMS: As required under
Section 19 of the ESOS Act, EIP must notify DoHA through PRISMS within 14
days from the date of deferment, suspension or cancellation.
Record Keeping
All records related to deferment, suspension and cancellation, including
records of decisions must be retained for a period of two years after a student
ceases to be an accepted student at EIP.
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PREREQUISITES FOR ENTRY INTO EIP COURSES
Course Name

Prerequisites for entry

Advanced Diploma of Business

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Advanced Diploma of
Leadership and Management

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Advanced Diploma of
Management (Human
Resources)

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Certificate II in Business

English language requirements: IELTS 4.5 or
equivalent or pass EIP LLN test or complete
10 weeks General English Intermediate;
Educational requirements: Completion of Year
10 or equivalent

Certificate II in Creative
Industries

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Certificate III in Business

English language requirements: IELTS 4.5 or
equivalent or pass EIP LLN test or complete
10 weeks General English Intermediate;
Educational requirements: Completion of Year
10 or equivalent
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Certificate III in Screen and
Media

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Certificate IV in Business

English language requirements: IELTS 4.5 or
equivalent or pass EIP LLN test or complete
10 weeks General English Intermediate;
Educational requirements: Completion of Year
10 or equivalent

Certificate IV in Design

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Certificate IV in Leadership and IELTS 4.5 or equivalent or pass EIP LLN
Management
test or complete 10 weeks General English
Intermediate; Completion of Year 10 or
equivalent
Certificate IV in Project
Management Practice

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Diploma of Business

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher
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Diploma of Graphic Design

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Diploma of Leadership and
Management

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

Diploma of Project
Management

English language requirements: IELTS 5.5 or
equivalent or pass EIP LLN test or successful
completion of any other Certificate IV or
higher level course in Australia; Educational
requirements: Completion of Year 12 or
equivalent or higher

English for Academic Purposes
(EAP)

Intermediate to Upper Intermediate level of
English demonstrated through a sound level
of achievement in prior English study; EIP LLN
test or any international language test results.

General English

Nil

IELTS Preparation

Intermediate to Upper Intermediate level of
English demonstrated through a sound level
of achievement in prior English study; EIP LLN
test or any international language test results.
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PRIVACY
PURPOSE
Crumps International Pty Ltd t/a English in Paradise is required to collect, use,
store and disclose a range of personal information on students, employees and a
range of other stakeholders. Crumps International Pty Ltd t/a English in Paradise
is committed to maintaining the privacy and confidentiality of all student and
personnel records. Crumps International Pty Ltd t/a English in Paradise complies
with the Privacy Act 1988 (C’Wlth), including the 13 Australian Privacy Principles
(APP) as outlined in the Privacy Amendment (Enhancing Privacy Protection) Act
2012 (C’Wlth).
SCOPE
This policy applies to all students, employees and contractors.
RESPONSIBLE PARTIES
The CEO is responsible for the control and issuance of this policy.
POLICY
1. Open and transparent management of personal information
a. The RTO will publish this policy on its website
b. The policy will be included in to RTOs student handbook, staff handbook
and made available on request.
2. Anonymity and pseudonymity
a. Individuals have the option to not identify themselves when dealing
with the RTO, for example when requesting information on a course, website
enquiries or anonymous complaints/feedback.
b. Individuals who wish to undertake nationally recognised training with
the RTO will be required to disclose information of a personal nature as outlined in
this policy.
3. Collection of solicited personal information
a.The RTO will collect information you provide on enrolment into a
nationally accredited course or on commencement of employment with Crumps
International Pty Ltd t/a English in Paradise. The RTO may also collect information
you provide on websites, enrolment forms, course materials and assessments.
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b. The RTO may sometimes collect information, with your consent,
from your employer, a job services provider or other organisations where
students may engage in placement for training and assessment purposes.
c. The RTO collects information of a personal and sometimes
sensitive nature. Information the RTO collects may include: Full name, date
of birth, residential address, contact details, demographic information,
ability/disability, employment details, educational background, indigenous
background, concession status language, literacy and numeracy skills and
educational/course progress. The RTO may also collect information on your
next of kin or parent/guardian.
4. Dealing with unsolicited personal information
a. The RTO only collects, uses and stores information which is
directly related to the provision of training and assessment (for students) and
information directly related to the employment or engagement of contractors
(for employees and contractors).
b. Information which is received that is not related to training and
assessment or employment with Crumps International Pty Ltd t/a English in
Paradise is destroyed in a safe and secure manner.
5. Notification of the collection of personal information
a. Students and employees are notified when information is collected
or sourced from third parties. Such notifications are expressed in enrolment
forms, assessment tools and other written documents or implied in such
circumstances such as workplace observations.
6. Use or disclosure of personal information
a. The RTO only uses information for the provision of training and
assessment and is required to disclose this information to a number of
organisations such as:
i. Registering bodies such as the ASQA (National), VRQA (Victoria) or
TAC Western Australia),
ii. Government funding bodies in each state and territory and/or
Commonwealth Government
iii. Apprenticeship Centres,
iv. Employers and Job Services Providers,
v. External auditors and our consultants,
vi. The Australian Taxation Office,
vii. Other entities required by law and in accordance with the Privacy
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Act 1988.
b. The RTO will not disclose any personal or sensitive information to a third
party except for the direct provision of training and assessment or in emergency
and life threatening situations.
7. Direct marketing
a. Your personal information will never be sold to any marketing company
or third party,
b. The RTO may use your personal information to market directly to you
only for the provision of further training and assessment with the RTO.
c. The RTO will only use your information if you have provided consent
to use your information for this purpose and you have opted-in to this type of
communication.
8. Cross-border disclosure of personal information
a. The RTO will not disclose your personal information to any entity
outside of Australia unless you have provided your express written consent,
b. All records will be kept in Australia,
9. Adoption, use or disclosure of government related identifiers
a. The RTO is required to collect, in some circumstances, government
related identifiers. The RTO will not use these identifiers for any reason or purpose
except for the explicit reason it is required (e.g. Concession numbers, Tax File
Numbers, Drivers Licence Number, etc) and will not use these numbers as an
identifier of individuals.
b. The RTO will only disclose government related identifiers where
required by law or express consent has been given to disclose this information,

b. Personal and Sensitive information is protected from unauthorised
access, interference, misuse, loss, modification or disclosure.
c. Destruction of personal and sensitive information is carried out by
commercial document destruction companies or secure shredding or secure
electronic deletion
12. Access to personal information
a. Individuals may request copies of information which is kept about
them at any time free of charge. The RTO may charge for printing and postage
in some circumstances.
b. All requests for access to personal information must be in writing
and the individual must be able to identify themselves and verify their identity
prior to any information being disclosed,
c. All requests must be made to:
CEO on ceo@eip.edu.au
13. Correction of personal information
a. Individuals who feel that the information the RTO uses and stores
is inaccurate or incomplete may request to have the information updated and
corrected. Such corrections must be in writing.
Legislation Includes
• The Privacy Act 1988 (C’Wlth)
• The Australian Privacy Principles (APP), 2014 (C’Wlth)

10. Quality of personal information
a. The RTO collects information and ensures it is accurate, up to date and
complete,
b. The RTO will take all reasonable steps to ensure that the information
provided from individuals is correct and any third party information received can
be verified for accuracy, currency and completeness.
11. Security of personal information
a. All personal and sensitive information is kept safe and secure at all
times, only people who are authorised may access this information,
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CREDIT TRANSFER AND RECOGNITION OF
PRIOR LEARNING (RPL)
POLICY
Crumps International Pty Ltd t/a English in Paradise (EIP) has a policy of
appropriately recognising students past learning, completion of Australian
Qualification Framework qualifications issued by another RTO through credit
transfer and through Recognition of Prior Learning for other experiences.
PURPOSE
The purpose of this procedure is to ensure all students are offered and where
evidenced granted credit transfer and recognition of prior learning prior to
enrolment.
SCOPE
This procedure applies to any staff involved in the processing of marketing, taking
student enrolments, responding to student inquiries, administrators of the Credit
Transfer and Recognition of Prior Learning (RPL) process and Trainers/Assessors.
CREDIT TRANSFER
All Australian Qualification Framework (AQF) Qualifications and Statements
of Attainment issued by other Registered Training Organisations will be fully
recognised by Crumps International Pty Ltd t/a English in Paradise (EIP) unless
prevented by licensing or regulatory requirements.
CREDIT TRANSFER PROCEDURE
1. The CEO is to ensure that student information and relevant marketing material
contains advice that Crumps International Pty Ltd t/a English in Paradise (EIP)
will recognise AQF Qualifications and Statements of Attainment issued by other
Registered Training Organisations.
2. The CEO is to ensure that the Staff Handbook includes appropriate references
to credit transfer and reinforces this policy during Staff orientation/induction
sessions.
3. Participants are required to complete a Release of Information Form, which
will allow Crumps International Pty Ltd t/a English in Paradise (EIP) to verify the
Qualifications and/or Statement of Attainment with the issuing RTO.
4. The CEO is to verify the AQF Qualifications and/or Statement of Attainment
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presented for recognition by contacting the issuing Registered Training
Organisation.
5. Participants seeking credit transfer for Qualifications or Statements of
Attainment awarded by another Recognised Training Organisation must
present the original documents for sighting and a certified copy of original
documents. Copies of the Qualification or Statements of Attainment which
have been verified with the issuing RTO are to be kept on the individual
Participant’s file.
6. Verified AQF Qualifications and Statements of Attainment are to be fully
recognised and appropriately recorded on the students’ file.
7. AQF Qualifications and Statements of Attainment unable to be verified will
not be recognised and the student will be asked to provide further verifiable
evidence if possible.
8. Non-verified claims for Credit Transfer are to be recorded on the individual
student’s file, together with details of any requests for further information
and/or counselling undertaken.
9. The RTO will not provide Credit Transfer for a fully qualification issued by
another RTO.
RECOGNITION OF PRIOR LEARNING (RPL)
RPL is the process of formal recognition for skills and knowledge gained
through previous learning such as:
• Life experiences
• Previous formal learning
• Employment
• Recreational or personal interests
1. All students are to be made aware of the Crumps International Pty Ltd t/a
English in Paradise (EIP) policy on RPL prior to enrolment.
2. During orientation all students are to be advised of the procedures for
applying for RPL.
3. Applications for RPL are to be made on the appropriate form and submitted
to the Assessor together with all relevant supporting information for
assessment.
4. The CEO will review each application and a decision will be made as to
whether RPL can be granted.
5. If such a decision cannot be made then the applicant may be required to
provide more information, e.g. more details, verification of experience, etc.
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6. The applicant may be invited to attend an interview with an RPL Assessor and/or
industry expert and may be accompanied by his/her employer or support person.
7. An initial assessment and/or a request for further information will be made
within fourteen (14) working days of the receipt of the application.
8. An applicant may appeal against a decision in accordance with the appeals
procedure.
ADMINISTRATION OF CREDIT TRANSFER AND RECOGNITION OF PRIOR
LEARNING RESULTING IN A SHORTER COURSE DURATION
Applications for Credit Transfer or RPL should be submitted either before a student
enrols at or by the end of the first term of study.
These applications will only be accepted if:
• The student is enrolled in an approved course of Crumps International Pty Ltd t/a
English in Paradise (EIP); and
• The appropriate fee has been paid; and
• The application is made in the first term of study at Crumps International Pty Ltd
t/a English in Paradise (EIP)
If Crumps International Pty Ltd grants the student course credit which leads to a
shortening of the student’s course before the student visa is granted, the CoE will
indicate the actual net course duration for the course.
If the course credit is granted after the student visa is granted, the change of
course duration will be reported to DIBP via PRISMS within 14 days after the event
as specified under Section 19 of the ESOS Act.
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COURSE PROGRESS POLICY
1.0 PURPOSE AND SCOPE
1.1 The purpose of this policy is to ensure that students’ course progress is
monitored and reviewed, and that Crumps International Pty Ltd T/A English in
Paradise (EIP) takes intervention action when a student is at risk of not progressing
satisfactorily or completing their course as per the requirements of National Code
2018 (Standard 8).
1.2 EIP is implementing the DEEWR - DIAC Course Progress Policy and Procedures
for CRICOS Providers of VET Courses for all its vocational courses.
1.3 This policy applies to all international students enrolled in any course offered to
international students (all CRICOS registered courses).
1.4 EIP will document and implement a detailed policy and process for monitoring
the attendance of overseas students in the event that this requirement is set as a
condition of EIP’s registration by the regulatory authority. In such an event, EIP will
comply with the requirements outlined in Standard 8.10, 8.11 and 8.12.
2.0 RESPONSIBILITY
2.1 The CEO or delegate is responsible for the implementation of this procedure
and to ensure that staff and students are aware of its application.
2.3 The manager for each course is responsible for determining the training and
assessment strategy for the course. The training and assessment strategy will
specify how the course is divided into study periods and the workload for each
study period.
3.0 Policy Statement
3.1 The progress of each student shall be monitored, assessed, and recorded.
3.2 Each student shall be assessed at the end point of each study period and their
course progress shall be determined.
3.3 An intervention strategy will be implemented to assist students who are at risk
of not making satisfactory course progress.
3.4 Where EIP has assessed the student as not meeting satisfactory course progress,
(after the intervention strategies have been exhausted) EIP will inform the student
in writing of its intention to report the student to DoHA and that he or she is able
to access the Complaints and Appeals process within 20 working days.
3.5 EIP shall notify the Secretary through PRISMS within 14 days of the student not
achieving satisfactory progress after the appeals process (if actioned) is finalised
and upholds the EIP’s decision to report.
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3.6 Requirements for achieving satisfactory course progress- A student will be
deemed to have achieved satisfactory course progress if he/ she satisfactorily
completes and achieves competency in 50% or more of the Units attempted
in the study period.
Competency is determined by the Assessors based on the specific competency
requirements related to each Unit.
Academic misconduct, such as plagiarism, is not acceptable and the student
will be required to resubmit work, if relevant. Additional information on
the expected ‘Code of Conduct’ is available in the ‘Code of Conduct’ and
procedures to handle misconduct is included in the ‘Complaints and Appeals
Policy’.
3.6 Students at risk - are defined by EIP as students who:
• have failed to achieve competency in 50% or more of units or prescribed
assessments attempted in a study period
• have unsatisfactory performance in class and show very little learning
progress
• have unsatisfactory attendance which is deemed to be insufficient to achieve
satisfactory course progress by their instructor
4.0 DEFINITIONS
4.1 Study period
• A study period for courses – 11 weeks (Each college term is 11-week duration.
4.2 Meeting course requirements – satisfactorily completing and achieving
competency in more than 50% of units or the prescribed assessments in a
study period
4.3 Unsatisfactory course progress – failing to satisfactorily complete and
achieve competency in 50% or more of units or prescribed assessments in 2
consecutive study periods
5.0 METHOD
5.1 A failure in 50% or more units in a single study period will trigger a review
of academic progress and implementation of an intervention strategy by the
College.
5.2 Units that have been completed at the end of a study period and have a
final unit result will be evaluated by the student administrator in accordance
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with the course progress and intervention strategy.
5.3 Where a unit runs for more than one study period, early intervention will be
implemented at the end of each term of delivery. If the student has not satisfactorily
completed all assessment tasks in that term, they will be deemed as being ‘at risk’
of failing the unit.
5.4 Early intervention based on assessment task failure is not counted toward
formal course progress. Early intervention is only implemented to assist students
in achieving satisfactory course progress.
5.5 Failing a unit means being assessed as “Not Yet Competent” for a completed
unit.
5.6 Students will be counselled if they have failed any unit in a study period or if
they have failed two or more core units in any study period
5.7 Within 10 working days of the completion of a study period the student
administrator will review the course progress of all students and identify those
students who have failed 50% or more units in the study period.
5.8 Within 10 working days of the completion of a study period all students
identified as having failed 50% or more units will be contacted requiring them to
attend a course progress interview with the course program manager.
5.9 At any point in the term, if EIP believes a student is struggling and may not
achieve satisfactory progress, an early intervention may be activated. The early
intervention requires an interview with the course program manager and strategies
identified to assist student to pass the unit.
5.10 At the course progress interview the student may be placed on a Student
Monitoring Program with one or more of the following intervention strategies put
in place:
• Student attendance timetable drawn up
• Student study time table drawn up
• A fortnightly intervention meeting for the current study period with the course
program manager or a delegated person will be scheduled
• A fortnightly academic involvement report requested from each subject instructor
• Advice of course suitability
• Opportunities to be reassessed in tasks or subjects previously failed, or be able to
demonstrate the necessary competency in areas in which they had not previously
been able to achieve competency
• Advising students that unsatisfactory course progress in two consecutive study
periods could lead to them being reported to DoHA and cancellation of his or her
visa, depending on the outcome of any appeals process.
5.11 At the fortnightly intervention meeting the following will be reviewed
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• Fortnightly attendance
• Fortnightly academic involvement
• Implementation of the study timetable
5.12 All students training plans, results, course progress, and interventions
(if any) shall be recorded in the student management system on an ongoing
basis.
5.13 If a student fails 50% or more units in two consecutive study periods
(after having been on the Student Monitoring Program and interventions put
in place) thus failing to meet course progress requirements, then EIP will notify
the student in writing of its intention to report the student for not achieving
satisfactory course progress. The student will be informed they have 20
working days to appeal the decision to report via the Complaints and Appeals
process. If the appeal is not upheld or the student withdraws from the appeal
process, EIP will report the student to DoHA. A copy of all the documents and
PRISMS notifications will be put in the student’s file.
5.14 During the intervention period, students who fail to maintain 80%
attendance, fail to achieve set satisfactory academic progress goals or fail to
implement the study timetable may be reported to DoHA for unsatisfactory
academic progress.
5.15 Students failing to attend the fortnightly intervention meeting without a
reasonable excuse may trigger the reporting process to DoHA for unsatisfactory
academic progress.
5.17 In exceptional circumstances, EIP may extend the duration of the student’s
enrolment if he/ she is unable to complete the course within the expected
duration. These circumstances are listed below and will be examined on a case
by case basis, subject to sufficient supporting evidence being available to EIP:
• Compassionate or compelling grounds exist
• EIP has implemented a special intervention strategy to help the student
achieve satisfactory course progress, or
• An approved deferral or suspension of study has occurred (based on the EIP
‘Deferral, Suspension and Cancellation Policy’.
In circumstances where a student’s course duration is approved and changed
by EIP, the student must be notified to contact the Department of Immigration
to seek advice on the potential impact to their visa, including any visa
extensions that may be needed.
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6.0 RECORDS
6.01 All records related to students’ course progress and attendance will be
retained in the Student’s file for a minimum period of two years after the student
ceases to be an accepted student at EIP.

LEAVE REQUEST POLICY
(INTERNATIONAL VET STUDENTS)
1.0 PURPOSE
1.1 This purpose of this policy and procedure is to give clear guidelines concerning
leave of absence of enrolment for overseas students and under which circumstances
leave of absence will be granted as per the ESOS ACT 2000 (Cth) and National
Code 2018. Regular holidays are scheduled for vocational students throughout the
year. Requests for leave outside the set holidays will require students to apply for
additional leave of absence which will incur a fee of $30 prior to the leave being
processed.
2.0 SCOPE
2.1 This procedure applies to all students on an overseas student visa studying a
Vocational course
at EIP and is applicable to those students wishing to interchange an online period
study with a holiday period.
3.0 POLICY
3.1 EIP recognises that the needs of overseas students alter throughout the
duration of their studies and students may wish to suspend or defer their studies
from time to time. It is important that there is a clear process for communication
between the student and staff and the requirement to make formal application for
leave of absence.

4.0 PROCEDURE
4.1 If students request a leave of absence, then they MUST follow the steps listed
below.
i.
Contact reception for a ‘Leave Request Special Consideration’ form or
download from Moodle
ii.
Complete the ‘Leave Request Special Consideration’ form and attach any
supporting evidence to the form. All supporting evidence must be in English and
original copies. If a student is overseas whilst applying for leave, they must bring
the original when they return.
iii.
Make an appointment and meet with the Academic Director to make a
‘Leave Agreement Plan’
iv.
Deposit an Application fee of $30 into the account listed below or pay in
person at the reception. The application fee is non-refundable regardless of the
outcome of the application.
v.
Once payment has been made, either email the completed form with
supporting documentation to reception@eip.edu.au or hand the form in person at
the Reception.
vi.
Reception will forward the completed documentation to Administration
who will ensure that payment has been received.
vii.
If sufficient evidence has been provided, administration will process
application and notify the student of the outcome
viii.
If sufficient evidence has not been provided administration will make
an appointment with the student to request additional evidence which must be
provided within 1 week of the request date.
ix.
If additional evidence is not provided within the requested timeframe,
the application for leave will be finalised as not approved.

Note: It is imperative that students MUST organise their leave of absence prior to
going on leave and not once the student has been away from EIP for sometime
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COMPLAINTS AND APPEALS POLICY
POLICY
Crumps International Pty Ltd t/a English in Paradise’s (EIP) Complaints and Appeals
processes are independent, easily and immediately accessible and inexpensive for
the parties involved.
Crumps International Pty Ltd t/a English in Paradise supports the learner/
candidate’s right to lodge a complaint or appeal, and will not restrict that right in
any way. Crumps International Pty Ltd t/a English in Paradise will do everything
possible to address any complaint or appeal in an unbiased, professional manner.
PURPOSE
The purpose of this policy and procedure is to ensure that complaints and appeals
are resolved appropriately and as quickly as possible.
SCOPE
This policy and procedure applies to all staff of Crumps International Pty Ltd t/a
English in Paradise. Trainer/assessor staff and all staff working with international
students in particular should have a clear understanding of this policy and
procedure so that they can ensure students are aware of this process.
PRINCIPLES
EIP will ensure that:
• All students have access to the complaints policy and procedures and their rights
as consumers
• EIP will maintain the student’s enrolment during the complaint process
• The complainant is provided with information about the complaints procedure
• EIP will respond to any complaint or appeal the overseas student makes regarding
his or her dealings with EIP, its education agents or any related party that EIP has
an arrangement with to deliver the overseas student’s course or related services
• All complaints are assessed in a professional, fair and transparent manner
• The complaint process is commenced within 10 working days from the date of
complaint
• Due to confidentiality reasons, the number of people involved in the resolution
process will be limited.
• Officials involved in any aspect of the process will maintain absolute confidentiality
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at all times
• The complaint resolution procedure promotes a conciliatory approach
using mediation and open communication while acknowledging that in some
instances this may be challenging.
• The rights of the complainant and respondent will be protected throughout
the complaint resolution process.
• All parties have the right to representation during the complaint resolution
process.
• Victimisation of complainants, respondents or anyone one else involved in
the complaint resolution process will not be tolerated.
• The complainant is provided with a written response including the outcome
and reasons for the outcome within 20 calendar days.
• Complainants reserve the right to lodge a complaint with external agencies
at any point during the complaint resolution process.
• Retain a written record of the complaint or appeal, including a statement of
the outcome and reasons for the outcome for a period of five years after the
student ceases to be an accepted student at EIP.
DEFINITIONS
COMPLAINTS – Dissatisfaction with a service offered by EIP
APPEAL – Dissatisfaction with a decision made by EIP
RESPONSIBILITIES
The PEO/RTO Manager is responsible for implementing and ensuring
compliance with this policy
TYPES OF COMPLAINTS
The complaints may be about academic or non-academic matters including,
but not limited to:
• Application procedures
• Marketing information
• Training delivery or content
• Trainers, Assessors/ Teachers or other staff
• Assessment methods or assessment content
• Student progress
• Issuing of Awards
• An agent recruiting students for EIP
• A third party delivering services on EIP’s behalf
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• A student or group of students of EIP
• Discrimination
• Harassment, bullying or victimisation
• Breach of privacy
• Individual conflict arising from perceived inappropriate behaviours
• Fees or other financial matters
• Fines and payments
Complaints Procedure for all academic and non-academic matters
INTERNAL COMPLAINTS AND APPEALS
The internal complaints and appeals processes are conciliatory and non-legal.
1) Complaints against other Students
a) Grievances brought by a Student against another student will be dealt with
under the College’s Behaviour Policy/Code of Conduct.
2) Informal Complaints/ Appeals Resolution
a) In the first instance, EIP requests there is an attempt to informally resolve the
issue through mediation/informal resolution of the complaint.
b) Students should continue to attend classes (if applicable) while the complaint is
being processed
c) Students should contact their Trainer/ Teacher in the first instance to attempt
mediation/informal resolution of the complaint.
d) If Students are not satisfied with the outcome, they should contact the Training
Manager or RTO Manager who will attempt to resolve the matter.
e) If the complaint is about the Training Manager or RTO Manager, it can be directly
brought to the PEO’s attention.
f) If the matter cannot be resolved through the informal mediation process, the
matter will be referred to the PEO in writing and EIP’s internal formal complaints
and appeals handling procedure will be followed.
3) Formal Appeals/Complaints Handling Procedure
a) The process of this grievance procedure is confidential and any complaints or
appeals are a matter between the parties concerned and those directly involved in
the complaints handling process.
b) The Student must notify EIP in writing of the nature and details of the complaint
or appeal.
c) Written complaints or appeals are to be lodged with the PEO.
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d) Where the internal complaints and appeals process is being accessed by
an international Student because the student has received notice by EIP that
the College intends to report him/her for unsatisfactory course attendance,
unsatisfactory course progress or suspension or cancellation of enrolment,
the student has 20 working days from the date of receipt of notification in
which to lodge a written appeal.
e) Complaints and appeals processes are available to students at no cost.
f) Each complainant or appellant has the opportunity to present his/her case
to the PEO.
g) Students and / or the College may be accompanied and assisted by a
support person at all relevant meetings
h) The formal grievance process will commence within 10 working days of the
lodgment of the complaint or appeal with the PEO.
i) EIP undertakes to finalise all grievance procedures within 20 calendar days.
j) However, should detailed investigation be required, the process may take
more than 20 days. The complainant or appellant will be notified of the
expected duration of the investigation process should the process take 21-60
days.
k) If more than 60 days are required, EIP will advise the complainant in writing,
the reasons for why more than 60 days are required. EIP will regularly update
the complainant or appellant of the progress of the matter.
l) For the duration of the appeals process, the Student’s enrolment and
attendance must be maintained. If the Student chooses to access EIP’s
complaints and appeals process, EIP will maintain the Student’s enrolment
while the complaints and appeals process is ongoing
m) Once the PEO has come to a decision regarding the complaint or appeal,
the Student will be informed in writing of the outcome and the reasons for
the outcome, and a copy will be retained securely on the Student’s file. A
copy will also be retained securely in the internal ‘Complaints and Appeals
Register’.
i) If the grievance procedure finds in favour of the complainant, EIP will
immediately implement the decision and any corrective and preventative
action required, and advise the Student of the outcome.
ii) If the overseas student is not successful in the EIP’ internal complaints
handling and appeals process, EIP will advise the overseas student within 10
working days of concluding the internal review of the overseas student’s right
to access an external complaints handling and appeals process at minimal or
no cost.
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4) External Appeals Processes
Overseas Students: If you wish to lodge an external appeal or complain about
this decision, you can contact the Overseas Students Ombudsman. The Overseas
Students Ombudsman offers a free and independent service for overseas Students
who have a complaint or want to lodge an external appeal about a decision made by
their private education or training provider. See the Overseas Students Ombudsman
website www.oso.gov.au or phone 1300 362 072 for more information.
You can complain to the Overseas Students Ombudsman if you believe your
provider has not followed the rules correctly or treated you fairly.
The Ombudsman can consider complaints about:
• refusing admission to a course
• fees and refunds
• course or provider transfers
• course progress or attendance
• cancellation of enrolment
• accommodation or work arranged by your provider
• Incorrect advice given by an education agent.

The Complaints Register is to be managed and maintained by the CEO.
Complaints must be updated within the register as soon as is possible, no
later than two (2) working days after the complaint is received. The outcome
of the compliant must be recorded in the Complaint Register soon as possible,
no later than two (2) working days after the outcome determined.
The Complaints Register is to be saved electronically in the RTOs management
file in the “Complaints” in “Complaint and Appeals.”
A review of the complaint is to be undertaken and actions implemented to
reduce the likelihood of the same complaint being reported in the future.

The Overseas Students Ombudsman can also investigate complaints about
education agents who have an agreement with a provider to represent them in
Australia or overseas. You can also complain if a provider has failed to take action
or is taking too long to take some action, like not providing your results in the
normal timeframe, or not providing services included in your written agreement
with the provider.
If you are an overseas Student and you have a complaint about the quality of
training and assessment being delivered by EIP, you may be eligible to submit a
complaint to ASQA.
You can also contact your local state & territory consumer protection agency
(sometimes called ‘consumer affairs’ or ‘fair trading’) can provide you with
information about your rights and options.
5) EIP will identify the potential causes of complaints and appeals and take
appropriate corrective action to eliminate or mitigate the likelihood of recurrence,
for continuous improvement purposes
6) Written records of all complaints and appeals and their outcomes will be
maintained in the relevant person’s file and a copy in the EIP Complaints Register
for a period of five years.
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PAYMENT OF COURSE FEES POLICY
POLICY
Crumps International Pty Ltd t/a English in Paradise offers eligible students payment
plans for their fees.
PURPOSE
The purpose of this procedure is to ensure students understand their obligations
and the conditions in regards to making payments in full or using the payment plan
method for the payment of tuition and all other fees.
SCOPE
This policy and procedure applies to all staff of Crumps International Pty Ltd
t/a English in Paradise. Trainer/assessor staff in particular should have a clear
understanding of this policy and procedure so that they can ensure students are
aware of this process and its conditions.
PROCEDURE
All fees due for courses delivered by Crumps International Pty Ltd t/a English in
Paradise must be paid prior to the commencement date of the course unless a
student is eligible for a payment plan.
OFFSHORE STUDENTS
In order for offshore international students to be issued with a COE to gain a student
visa the course or courses less than 25 weeks in duration must be paid for in full.
Offshore students are not eligible for a payment plan unless otherwise authorised
by Crumps International Pty Ltd t/a English in Paradise.
ONSHORE STUDENTS
Onshore international students may be approved for a payment plan.
PAYMENT PLAN OPTIONS
Eligible students can make use of a payment plan at a cost of $50 for each course
that will be paid for in instalments. The details of the instalment amounts and due
dates will be outlined in the student’s Letter of Offer and Enrolment Agreement
which the student must agree to by signing, before their enrolment can progress.
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FAILURE TO MAKE PAYMENT(S) ON TIME
Students who do not make a payment on time as per what has been stipulated
in their Letter of Offer will be sent an email stating that the outstanding
payment is overdue and must be paid in full within 7 days of the original due
date – the date and time will be specified in the email.
If the full payment is not made by the specified time and date:
• A $110 late payment fee will be added to the original amount owed. The
student will be notified via email that a late fee has been added to the tuition
amount and that the outstanding payment (original payment plus late fee)
must be paid in full within 7 days – the date and time will be specified in the
email.
• Two weeks after the original due date, if payment in full has not been
received, a second $110 late payment fee will be added to the outstanding
amount, and an Intention to Cancel Enrolment for failure to pay fees will be
issued. The student has 20 working days to access the Crumps International
Pty Ltd t/a English in Paradise Complaints and Appeals process or alternatively
reconcile any outstanding fees.
Also, a financial encumbrance will be in place from the day after the due date
until the student has paid in full the outstanding balance, including any late
payment charges. The financial encumbrance has the effect that the student’s
results will be withheld, the student will be prevented from enrolling in
future courses, no academic transcript of the student’s academic record will
be issued, eligibility for graduation will be refused, and provision of results
to other institutions (to which the student has authorised the provision of
results) will be refused.
Access to various facilities and activities may be denied to the student. If the
student discontinues their enrolment, readmission will be refused until the
outstanding balance including late charges is paid in full.
Failure to receive or read the emailed notifications sent by Crumps International
Pty Ltd t/a English in Paradise in relation to an overdue payment and accrued
late fees in no way negates a student’s obligations to make payments on time,
as per their Letter of Offer.
If the student pays the outstanding balance including late charges in full, prior
to their ability to access Complaints and Appeals process running out, then
their enrolment will not be cancelled and the financial encumbrance will be
lifted.
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LATE ASSESSMENT FEES
If a student fails to submit assessments on or before an Assessment day, a late fee
per individual assessment applies upon subsequent submission. Please refer to
the Fees section in the signed ‘Enrolment Agreement’. Failure to pay outstanding
late assessment fees will result in the withholding of future assessments and the
issuing of qualifications (Certificates and Statements of Attainments). Students
who are enrolled in future courses at English in Paradise must ensure that all
outstanding late assessment fees from their current course have been paid in full
by the COE end date. Failure to pay outstanding late assessment fees by the COE
end date may result in the issuing of an intention to cancel enrolment notice for
any future course(s).
COURSE WITHDRAWALS
Students who withdraw from a course of study need to refer to Crumps
International Pty Ltd t/a English in Paradise ’s refund policy to determine their
eligibility for any refund options. In the case where a student has changed COEs
to revise course dates, for the purposes of notice and any refund options, any
subsequent withdrawal by the student will be based on the original COE dates. A
fee applies to each COE that is changed at the student’s request. Please refer to
the Fees section in the Enrolment Agreement, Once a student’s course start date
has passed no refunds are possible in the event that a student elects to withdraw.
This also applies to students who have chosen to pay in instalments in that any
payments still due must be made by the student before they can be released and
their COE cancelled. Failure to make those payments at the time of withdrawal will
mean the student cannot be released and the COE will not be cancelled. While the
COE remains active the payments are due as per the dates in the invoice section of
a student’s offer letter.
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TRANSFER BETWEEN REGISTERED
PROVIDERS POLICY
INTRODUCTION
CRICOS providers are restricted from enrolling transferring students prior to the
student completing six months of his or her principal course of study, except in
certain circumstances. Providers, from whom a student is seeking to transfer, are
responsible for assessing the student’s request for transfer within the restricted
period. It is expected that the student’s request will be granted where the transfer
will not be to the detriment of the student.
After the first six months of the principal course no restrictions apply.
KEY REQUIREMENTS FOR ALL SECTORS
• Registered providers must not enroll a transferring student before the student
has completed six months of the student’s principal course of study except for the
circumstances outlined in Standard 7 of the National Code.
• The restriction applies to any prerequisite courses in a package of courses, as well
as the first six months of the principal course.
• When a student wants to transfer before completing six months of his or
her principal course, the provider must assess the student’s request against its
documented transfer policy and procedures.
• Requests can be refused, but the reasons must be consistent with the intent of
the standard, the provider’s documented transfer policy and given to the student
in writing.
• If a provider refuses to release a student or the provider does not respond during
the timeframe set out in the policy, the student can appeal through the provider’s
complaints and appeal process.
• The new provider must have issued a valid enrolment offer for a student’s request
for a letter of release to be considered.
• A provider must not charge the student for the release.
• Under-18 students must have written confirmation from their legal guardian or
parent to transfer. If the student is not being cared for in Australia by a parent
or suitable nominated relative, the receiving registered provider must accept
responsibility for approving the student’s accommodation, support and general
welfare arrangements as per Standard 5. The letter of offer must note this
responsibility.
• Providers must keep records of requests for release and the process used to
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make a decision in relation to the request.
• A provider must not enrol a transferring student before the student has
completed six months of his or her principal course unless the following
exceptions in Standard 7.1 are satisfied.
- the releasing registered provider, or the course in which the overseas student
is enrolled, has ceased to be registered
- the releasing registered provider has had a sanction imposed on its
registration by the ESOS agency that prevents the overseas student from
continuing his or her course at that registered provider
- the releasing registered provider has agreed to the overseas student’s release
and recorded the date of effect and reason for release in PRISMS
- any government sponsor of the overseas student considers the change to be
in the overseas student’s best interests and has provided written support for
the change.
• Students can apply to transfer before they have completed six months of
their principal course.
• The provider must have documented policies and procedures for assessing
applications for transfer.
• Providers must accept responsibility for assessing applications to transfer.
• If a student’s request for release is refused, the student must be informed in
writing of the reasons for the refusal and his or her right to appeal the decision
Source:
https://www.aei.gov.au/Regulatory-Information/Education-Servicesfor-Overseas-Students-ESOS-Legislative-Framework/National-Code/
nationalcodepartd/Pages/ExplanatoryguideD7.aspx
LEGISLATION
• National Code 2018
• Standard 7
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TRANSFER POLICY
Overseas students are restricted from transferring from their principal course
of study for a period of six months. This restriction also applies to any course(s)
packaged with their principal course of study.
TRANSFERRING TO EIP FROM ANOTHER PROVIDER
EIP will not knowingly enroll a student wishing to transfer from another registered
provider’s course prior to the student completing six months of his or her principal
course of study except where:
• the releasing registered provider, or the course in which the overseas student is
enrolled, has ceased to be registered
• the releasing registered provider has had a sanction imposed on its registration
by the ESOS agency that prevents the overseas student from continuing his or her
course at that registered provider
• the releasing registered provider has agreed to the overseas student’s release
and recorded the date of effect and reason for release in PRISMS
• any government sponsor of the overseas student considers the change to be
in the overseas student’s best interests and has provided written support for the
change.
TRANSFERRING FROM EIP TO ANOTHER PROVIDER
Students can apply for release to enable them to transfer to another education
provider.
• Applications for transfer from a student must:
- Be in writing on the prescribed EIP’s ‘Transfer of Provider Form’;
- Relate to and provide details about the student’s individual circumstances;
- Provide details as to the reasons why the application should be approved.
• In order to apply for a release, students must provide a valid enrolment offer
from the receiving provider.
Students under 18 years of age MUST also have;
- Written evidence that the student’s parent(s)/legal guardian supports the transfer
- Written confirmation that the new provider will accept responsibility for approving
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the student’s accommodation, support, and general welfare arrangements
where the student is not living with a parent(s)/legal guardian or a suitable
nominated relative
- Evidence that the student is always in DoHA approved welfare and
accommodation arrangements
• All applications for transfer will be considered within 10 working days and
the applicant notified of the decision. This period may be extended if the
applicant fails to provide all relevant information/ documentation, however
in such instances EIP will advise the student of the additional information/
documentation required to make the decision.
• Applications to transfer to another registered provider may have visa
implications. The student is advised to contact the Department of Home
Affairs office as soon as possible to discuss any implications. The address of
the nearest Office is:
Street address
Ground Floor
299 Adelaide Street
Brisbane QLD 4000
Counter hours
0900-1600 Monday - Friday
Other contact details are: Tel: 131 881
E: studentvisa@immi.gov.au
RELEASE WILL BE CONSIDERED ON THE FOLLOWING GROUNDS:
A release will be granted when EIP is satisfied that:
• A course is academically unsuitable for the student; or
• The course the student wishes to transfer to better meets the long term
goals of the student, whether these relate to future work, education etc,; or
• The student has not been able to achieve satisfactory course progress even
after participating actively in the EIP academic intervention policy; or
• Compassionate or compelling reasons for the transfer exist; or
• EIP fails to deliver the course outlined in the written agreement; or
• There is evidence that the student’s reasonable expectations about their
current course are not being met; or
• The student can provide evidence that he/she was misled by EIP or its
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appointed representative regarding the course or EIP; or
• An internal or external appeal results in a decision or recommendation to release
the student.
If the application is successful EIP will:
• Process the release of the student via PRISMS at no cost to the student
• advise the student to contact the Department of Immigration to seek advice on
whether a new student visa is required
• update PRISMS to indicate that the release has been granted against the relevant
COE
RELEASE NOT GRANTED
A release will be refused if a student is unable to provide satisfactory evidence
that his/her course does not meet the long-term goals of the student or it is
academically unsuitable, or that the student cannot demonstrate compassionate
or compelling circumstances for the transfer exit.

ADMINISTRATIVE ACTIONS
• EIP must not finalise the student’s refusal status in PRISMS until:
- The appeal finds in favour of EIP; or
- The student has chosen not to access the complaints and appeals process
within 20 working days; or
- The student withdraws from the process.
• All relevant documents related to the release will be retained in the student’s
file for a minimum period of two years from the date the student ceases to be
an accepted student at EIP.

Specifically, a release request will not be granted if:
• EIP forms the view that the student is trying to avoid being reported to the
Department of Home Affairs (DoHA) for failure to meet the provider’s attendance
or academic progress requirements (in cases where the student has not fully
engaged with the academic intervention opportunities provided by EIP);
• The transfer may jeopardise the student’s progressions through a package of
courses; or
• The intended course will not provide adequate preparation for further study,
nor be recognised by higher education or VET providers as meeting their entry
requirements and the transfer would be detrimental to the student’s future study
plans.
• EIP fees for the course that the student is currently enrolled in have not been
paid in full. This includes any balance installment payments applicable to the
course. (Students are advised to read the EIP Refund Policy prior to seeking a
release, as any pre-paid fees for future courses within a packaged program will not
be refunded after the student has commenced their study at EIP)
Students whose request for transfer has been refused will be informed in writing
of:
• The outcome and the reasons for the decision and the factors taken into
consideration given the student’s individual circumstances.
• Their right to appeal the decision within 20 working days in accordance with EIP
complaints and appeals policy.
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If the student is under 18 they must also provide
permission from their parent/legal guardian and, if
applicable, a valid enrolment offer from the receiving
provider stating that they will accept responsibility for the
student’s accommodation and welfare arrangements (Not
applicable to EIP)
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The student is granted a release via PRISMS
and advised to contact DoHA. All
documentation kept on file.

Transfer request is denied.

No change to enrolment.
All documentation kept on file.

Appeal is unsuccessful

Student does not appeal

The provider must document the decision,
provide a letter informing the student of its
decision and advise of his or her right to
appeal.

Student appeals

Appeal successful

Transfer request is granted

The request is assessed by the provider in accordance with its transfer request policy

Student fills in transfer
request within first six
months of study at the
principal course
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CLASSES

At EIP we pride ourselves on our face-to-face classes. We believe that there is no
learning without engagement. As the original “English conversation” school on the
Gold Coast, EIP has been refining its approach to language learning for over 16
years. Our teachers’ goal is to engage you through up-to-date and fun activities
that allow you to start “living” the language from your first class. Week by week
you will increase your confidence in your own English and feel more and more
comfortable using it outside the classroom. After all, you don’t learn English to use
it in a classroom, you learn it to use in the real world.
Your course will use the CUTTING EDGE text (one of the most popular language
learning texts available) as a jumping off point. From there your EIP teacher will
take you on a journey of language discovery.
Each level of the course runs for 11 weeks with each week focusing on a different
use of the language. You will be immersed in English with 20 hours of face-to-face
classes each week. You will learn how to communicate in different English situations
as well as building fluency through communicative and task-based activities. Every
week will get you a step closer to mastering English.
At EIP we also understand that culture is part of any language. That is why our
teachers will also include useful “Australian culture” tips in your classes. You will
learn more than just the words of English; you will learn a lot of tips about living,
working and socialising in Australia. Our course has been designed to enable you
to study and use formal and slang English which enables you to prosper in the real
world.
The course is broken into five (5) levels with each level completed over 11 weeks.
Students then have a 2-week holiday before moving on to the next level (based on
test results in week 5 and week 10).
CLASS SESSIONS (depending on level and availability)

TESTING

You will complete a placement test on the first day of your course and then
be placed in the level that best matches your English language ability. You can
also complete the EIP online placement test before you start the course.
You will be tested on your English level in speaking/listening/reading/writing
in week 5 and week 10 of your course. The results from both tests will be used
to check your progress. Once you successfully complete these tests, you can
move on to the next level of the course. At all times you will be guided by your
teacher to help give you the best chance of success.
Upon successful completion of a level, you will be awarded a Certificate of
Completion. (If a student chooses to study for a shorter time in a level, they
can still receive a participation certificate listing the weeks they completed
and the class level).
TEST SCORING:
Tested on all Macro skills (Speaking/Listening/Reading/Writing). Scores below
based on each macro skill:
A= 85% or above B = 75-84% C = 65-74% D = 50 – 64% E = below 49%
Students must obtain 65% (C Grade) or higher in three of the four skills.
One may be in the 50-64% range. Each of the four components is of equal
weighting.

ATTENDANCE

ATTENDANCE IS COMPULSORY FOR ALL LEVELS FOR ANY STUDENT
WHO IS ON A STUDENT VISA. YOUR ATTENDANCE IS RECORDED TWICE
A DAY AND ACCOUNTS FOR 10% OF YOUR TOTAL GRADE. TO MEET
YOUR STUDENT VISA REQUIREMENTS, YOU ARE REQUIRED TO MEET
THE 80% ATTENDANCE RATE AND ALSO MEET THE COURSE PROGRESS
REQUIREMENTS.

Monday to Friday:
8:30am – 10:30am + 11:00am – 1:00pm
1:30pm – 3:30pm + 4:00pm – 5:30pm
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COURSE PROGRESS POLICY
ELICOS COURSES

COURSE PROGRESS POLICY

INTRODUCTION
International students on student visas are required to maintain satisfactory
attendance and course progress at all times.
EIP must ensure that it monitors students’ course progress on a regular basis
in order to meet its legal obligations and ensure that students are given every
opportunity to complete their course successfully.
LEGISLATION
• National Code 2018
• Standard 8
PROCEDURES
EIP will ensure that it has adequate procedures in place to:
• Ensure that information regarding the Attendance requirements and Course
Progress Policy are provided to the student prior to enrolment. Students are also
informed of the requirements at the Student Orientation program in the first week
of their respective commencement.
• Monitor students’ course progress through term tests and send reminders, offers
of support and/or warnings to students whose course progress is deemed to be
unsatisfactory. EIP will monitor progress at the end of every formal testing period
• If a student is unable to meet the course progress requirements due to
compassionate or compelling circumstances or when implementation an
intervention strategy, EIP will discuss an extension of the eCOE with the student.
If agreed, EIP will extend the COE via PRISMS and keep a record of the decision in
the Student File
• EIP staff will follow the detailed policy outlined below
Templates required
• Sample Academic Intervention letters
• Sample Attendance warning letters
• Notice of intention to report to cancel enrolment
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1.5 Purpose and Scope
1.6 The purpose of this procedure is to ensure that students’ course progress
is monitored and reviewed, and that EIPFullName (EIP) takes intervention
action when a student is at risk of not progressing satisfactorily or completing
their course as per the requirements of National Code 2018 (Standard 8).
1.7 This policy applies to all international students enrolled in any ELICOS
course offered to international students
2.0 RESPONSIBILITY
2.1 The CEO or delegate is responsible for the implementation of this
procedure and to ensure that staff and students are aware of its application.
2.3 The program manager for each course is responsible for determining the
learning and assessment strategy for the course.
3.0 POLICY STATEMENT
3.1 The progress of each student shall be monitored, assessed, and recorded.
3.2 Each student shall be assessed through formative and summative
assessments.
3.3 An intervention strategy and monitoring program is implemented which
assists students who are at risk of not making satisfactory course progress.
3.4 Where EIP has assessed the student as not meeting satisfactory course
progress, (after the intervention strategies have been exhausted) EIP will
inform the student in writing of its intention to report the student to DoHA
and that he or she is able to access the Complaints and Appeals process within
20 working days.
3.5 EIP shall notify the Secretary through PRISMS within 14 days of the student
not achieving satisfactory progress after the appeals process (if actioned) is
finalised and upholds the EIP’s decision to report.
3.6 Students at risk - are defined by EIP as students who:
• have failed to achieve Pass Grades in formative tests
• have unsatisfactory performance in class and show very little learning
progress
• have unsatisfactory attendance which is deemed to be insufficient to achieve
satisfactory course progress by their instructor
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4.0 DEFINITIONS
4.1 Meeting course requirements – achieving the course-specific pass grades in the
level within the specific ELICOS course.
4.2 Students who are unable to achieve the pass grades for each 10-week level/
course will be offered the opportunity to repeat the level/course.
4.3 Unsatisfactory course progress
– failing to achieve the required course-specific pass grades after two attempts at
completing the respective levels within the respective ELICOS course.

level more than twice or transfer to another course with EIP.
• All documentation related to students’ course progress will be retained for
a minimum period of two years after the student ceases to be an accepted
student at EIP.

5.0 METHOD
5.1 Students’ progress will be monitored and recorded at the end of the formal
formative test for each 10-week period for all ELICOS courses. Students who are at
the risk of not completing the course successfully, will be counselled individually
and an academic intervention plan will be put in place for them in consultation
with the Academic Manager and ELICOS teacher. The students’ progress will be
monitored weekly by the ELICOS teacher, who will provide intensive support to
the students to enable them to overcome their specific challenges with the course.
The students will be required to undertake repeat formative tests in Week 8 of
each level to assist them to achieve an overall pass grade for the course. At all the
stages, the ELICOS teachers and the Academic Manager will assist students with
specific needs by providing additional support.
5.2 Students who are unable to achieve the ‘pass’ grades for any 10-week level/
course will be offered the opportunity to repeat the level/ course, subject to
them participating in an agreed academic intervention program. Adjustments to
the enrolment and fees will be made to reflect any changes to the total course
duration.
5.3 If a student fails any level/ course twice, (after having been on the Student
Monitoring Program and interventions put in place) thus failing to meet course
progress requirements, then EIP will notify the student in writing of its intention
to report the student for not achieving satisfactory course progress. The student
will be informed they have 20 working days to appeal the decision to report via
the Complaints and Appeals process. If the appeal is not upheld or the student
withdraws from the appeal process, then EIP will report the student to DoHA. If a
student is reported to DoHA for unsatisfactory course progress a Section 20 breach
notice will be generated by PRISMS, and a copy placed on the students file.
5.4 In exceptional circumstances (for example due to compassionate or compelling
reasons), the PEO (or delegate) reserves the right to permit a student to repeat a
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ATTENDANCE POLICY
ELICOS COURSES
INTRODUCTION
International students on student visas are required to maintain satisfactory
attendance and course progress at all times. English in Paradise (EIP) must ensure
that it monitors students’ attendance and course progress on a regular basis in
order to meet its legal obligations and ensure that students are given every
opportunity to complete their course successfully.
LEGISLATION
• National Code 2018
• Standard 11
MONITORING OF ATTENDANCE
Definitions
Attendance Monitoring Period
Attendance monitoring period is the period of academic weeks used as the basis for
calculating attendance. For ELICOS students their ‘Attendance monitoring period’
is the duration of their course from the commencement date of their course to the
end date of their COE.
CURRENT ATTENDANCE
Current Attendance is the attendance rate calculated based on the hours elapsed
from the beginning of the Attendance Monitoring Period to the date of observation.
For example, at the end of the second week of a study period, 40 hours has elapsed.
OVERALL ATTENDANCE
Overall Attendance is the attendance rate calculated based on the hours
elapsed from the beginning of the ‘Attendance Monitoring Period’ to the date of
observation plus the number of hours remaining until the end of the course. This
is the maximum attendance the student is able to achieve if there are no further
hours of absence between now and the end of the study period.
EIP WILL MONITOR STUDENTS’ ATTENDANCE AS FOLLOWS:
• Attendance will be calculated for each course from the start date of the student’s
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enrolment to the end date of the enrolment in the course (as per the
‘Confirmation of Enrolment’ [COE] dates)
• Attendance will be recorded in EIP’s database by the class teacher daily
• AT THE END OF EACH WEEK, EIP STAFF WILL REVIEW THE STUDENTS’
ATTENDANCE AND IDENTIFY ANY STUDENT:
- WHO HAS BEEN ABSENT FOR 5 CONSECUTIVE CLASS DAYS
- WHOSE OVERALL ATTENDANCE HAS FALLEN BELOW 90%
- WHOSE OVERALL ATTENDANCE HAS FALLEN BELOW 85%
TREATMENT OF ABSENCES
• Where a student is on approved leave (due to compassionate or compelling
circumstances; or one week approved leave after the student has completed
at least 10 weeks of their ELICOS program) the database will record the
attendance as “uncounted”.
• Absences due to general short-term illness, when supported by a medical
certificate, will not be counted and will not affect a student’s attendance.
PROCESS FOR STUDENT SUPPORT AND REPORTING
• If students are having attendance issues, EIP will send them a warning letter
to let them know that they are behind in their attendance and they need to
start attending classes regularly.
The warning letters will be sent at the following trigger points:
a. If a student’s attendance drops below 90% (Warning Letter 1);
b. If a student’s attendance drops below 85% (Warning Letter 2);
c. If a student has had 5 consecutive class day absences (Warning Letter 3).
• Following the above warning letters students will be asked to attend a
meeting with the Progress Officer (or other senior EIP staff) who will offer
support services to help improve the student’s attendance.
PROCESS FOR STUDENT SUPPORT AND REPORTING
• If a student’s attendance is below 80% after receiving two warning letters, a
Notice of Intent to Report will be issued, which outlines:
a. The notice of intent to report the student’s attendance to the Department
of Immigration and Border Protection; and
b. The student’s right to apply for an internal appeal of the decision within
20 working days from the date outlined in the Notice of Intent to Report.
The student will be provided with a copy of the EIP ‘Complaints and Appeals
Policy’.
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• If the student does not access the internal appeals process within the 20 working
day period or withdraw from EIP, then EIP will report the student to the Department
of Immigration and Border Protection for further action.
REASONS WHY AN INTENTION TO REPORT NOTICE MAY NOT BE ISSUED:
• As per Standard 11.9 of the National Code EIP may only decide not to report a
student for breaching the 80 percent attendance where:
a) The student produces documentary evidence clearly demonstrating that
compassionate or compelling circumstances (for example illness where a medical
certificate states that the student is unable to attend class) apply; and
b) EIP’s decision is consistent with this policy and procedure; and
• Compassionate or compelling circumstances includes:
a. serious illness or injury, where a medical certificate states that the student was
unable to attend classes;
b. bereavement of close family members such as parents or grandparents (Where
possible a death certificate should be provided);
c. major political upheaval or natural disaster in the home country requiring
emergency travel and this has impacted on the student’s studies; or
d. a traumatic experience which could include: involvement in, or witnessing
of a serious accident; or witnessing or being the victim of a serious crime, and
this has impacted on the student (these cases should be supported by police or
psychologists’ reports).
• Please note that the above are only some of examples of what may be considered
compassionate or compelling circumstances. EIP may consider other circumstances
on a case by case basis.
• Copies of documentary evidence will be kept in the student’s file.
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