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Section 1: Welcome

WELCOME

The staff would like to welcome you to Discover English. Our friendly team is here to help and support you while you study and experience Australian life and culture. 
Discover English is located in the centre of the Melbourne CBD. It is within easy walking distance to Melbourne Central and Flinders Street train stations. Three trams pass directly in front of the school in Bourke Street, while four trams pass on nearby Elizabeth Street. There is also a wide variety of boutiques, department stores, cafes and restaurants right outside our door. 
To help you be better prepared for your trip, we have compiled the following information which will help you adapt more quickly to a new country, climate, college, customs and lifestyle.

DISCOVER NEW HORIZONS
Mission Statement
Our mission is to help people discover English in a fun, friendly and professional environment.  

We will achieve this by hiring the very best teachers and staff and by focussing all of our energies on the wellbeing of our students and the quality of their education.

We will support our students and staff by creating a vibrant, positive and professional environment, rich with opportunity for all.  

We will ensure the sustainability of our business by operating in accordance with sound business principles and by always adhering to the highest ethical standards.

Key Values and Attributes

We will recruit and promote people who are aligned with our company culture, which places a high value on such things as: 

· Integrity / Honesty / Loyalty

· Positive attitude / “Can Do” approach to life

· Sense of fun / Sense of adventure

· Friendliness / Courtesy / Empathy

· Commitment / Hard work

· Proactivity 

· Sense of urgency (Do it NOW)

· Teamwork

· Accountability for outcomes / Performance culture

The People & the Vision

Discover English was formed in Melbourne in February 2010 with the objective of being Australia’s premier English language college.  

The founding members of Discover English have a long and distinguished history in Education, and over 40 years’ experience in the teaching of English as a second language. 

Through our broad spanning experience within the international education industry in teaching, marketing administration and management, the team possess unique skills to build a successful college.  The staff at Discover English have worked with many universities, colleges and education agents, utilizing the resources of these associates.  We demonstrate competency in all aspects of successful college management.  We are passionately committed to the new business and have the realism to make inevitable challenging decisions.

Description 

Discover English plans to provide a variety of English language courses and services to international students to assist in their career development and further education in English speaking countries.  We intend to evaluate the success of each stage and follow up to make changes to focus on continuous improvement of courses and services provided by Discover English.
IMPORTANT INFORMATION AND EMERGENCY CONTACTS
Discover English 

376 – 378 Bourke Street Melbourne 3000
+61 3 9602 4800 
www.discoverenglish.com.au 
Student 24 Hour Emergency Contact: 0457 580 552
Police, Fire, Ambulance – 000

Department of Immigration and Citizenship (DIAC)

Ground Floor
Casselden Place
2 Lonsdale Street
Melbourne VIC 3000
Ph: 131 881

Opening hours: 9 am to 4 pm, Monday to Friday 
Note: If you need a visa label in your passport, the department can only offer this service from 9 am to 11am, Monday to Friday
Mid-Town Medical Clinic
Level 4, 250 Collins Street
Melbourne 3000  

Ph: 03 9650 4284 

Opening hours: 7.30am - 6.00pm

Public Emergency Department @The Royal Melbourne Hospital
Phone 9342 7666 / 9342 7006
APPLICATION STEP-BY-STEP PROCESS MODEL
STEP 1: 
Student completes Application (via agent, exhibition, email, phone, fax or online) and submits along with all necessary documentation including: Certified Copy of Passport, Certified IELTS Score / Proof of English Language Proficiency (if applicable), Copy of Visa (if applicable), Relevant Employment Details (if applicable).
STEP 2: 
Discover English administration issues a Letter of Offer, Invoices, Enrolment Terms and Conditions and Acceptance Agreement
STEP 3: 
Student signs and returns Acceptance Agreement

STEP 4: 
Student pays fees
STEP 5: 
Discover English administration issues electronic Confirmation of Enrolment (eCoE) 

and arranges health insurance (OSHC) for student visa holders

STEP 6: 
Student completes visa application through Department of Immigration and Citizenship (DIAC)
STEP 7: 
Student makes travel and accommodation arrangements (Discover English can assist with accommodation arrangements)
STEP 8:

Student arrives in Australia

STEP 9: 
First day at school: student registration, placement testing and orientation 
STEP 10: 
Classes begin!
THINGS TO DO BEFORE AND UPON ARRIVAL 

Before Leaving Home: √
Apply for passport □
Arrange student visa □
Make contact with institution □
Arrange for immunisations and medications from my doctor □
Apply for a credit card and/or arrange sufficient funds □
Confirm overseas access to your funds with your bank □
Make travel arrangements □
Arrange travel insurance □
Advise institution of travel details □
Arrange accommodation □
Arrange transport from airport to accommodation □
Pack bags and include the following: √
Name and contact details of an institution representative □
Enough currency for taxis, buses, phone calls etc. in the event of an emergency □_

Important documents: √
THIS HANDBOOK! □
Passport □
Letter of offer □
eCoE □
Certified copies of qualifications & certificates □
Travel insurance policy □
ID cards, drivers license □
NOTE: Make sure you leave any originals or copies of these documents safely with

family in your home country in case of loss.
Upon Arrival in Australia: √
Call home □
Settle into accommodation □
Contact institution □
Purchase household items and food □
Attend international student orientation □
Get student ID card □
Advise health insurance company of address & get card □
Open a bank account □
Attend faculty/course specific orientation sessions □
Get textbooks □
Start classes □
Apply for tax file number if seeking work □
Get involved in student life and associations □
Section 2: Pre-Arrival

INTRODUCTION TO MELBOURNE, VICTORIA, AUSTRALIA
Melbourne is Australia’s second largest city, famous for its parks and gardens, historic buildings, excellent food and sports events such as the Formula One Grand Prix, the Australian Open Tennis and our own Australian Rules Football. Melbourne is known as the cultural capital of Australia.  It is a city full of festivals, major art exhibitions and musical extravaganzas.  It is also Australia’s most multicultural city.  Melbourne is located on the Yarra River and Port Phillip Bay.
ARRANGING YOUR VISA

Prior to visiting Australia, you must ensure you hold an appropriate visa that will enable you to engage in your intended activities.

Many prospective students apply for a visa themselves online or via the Australian Diplomatic Mission in their country. However, the visa application process can be quite complicated depending on your country of origin so it may better to submit an application with the assistance of an accredited agent due their familiarity and experience in the field. Discover English can provide you with the contact details of accredited agents in your country.
In order to apply for a student visa you will need a valid passport, an electronic Confirmation of

Enrolment (eCoE) and any other documentation required by the Australian diplomatic post where you lodge your application. You must ensure you allow enough time for processing between lodging your application and the start of your academic program as it can be a lengthy process depending on your country of origin.
VISA CONDITIONS
It is essential that you have the correct visa enabling you to study in Australia. If you are in Australia and you have a visitor’s visa or you are holding a working holiday visa, you are permitted to study for 3-4 months. It is very important that you tell us if you have already been studying at any other institution as you cannot study beyond your visa’s conditions.

If you are applying for a student visa, you are required to study full-time (minimum 20 hours per week) and may not study part-time. If on a student visa, you have permission to work for up to 20 hours per week during term time and full time during holiday periods.

Students’ attendance is closely monitored, and if your attendance falls below 80%, Discover English may report you for low-attendance to the Department of Immigration and Citizenship (DIAC) and you may be asked to leave Australia. If you are sick and cannot attend class you must visit a doctor and provide a doctor’s certificate on your return to school.  Medical certificates will be considered when determining whether you will be reported for low attendance.  

If you are granted a visa, you must abide by its conditions. Failure to comply with these conditions

could result in the cancellation of your visa. These conditions include (but are not limited to):

· Complete the course within the duration specified in the CoE
· Maintain satisfactory academic progress
· Maintain approved Overseas Student Health Cover (OSHC) while in Australia
· Remain with the principal education provider for 6 months, unless issued a letter of release from the provider to attend another institution. Please refer to college’s policy and procedure regarding Transfer between Registered Providers.
· Notify the college of your Australian address and any subsequent changes of address within 7 days.

For a full list of mandatory and discretionary student visa conditions please visit

www.immi.gov.au 
DEPARTMENT OF IMMIGRATION AND CITIZENSHIP (DIAC)

The Australian Government Department of Immigration and Citizenship provides comprehensive information about student visa requirements and the application process, as well as application document checklists to assist you with your application. Visit www.immi.gov.au for the latest information.

DEPARTMENT OF FOREIGN AFFAIRS AND TRADE (DFAT)

As well as links from the DIAC website, the Department of Foreign Affairs and Trade website

www.dfat.gov.au has a comprehensive list of Australian embassies, high commissions, consulates and representative offices around the world.

MIGRATION AGENTS
A migration agent can assist you in submitting your visa application and communicate with DIAC on your behalf, but please note that you do not need to use a migration agent to lodge any kind of visa application.
EDUCATION AGENTS
Education agents promote various Australian education programs and institutions internationally and are a good way for students to apply to study in Australia. Agents are experienced in making

international student applications and applying for visas. Most speak both English and the local

language so this makes the application process a lot simpler and generally hassle free for students

and parents. Most do not charge for their service as they collect a commission from the institution

you choose to attend. However, some agents do charge small amounts or offer additional services

for which they charge. You can find some of the qualified education agent counselors who have undertaken the Formal Assessment of the Education Agent Training Course by visiting: 
http://www.pieronline.org/qeac/default.aspx 
Please Note: Although able to assist in completing education and visa applications, Education Agents are NOT licensed to provide migration advice. 
HOW MUCH TO BRING
You will need to make sure you have enough funds to support you when you first arrive. It is

recommended that you have approximately AU$1500 to AU$2000 available for the first two to

three weeks to pay for temporary accommodation and transport. You should bring most of this

money as either Traveller’s Cheques or on an international credit card. Traveller’s cheques can be

cashed at any bank or currency exchange in Australia.

Please note that it is not safe to bring large sums of cash with you. Lost credit cards or

traveller’s cheques can be replaced, but very few travel insurance companies will replace lost or

stolen cash. Do not ask someone you have just met to handle your cash for you or to take your

cash to make payments for you. Not even someone who may indicate they are studying at the same education institution.

COST OF LIVING

Coffee - $3.50
     Big Mac Hamburger - $3.45         Share accommodation - $160~$200 per week 
Lunch - $6.00~$10.00
             Local telephone calls – 50c              Daily transport ticket - $6.80

CURRENCY EXCHANGE
Only Australian currency can be used in Australia. If you have not brought some with you, you will

need to exchange money as soon as possible after your arrival. You can do this at the airport once you have arrived in Melbourne city, you can change money at any bank or at currency exchanges in the city. 
ELECTRONIC TRANSFERS
You can transfer money into Australia by electronic telegraph or telegraphic transfer at any

time. This is a fast option and will take approximately 48 hours, but the bank will charge a fee on

each transaction.

ATMs

Automatic Teller Machines are conveniently located and easily accessible at the airport and in the CBD, suburban shopping street, shopping centers and convenience stores. You can withdraw cash from your home bank account at any ATM displaying the Cirrus Logo (if your ATM card has international access). Check this with your bank before leaving home.
CREDIT CARDS
All major international credit cards are accepted in Australia but you must remember that repayments to many of these cards can only be made in the country where they were issued. Do not rely on being able to get a credit card once you arrive in Australia because this can be very difficult due to credit and identification laws.

BRINGING MY FAMILY
Most student visas allow you to bring your family members to Australia as your dependents (check your individual circumstances with the Department of Immigration and Citizenship and see: Arranging Visas). Family members include your spouse, and you and your spouse's dependent children.
Before bringing your spouse or children to Australia, you will have to prove that you can support them financially. The cost of supporting a family in Australia is very high. You may have to consider and discuss many issues with your family.

Issues to Consider

Rather than bringing your family together with you to Australia, some students may find it useful to arrive first, settle into studies, find appropriate accommodation, adjust to living in Australia and then arrange for their family to join them.

Before making a decision to bring your family to Australia it is important to consider the following issues:

• The cost of airfares for your family to and from Australia;

• The cost of rental properties in Australia;

• Limited employment opportunities for your spouse;

• Extra costs for food, clothing and other necessities;

• The effect on you and your studies if your family is not happy in Australia;

• Whether your children will adjust to school in Australia;

• Waiting lists for child care centers; and

• Whether to come alone to Australia first and arrange things for your family, or to all come at the

same time. For more information visit: www.immi.gov.au 
SCHOOL AGED DEPENDANTS

If you have school aged dependents traveling with you to Australia, it is law that they attend school in Australia. There will be tuition fees and charges which apply for them to attend, whether they enroll at a Government or a private school. Note: Should you be accompanied to Australia by school-aged dependents, you will need to pay full fees at both government and non-government schools.

CLOTHING

The standard of dress in Australia is rather relaxed.  Casual jackets and ties are not normally required in restaurants or bars.  We recommend lightweight clothing for summer along with sunglasses, hat and sun-screen. However, Melbourne’s weather can vary, so bring something a little warmer, too.  In winter, a jacket, a sweater and an umbrella are recommended.  

ELECTRICAL APPLIANCES

Electricity supply throughout Australia is 240 volts using a standard three pin plug, which is fitted to domestic appliances, so some visitors may need an adaptor socket.  110-volt appliances such as hairdryers and electric shavers cannot be used without a transformer.

TIME

Victoria is on Eastern Standard Time (EST), which is nine and a half hours ahead of GMT. 

From October to March, Victoria has Daylight Saving Time, which means that you have another hour of daylight in which to enjoy the pleasures that Melbourne offers.

	Geneva
	less 9 hours
	Paris
	less 9 hours

	Rio de Janeiro
	less 14 hours
	Bogota
	less 15 hours

	Bangkok
	less 3 hours
	Tokyo
	less 1 hour

	Taipei
	less 2 hours
	Seoul
	less 1 hour

	Beijing
	less 2 hours
	Hong Kong
	less 2 hours


AUSTRALIAN CUSTOMS AND QUARANTINE

Australia has been an isolated continent for many years and is relatively free from pests and harmful insects. There are very strict quarantine laws controlling the importation of food and plants.

Travellers coming into Australia’s international airports will have their luggage screened – either by sniffer dogs, x-ray machines and/or inspection of their bags. You must declare food, wooden items or items of plant or animal origin that you are carrying with you. Make sure you complete the customs form honestly and accurately – you are better to declare all items if you unsure rather than risk a fine for not declaring an item.
All international travellers entering Australia who do not declare quarantine risk items, face an

on-the-spot fine of up to $220.  This could happen as a result of failing to declare something as small as a piece of fruit!
Most Asian and European food products are readily available in Australia and you do not need to bring these with you. Please refer to http://www.daff.gov.au/aqis
Section 3: Settling in 

AIRPORTS

Melbourne’s international and domestic airport http://www.melbourneairport.com.au 
is located 20km North-West of the city. There is another airport at Avalon http://www.avalonairport.com.au about 60km from the city.  Shuttle buses, hire cars and taxis operate regularly from the airports, to the city. 
Discover English can provide an airport pickup service on request. The driver from TOGOTO AUSTRALIA will greet you at the airport at the Meeting Point and take you to your homestay or other accommodation. There is a fee for this service, please refer to the Enrolment Form for details.

For those students who do not request airport pickup, we advise you to take a taxi. Transfer time from Melbourne airport to the city is around 30 minutes. 

Currency exchange facilities are available at the Airport.  

ACCOMMODATION

Discover English will be more than happy to assist you with Homestay Accommodation on your request. There is a fee for this service, please refer to the Enrolment Form for details. 

Other forms of accommodation are available in Melbourne, such as apartments, share accommodation, hotels and backpacker accommodation. 
Homestay

Australian culture and lifestyle will be different from the culture and lifestyle of your country.  Your homestay family will help you to adjust. However, you should try to fit in with your family’s routine, even though it may seem strange to you at times.

To help make your Homestay a success, please…

· Help with the household chores – there are no maids in Australian households so you are expected to keep your own room tidy and do your laundry.  You will notice that all family members help around the house and it would be appreciated if you offer to help too. (eg; washing the dishes, tidying your room)

· Talk to your host family frequently

· Australia has a water shortage and is under constant water restrictions, please keep showers short.  Families do not ask this due to financial reasons, but to help save our water resources.

· Phone calls cost money, if you are allowed to use your host family’s phone, please keep phone calls short. 
· Homestay meals include breakfast and dinner Monday to Friday, and breakfast, lunch and dinner at weekends.  
· If there are some foods that you do not eat or times when you will be fasting, tell your family at the beginning of your stay.  Let the family know 2 hours in advance if you will not be home for any meals.

· Sometimes a homestay arrangement doesn’t work out.  If there is a problem or you are not happy in your homestay, please let us know immediately so that the problem can be resolved.  Sometimes this might mean moving to another homestay.  You should give two weeks’ notice to your old homestay before you move out.  The initial four week’s Homestay payment is not refundable should you find alternative accommodation in the first week to two weeks. 
· Homestay payments are paid in advance to the Homestay Provider, if you wish to stay beyond your original agreement and your host family is happy for you to stay, then you can organise to pay them directly.  
Share accommodation

You can find more information about share accommodation from:

· Discover English’s student notice board
· Real Estate websites http://www.domain.com.au/ http://www.realestate.com.au/
· University notice boards 
· Online student accommodation website http://www.find-studentaccommodation.com/
Accommodation Legal Advice

· Estate Agents Resolution Service (EARS) www.consumer.vic.gov.au (Helpline: 1300 73 70 30)
BANKING
The Australian dollar is the basic unit of currency and 100 cents is equal to one dollar. Notes come in denominations of $100, $50, $20, $10 and $5, while coins are produced in $2, $1, 50c, 20c, 10c and 5c. Shops will round their bills up or down to the nearest 5c on cash sales, but credit/debit card sales are charged at the exact amount of the sale. The most commonly accepted credit cards in Australia are Visa and MasterCard. American Express and Diners Club are also widely accepted.

Banking Hours are usually


	Monday to Thursday
	9.30am – 4.00pm

	Friday
	9.30am – 5.00pm


If you are staying in Australia for more than 12 weeks you should open a bank account. This should be done within 6 weeks of your arrival.

POST OFFICE
Australia Post operates in the suburbs between 9:00am – 5:00pm from Monday to Friday. 

Some Post Office shops are also open on weekends. Letterboxes are located around the city and suburbs, and mail is collected several times daily. The nearest Post office is located on Elizabeth street, approximately a three-minute walk from the College.

General enquiries: 131318

http://www.auspost.com.au/
MOBILE PHONES

You can buy your mobile phone in Australia. Australian telecommunications providers offer a wide range of services which provide a mobile phone within the cost of using that service. There are many differences to the services provided. You should understand what deal you are accepting before signing a contract with a provider. For a comparison of mobile phone plans in Australia see:

http://www.mobiles.com.au/mobile-phone-plans/
PUBLIC TRANSPORT
Melbourne has a very convenient public transport system. Your ticket will allow you to use any of Melbourne’s buses, trains or trams within your ticket zone. Weekly and monthly ticket holders can travel all over the metropolitan area on weekends without additional cost.

Please note that international students are not entitled to student concession fares. When using public transport, you should always have a valid ticket and ensure to follow the rules displayed.

Public transport information line: 131638
http://www.metlinkmelbourne.com.au/
http://www.street-directory.com.au/
Taxi: 131008

TRAVEL FREE IN THE CITY

You can travel free of charge on the historic City Circle Trams, which leave from stops around the city every 20 minutes. This has a tour guide commentary as you pass the sights of Melbourne.

SHOPPING
The shopping hours in Melbourne are as listed below:

Monday – Friday

9.00am – 5.30pm

Thursday

9.00am – 9.00pm

Saturday

9.00 am – 5.00pm
Sunday

In some areas shops will open from around 10.30 – 5.00

Some great streets for shopping are Chapel Street, Brunswick Street, Sydney Road and Bridge Road.

Local Markets to visit are the Queen Victoria, South Melbourne, Prahran and Camberwell Markets for fresh produce, and Sunday Arts and Crafts Markets in Camberwell, St Kilda and Southbank to name a few. 

SMOKING

In Australia it is illegal to smoke in public buildings, this includes the college, restaurants, bars and hotels. If you are smoking outside the building, please stay away from the steps and use the bins provided, any cigarette butts on the ground, will wash down the drain and end up in our beautiful bays and beaches. If you are caught throwing your cigarettes on the ground, heavy fines may be incurred.

BICYCLES
Melbourne is fairly flat; there are bicycle paths all over the city and maps available.  This makes riding a cheap, efficient alternative for travel.  If you are thinking about getting around by bicycle, ask us at Discover English for advice.

In Australia the law states that you should always wear a helmet when riding a bike. This is for your own safety and you should always make sure that you do this when riding a bike. If caught  without one, there is a $100 fine.

DRIVING 

Insurance

If you are thinking of buying a car, new or second hand, you must make insurance arrangements.  Without insurance, if you hit another car, you must pay to have the other car fixed as well as your own.  You must get at least 'Third Party Property Insurance' - this insurance cover will pay most of the repair costs of the other car if you  have an accident, but not the repair costs of your own car.

Checking a car before purchase

It is always good to check the car professionally before you buy it.  The RACV (Royal Automobile Company of Victoria) can check a car for you before you buy it for a fee.

http://www.racv.com.au/
Driving licences

If you have a driving licence from your country, you can use it to drive in Victoria for 3 months only.  If you are planning to stay longer, we suggest you get a Victorian Driving Licence as soon as possible after your arrival.  http://www.vicroads.vic.gov.au/
An international driving licence - If you have one of these, you can use it in Victoria for 12 months only.  After this, you must get a Victorian Driving Licence.  While driving with either a licence from your country or an international drivers' licence, you must also carry your passport.

You must become familiar with the road laws before driving.  A copy of The Victorian Traffic Handbook is available from most newsagents.

DINING OUT

Melbourne boasts a wide variety of eating establishments to cater for all tastes, Chinese, Japanese, Australian, Indian, Italian, Greek, Vietnamese and Thai just to name a few. Whatever your preference, you will find it in Melbourne.  Many of Melbourne’s finest restaurants are along the banks of the Yarra River at Southbank or close by the college at Federation Square, but wherever you go in Melbourne, you can find great food and excellent value for money. http://www.thatsmelbourne.com.au/
The legal drinking age is 18 years. It is illegal for people under 18 to drink alcohol.

OVERSEAS STUDENT HEALTH COVER

Medical insurance is recommended as Australia’s Medicare system does not cover international visitors, except where reciprocal agreements exist. If you study at Discover English on a Working Holiday Visa or a Tourist Visa, YOU MUST MAKE YOUR OWN HEALTH INSURANCE ARRANGEMENTS (e.g. travel insurance) before you commence your studies.  

If studying on a STUDENT VISA you are required to have “Overseas Student Health Cover” (OSHC) as a condition of your visa, the cost of this will be invoiced at the time of enrolment. The insurance must be covered for the length of your student visa. 
Discover English chooses to use Medibank Private as its default provider of Overseas Student Health Cover.  Call Medibank on 132 331. http://www.medibank.com.au/
Medibank will pay claims for:

· A percentage of the scheduled doctors’ fees and you pay the difference. 

· the total cost of hospital treatment provided that treatment is in a public hospital 

and is provided by a hospital doctor.

· eye tests and blood tests

· X-ray

· Some medications

· Ambulance (only if it is medically necessary for you to be admitted to the hospital)

Medibank will not pay for the cost of dental treatment, physiotherapy or glasses. Waiting periods apply for the cover of medical conditions which existed prior to your arrival in Australia.

Ambulance Insurance – For approximately $75 a year for singles, you can be covered for ambulance costs throughout Australia.  For more information, call 1800 648 484 8am-8pm Mon-Fri, 9am-5pm Sat. or find a form at www.ambulance-vic.com.au
Legal Services – For free legal advice contact Legal Aid 

350 Queen Street, Melbourne (03) 9269 0120 http://www.legalaid.vic.gov.au/
Section 4: Studying at Discover English 

FACILITIES

Students are welcome to make use of our classrooms, Student Library, student lounge and computer rooms with free internet access (including wireless).

Student Lounge
There is a student lounge where you can relax to have lunch and to chat with your friends during your breaks. The student lounge has tables and chairs for eating lunch and comfortable couches for relaxing.  The student lounge is equipped with a refrigerator, urn and microwave ovens.  Students can also use the common areas on levels 1, 2 and 3.
Student Library
Our Student Library is equipped with a wide range of books and resources for students to use. All the computers have access to the internet and many CD ROMs which can help you to improve you language skills. Students will be supplied with a headset during allocated Student Library Classes, however if students wish to use headsets outside of class time they may purchase as set from reception. A variety of magazines and newspapers are provided and are updated on a regular basis.

Computers
In addition to computers in the Student Library, we have computers in the Student Lounge available for students to use the internet and email. 
Wireless Internet

We offer free wireless internet for our students throughout the building. Log on details can be obtained at reception on level 1.
TV 

A TV is available for students who wish to watch DVDs, to assist develop their listening skills. Please visit the Student Library for more information.

COURSES
General English

The General English program develops students’ English language communication skills with a focus on building confidence and fluency. Through a communicative approach, students practice listening, speaking, reading and writing skills in a variety of ‘real life’ situations whilst integrating grammar, vocabulary and pronunciation. The program has been designed around the New Cutting Edge Course Books with supplementary materials provided by the classroom teacher.

The General English program is available at six levels from Beginner to Advanced. Students undertake placement testing to determine their entry point and undertake weekly unit assessments based on the material covered. Based on assessment results and class performance, students may level up any week.  There is no minimum entry level requirement.

Part time General English courses are not available to students on student visas as their principal course of study.
 English for Academic Purposes

The English for Academic Purposes (EAP) program familiarises students with English-medium academic conventions and develops skills specific to an academic environment. The EAP program prepares students for the transition from studying in their native language and home country to studying in English at an Australian University or College. The EAP program teaches students to consider texts, discourses and issues in a critical light and supports them in becoming independent learners. 

The EAP program is offered at three levels: Intermediate, Upper Intermediate and Advanced. Students undertake weekly assessments in relation to the course material they have studied. Minimum entry requirement for EAP is IELTS Band 5.0 or PTE Academic Score 36.

IELTS Preparation

The International English Language Testing System (IELTS) Preparation program focuses on developing exam techniques and preparing students for the listening, speaking, reading and writing tasks they will undertake in the IELTS exam. The program is intensive and is designed for students who wish to maximise their scoring potential on the IELTS exam within a short time frame. 

The course provides practice and guidance in both general and academic test modes and aims to improve the student’s test taking techniques and their knowledge about the IELTS test format. Students undertake weekly tests based on IELTS past papers. Minimum entry level requirement for IELTS Preparation is IELTS Band 5.0 or PTE Academic Score 36.

Part time IELTS courses are not available to students on student visas as their principal course of study.
Business English

The Business English program equips students with English language skills specific to the corporate environment. English is an essential skill both for companies seeking to trade overseas and for employees wishing to develop careers in global industries. The Business English program develops students’ confidence and ability to communicate effectively in English in a business context by providing them with the necessary linguistic and cultural knowledge to do so. The program is designed around the Market Leader Course Books and covers a range of business related topics including retailing, marketing, careers, international trade and communications. 
The Business English program is offered at two levels: Intermediate and Upper Intermediate. Students undertake pre-testing to determine their entry point and undertake weekly mini assessments in relation to the course material they have studied over the preceding weeks. Minimum entry level requirement for Business English is IELTS Band 5.0 or PTE Academic Score 36.
English Excel

The English Excel program is an advanced level course designed to meet the needs of students who have a high level of English understanding but are looking for a challenging course to consolidate, refine and expand their command of the English language. The English Excel program develops students’ English language communication skills to enable confidence and fluency in a range of English language contexts at a near native level. The program focuses on advanced level communication skills and grammar awareness delivered through the mediums of current affairs, world issues, Australian English and culture and English for the workplace. The course content is dynamic and varies in response to current trends and students’ interests.

Students have weekly review tests in relation to the course material they have studied.  Minimum entry level requirement for English Excel is IELTS Band 6.5 or PTE Academic Score 58.
Custom-designed Short Courses

Courses are designed in consultation with clients for business executives and corporate groups providing a unique opportunity to provide one to one, small intensive programs or larger group programs including a combination of group activities and classes.  The courses enable you to focus on your specific language needs, whether you need to prepare for a presentation, conference or meeting or learn English in the context of a specific industry, such as accounting, aviation, banking, engineering, finance, sales & marketing, human resources, law or medicine.   

Study Tours
Let Discover English tailor your experience!  We deliver an unforgettable educational experience for international groups providing a unique combination of custom-designed English language classes and fun and exciting activities and excursions.
We will take care of all your needs including meet and greet service, accommodation, meals, transfers, transport, activities, excursions and welcome and farewell functions.  
CLASSES

Discover English works in 2 groups of 20 hours per week. Classes can run at the following times:
	
	Session 1
	Break
	Session 2

	Morning (Mon – Fri)
	8:30am - 10:30am
	10:30am – 11:00am
	11:00am – 1:00pm

	Afternoon (Mon – Thu)
	3:00pm – 5:30pm
	5:30pm – 6:00pm
	6:00pm – 8:30pm

	Evening (Mon – Fri)
	5:15pm – 7:15pm
	7:15pm – 7:35pm
	7:35pm – 9:35pm


These times will depend on the class and level students are assessed at.  Students cannot choose their class times.

In addition, students have access to our Student Library, where our teachers can assist in guiding students to activities for further improving their English skills. There are scheduled times when a teacher is available to assist students.  The library hours are 8.00am to 7:30pm Monday to Friday. 

ASSESSMENT METHODS & PROMOTIONS

At Discover English, ongoing assessment procedures are utilized to enable our academic staff to assess students’ skill development throughout the duration of their studies and to ensure students are always in a class best suited to their current competencies.  

Students undertake placement testing prior to being placed in a class suitable to their demonstrated proficiency. Students then undertake weekly assessments and review assessments based on the course content studied. These assessments, in conjunction with class work, homework, presentations and participation form the basis of determining eligibility for all level ups.  

A student may be eligible to level up in any given week but the level up will be dependent upon:

· The student’s ability across all language skill areas
· Receipt of a teacher recommendation
· The student having completed a minimum of 8 weeks at the current level if they had previously levelled up from the preceding level

· The student undertaking and passing a level up test 

· Availability of space in the next level at the student’s preferred time
CERTIFICATES

All students graduating from a Discover English course will receive a Certificate showing the period of study and the class level.  A statement of attendance will also be received with the certificate.  
· If a student’s attendance is below 80% they will receive an unsatisfactory attendance certificate. 

· If a certificate is lost $5 is payable for a replacement. 

PRE TESTING AND PLACEMENT TESTING

Any student wishing to enroll in a Specialist English course (Business English, EAP, IELTS Preparation or English Excel) who does not hold IELTS 5 (6.5 for Excel) or PTE Academic 36 or above is required to undertake a Pre- Entry Test prior to enrolment in order to demonstrate the prerequisite level of English proficiency. 

In addition, all students are required to complete a placement test on or prior to their commencement day to determine the class into which they will be placed. 
FURTHER STUDIES

If you need advice on TAFE, university or vocational courses, Discover English can help.  Ask your teacher or the Director of Studies, for information on courses available, pre-requisites and how to apply. Staff at Discover English can assist you with the process.

FEES

· Student visa holders at Discover English are required to pay an Application Fee, Tuition Fees, and Health Insurance Fees (OSHC – Overseas Student Health Cover). Students who are not on student visas are not required to pay the Health Insurance Fee through Discover English, but are advised to arrange their own private travel insurance. 

· Airport transfer, accommodation and accommodation placement fees are charged if these services are requested.

· A book fee of $60 is a compulsory payment for all students studying at Discover English.
· Discover English reserves the right to alter these fees at any time.

STAFF

All our teachers are fully qualified and have been carefully selected based on their level of experience teaching in the ESL industry.  Our teachers have a breadth of experience teaching in Australia and overseas and offer a range of teaching styles and methodologies.

Our academic team is involved in regular professional development workshops to ensure we use the most up-to-date teaching methodology, techniques and practices in the classrooms.

The team of staff at Discover English is available to help you with any questions you may have about accommodation, visas, further studies, travel in Australia or personal matters. Our staff is aware of the challenges that international students may face with many having lived, worked and studied abroad themselves. Whilst the college is an English Only environment, support in your own language can be arranged if necessary.

Managing Director - Gary Cobbledick

Gary has worked in a range of industries and countries over the past 15 years.  He began his teaching career as a university lecturer, before embarking on a career in law and business.  He has worked in New York, California, South Africa, London, Hong Kong, New Zealand and Australia.

Gary has a deep commitment to the education sector and a strong belief that an investment in one’s education is the best investment a person can make.

He has BA, LLB & LLM degrees and is admitted as a barrister and solicitor in New York and Australia (Victoria).  He has studied in Australia, South Africa and the USA, so he understands the challenges faced by students studying in foreign countries.
General Manager - Natalie Reddy

Natalie has an extensive background in teaching and general management.  With over a decade experience at international private institutions, universities and private colleges in Australia, Natalie moved into marketing then general management.  

Natalie is a passionate practitioner in the industry and has excellent peer and global business relationships.  Her strong working ties with partner colleges, universities and agents, both locally and internationally brings global connectivity to Discover English.   Natalie graduated with a degree in Business, post-graduate qualifications in TESOL and CELTA. 

Marketing & Communications Manager/Campus Manager - Tim Field

Tim has been working in the ELICOS industry since 1999.  He has extensive experience in education and marketing both abroad and in Australia. He has led both large and small teams and excels at creating and maintaining strategic relationships in an international environment.

Tim most recently completed his Masters of Communications and is also CELTA certified. Tim has worked in Australia, Japan, England, China, Korea and Taiwan in a variety of roles and is currently the Campus Manager at Discover English.
Admissions & Office Manager – Joanna Zapart

Almost a decade of experience in the international education sector, working both domestically and overseas, has prepared Joanna well for the challenges that Discover English provides. Jo brings a combination of enthusiasm and empathy to her position as Admissions & Office Manager which stems from her personal experience immigrating to Australia to study in 2003.

Completing her masters in Marketing & Management has given Jo a high degree of insight into the business of education. Jo is an open and friendly communicator and enjoys helping students achieve to the best of their abilities during their time at Discover English.
Director of Studies - Pat Grimsley

Pat has been working in the ELICOS sector since 2004 and has taught general, academic and business English classes in Australia and Malta.  She is a respected manager with a proven ability to develop and implement management strategies.  Pat likes to keep up-to-date with changes in the industry through continuing professional development and is a founding member of the DOS Networking Group in Melbourne.
 

Pat holds accreditation as an IELTS examiner and has a Masters of Education (TESOL).
Administration/Student Services- Samantha Webster

Samantha has worked in the TESOL industry since 2000 with experience in Australia, Japan, the UK and France. She has taught and managed English language programs in both the public and private sectors and has coordinated international exchange and homestay programs.
 
Samantha holds a BA/BBus in Asian Studies and International Trade and post-graduate qualifications in TESOL and Education. Samantha is passionate about teaching English language and learning other languages; she speaks Japanese and has studied French and Spanish so understands the challenges students face with language acquisition.
Student Support Services Coordinator – Junka Nikahara
Junka has worked in the English education industry since 2004 with experience in both Australia and Japan. Having grown up in Japan, and with English as her second language, Junka understands the hopes and needs of international students studying away from home. Her experience working abroad and with learning another language helps her to understand students and to be able to assist them more readily.

Junka adopted Melbourne as her home in 2006 and is enthusiastic about sharing her knowledge with Discover English students and assisting them in any way. She believes that the extra student support services at Discover English will truly benefit the student and ensure they discover all that Melbourne has to offer.

Junka holds a commerce degree from Otaru University in Japan.

ORIENTATION AND TESTING PROCEDURE – YOUR FIRST DAY
IT IS IMPORTANT THAT ALL STUDENTS ARE AT DISCOVER ENGLISH FOR COMMENCEMENT AND  ORIENTATION BY 8:15AM (Session 1 & 2) or 4:45pm (Session 3) ON THEIR FIRST DAY.

All students must bring: A passport sized photo of themselves (for student card), Passport, Visa (print out if electronic visa), eCOE (if on a student visa), pen and current address in Australia.

Following placement testing you will be issued with your class timetable and textbook and participate in the school’s orientation program and first day class sessions as per the table below:
	
	
	


Morning and afternoon students
		Group One

	Group Two


	8:00 – 8:15

	REGISTRATION

	
	8:15 – 9:30

	PLACEMENT TEST

Level 1 Room 102

	
	9:45 – 10:00

	BREAK

(Your break may start earlier than 9:45 if testing is completed)

	REGISTRATION


	10:00 – 11:00

	ORIENTATION

Level 1 Room 102

	ORIENTATION

Level 1 Room 102


	11:00 – 12:00

	SCHOOL TOUR

&

MELBOURNE TOUR

	SCHOOL TOUR

&

MELBOURNE TOUR



	
	
	

	Evening students 
	
	

	Group One

Group Two

4:30 – 4:45 

REGISTRATION

4:45 – 6:00 (Group One)

5:45 – 6:00 (Group Two)

PLACEMENT TEST

Level 1 Room 102

REGISTRATION

6:00 – 7:00

ORIENTATION

Level 1 Room 102

ORIENTATION

Level 1 Room 102

7:35 -9:35 

ATTEND CLASS

(refer to your class time table for room number)


	
	

	
	

	
	
	

	
	
	

	
	


STUDENT SUPPORT SERVICES

Discover English provides an enriching and supportive environment. Our student support services will help you adjust to study life and provides you with the continuing support that enhances learning. Our reception is your first point of contact for advice regarding courses, accommodation, and activities, our student services staff can assist you with queries.
For academic counselling including meeting course requirements, course progress, attendance issues please make an appointment to talk with the Director of Studies.
For welfare counselling on accommodation, adjusting to life in Australia or other non-academic matters, please make an appointment with Student Support Services.
MONITORING ATTENDANCE 
- Discover English records the attendance and absences of each student for all scheduled course hours in which they are enrolled.

- Attendance is recorded by the teacher for every 2 hour session

- The minimum satisfactory attendance requirement is 80% for student visa holders.

- If you are more than 15 minutes late for the commencement of a class or if you leave early, this will be recorded and you will lose attendance for the session (please refer to our Monitoring Attendance policy for more details).
- If you are sick, please notify the college. If you are sick for more than 1 day, it is important you get a doctor’s certificate to support your absence. Please note that medical certificates do not increase your attendance percentage.  They are only used as supporting documentation in the decision to report students to immigration for breach of attendance while on a student visa.  

- All absences, regardless of the reason, will affect your attendance percentage.
- If you are studying on a student visa and are absent for more than 5 consecutive days without prior approval, you will be contacted and counselled in relation to reasons preventing your attendance.

- If you are studying on a student visa and your overall attendance falls below 88%, we will send you one Attendance Warning Letter, reminding you of your attendance requirements and you will have to attend a counselling session with the DoS/Academic Manager.

- If you are studying on a student visa and your attendance falls below 80%, we will send you a letter advising of intention to report you to the Department of Immigration and Citizenship (DIAC).  You must continue to attend classes but have the opportunity to provide evidence to appeal against the college reporting you. If you choose to appeal, you will have 20 working days (plus 5 days for postage and handling) to appeal from the date you received the intent to report letter (please refer to Discover English’s Complaints and Appeals procedure at www.discoverenglish.com.au )

- If your appeal is successful, you must continue to attend all your remaining classes.

- If your appeal is not successful after following all the steps in the Complaints and Appeals Procedure, you will be reported to DIAC and this may be result in your visa cancellation.
- Discover English can only decide not to report a student for breach of the 80% requirement where:

- the student produces documentary evidence clearly demonstrating compassionate or compelling circumstances preventing them from attending (eg: a medical certificate)

AND

- the student has attended at least 70% of the scheduled course contact hours for the course in which they are enrolled
- If your attendance is below 80% at the end of your course, you may not eligible to extend your course at Discover English.

MONITORING COURSE PROGRESS
- Your progress will be monitored informally by your class teacher on a daily basis and assessed formally on a weekly basis. 

- Informal assessment includes class participation, in class tasks and homework activities. 

- Formal assessments include weekly progress assessments, weekly oral presentations and review assessments.

- Your progress is recorded throughout the duration of your course and feedback provided by your teacher on a regular basis.

- You will receive formal feedback from a written student progress report.

- You will receive informal feedback through one-to-one teacher-student consultations. 

- In addition, you may make an appointment to meet with the DoS/Academic Manager to discuss your progress at any time.

- If your teacher has concerns about your progress or if you achieve a result of 50% or less on two consecutive review assessments, you will be referred to meet with the DoS/Academic Manger to implement a strategy to assist you in progressing.

- Some examples of strategies that might be used to help you to progress include:


- additional homework


- supervised individual study sessions before or after class in student library


- follow up counselling sessions with the DoS/Academic Manager


- pairing with a class buddy for peer support

Pathway Progress Guarantee

· Students must have completed all homework assessments provided by teachers.

· Student overall attendance must be no less than 95% at any point during their preparation course for articulation into their vocational or higher education program.

· Current Discover English students must notify Discover English by completing a Notification of Further Study form no later than 2 days following an acceptance into the approved vocational or higher education program.

· The Pathway Progress Guarantee doesn’t apply until the student commences the course that has been approved as a preparation course for articulation into the approved vocational or higher education program. 

DEFERRING, SUSPENDING OR CANCELING A STUDENT’S ENROLMENT

· A student’s enrolment may only be deferred or temporarily suspended on the grounds of:

- Compassionate or compelling circumstances 
- Student misbehaviour 
· Compassionate or compelling circumstances include but are not limited to:

-  serious illness or injury (where a medical certificate states that the student was unable to attend classes)

-  bereavement of close family members such as parents or grandparents (where possible a death certificate should be provided)

- major political upheaval or natural disaster in the home country requiring emergency travel and this  has impacted on the student's studies

- involvement in, or witnessing of a serious accident

- witnessing or being the victim of a serious crime. 
· Student misbehaviour includes but is not limited to:

- acts of discrimination

- sexual harassment

- vilification or bullying
- violence

- vandalism

- cheating or plagiarism
· A student’s enrolment may be cancelled as a result of:

- student completed course early

- student transferred to another provider

- student notifies of cessation of study

- non payment of fees 

- disciplinary reasons

- student has died

- student no longer holds a student visa 

- the college is unable to deliver the course

- non compliance with student visa conditions

· In cases where the suspension or cancellation is not initiated by the student, Discover English will inform the student of its intention to suspend or cancel their enrolment and allow 20 working days for the student to access the Complaints and Appeals process.
· Where a student accesses the Complaints and Appeals process, the suspension or cancellation will not take effect until the internal process is complete, except in cases where extenuating circumstances relating to the welfare of the student apply
· Students who apply to defer, suspend or cancel their enrolment or who have been informed of the college’s intent to suspend or cancel their enrolment will be informed that deferring, suspending or cancelling their enrolment may affect their student visa.

· The college will inform the Department of Immigration and Citizenship (DIAC) of any deferment, suspension or cancellation of a student’s enrolment.

REFUND POLICY 
Accommodation & Application Placement Fees
· Accommodation & Application Placement Fees are non-refundable.

Homestay Fees

If written cancellation is received 14 days prior the homestay commencement date, a full refund of Homestay fees paid (the first 4 weeks) is available (excluding the Accommodation Placement Fee). 
If written cancellation is received less than 14 days prior to the homestay commencement date, a refund is available less a cancellation fee of 2 weeks’ Homestay fees.

If written cancellation is received on or after the homestay commencement date, no refund is available.

If a visa application is not granted, a full refund of homestay fees will be made, provided that sufficient evidence of visa refusal is given to the college by the refusing Australian Authority. 

Student Lodge Fees

Refunds of any monies received by Discover English Pty Ltd on behalf of the student for services other than tuition fees must be requested from the company delivering the service and will be subject to the respective company’s refund policies. 
Airport Transfer Fees 
· If written notification of cancellation is received 7 days prior to airport transfer, a full refund is available.

· If a visa application is not granted, a full refund of the airport transfer fee will be made, provided that sufficient evidence of visa refusal is given to the college by the refusing Australian Authority. 
Enrolment Fees, Tuition Fees and Materials Fees

Discover English Pty Ltd reserves the right to cancel or postpone any courses prior to their scheduled commencement dates, should it be necessary.  In such circumstances, if the course is postponed by more than four weeks, and if a student is unable to enrol in a similar course at Discover English Pty Ltd, all fees will be refunded.  A refund of the fees will only be granted in accordance with the refund policy set out below.

Full Fee Refund

Discover English Pty Ltd will make a full refund of course fees paid in the following circumstances:

• 
Application for a student visa is unsuccessful.   In this case, Discover English Pty Ltd reserves the right to retain a registration charge of A$200.  A request for refund in writing and proof of visa refusal from the Australian Government must be sent to Discover English Pty Ltd upon visa refusal.   In this case, a full refund of course tuition fees will be made within 14 days.

• 
If for any reason Discover English Pty Ltd is unable to start delivery of the course on the agreed starting date or ceases to deliver the course before it is completed, in this case, a full refund of refundable course tuition fees paid.  Payment of the refund will be made within 14 days of the specified starting date or from the time the course ceases to be delivered in accordance with the refund requirements of the ESOS Act 2000.

Partial Fee Refund

Discover English Pty Ltd will make a partial refund of tuition fees in the following circumstances.
• 
If written notice of withdrawal is received from a student at least 28 days prior to the initial course commencement, 50% of the tuition fees are refundable, less a registration charge of A$200.  All refunds if approved, will be made within 28 days of date of withdrawal.
No Fee Refund

• 
If written notice of withdrawal is received from a student less than 28 days prior to the initial course commencement or at any time after course commencement, no refund will be applicable.

• 
Refunds of any monies received by Discover English Pty Ltd on behalf of the student for services other than tuition fees must be requested from the company delivering the service and will be subject to the respective company’s refund policies.
• 
In the event that an extension to a student visa is not granted and the course has commenced, a refund will not be issued.  The student is advised not to enrol if they believe their visa will not be extended.

• 
In the event that the student seeks and is granted approval by Discover English Pty Ltd to transfer 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.

· In the event that the student’s enrolment is cancelled because of an infringement of Discover English Pty Ltd Deferment, Suspension or Cancellation of Study During Enrolment Policy or breach of student visa conditions, no refund of any course money paid in advance will be granted.

· All Discover English Pty Ltd application and accommodation placement fees are non-     refundable.

Requests for Refund of Tuition Fees
Application for a refund of tuition fees in accordance with this Refund Policy must be made in writing, using the request for refund proforma, stating reasons and relevant details.  This must be submitted to the Admissions & Office Manager at Discover English Pty Ltd, 376-378 Bourke Street, Melbourne 3000 Victoria Australia or by email, with attached supporting documents to enrolments@discoverenglish.com.au
Approvals
All refunds must be approved by the Admissions & Office Manager.  In the absence of the Admissions & Office Manager, the General Manager will approve refunds.

Exemptions to any of the above mentioned cases may only occur where the student has extenuating or compassionate grounds as determined by the Principal Executive Officer (PEO).
Payment of Refund
All refunds for which a student is eligible will be forwarded to the person who paid the fees in his or her home country, 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.  Discover English Pty Ltd will provide the student with a statement detailing the calculation of the refund. 

Public Holidays
A full week’s tuition is payable in weeks comprising public holidays. There is no refund of course fees for days on which public holidays fall.

Specials
Any specials applied to the original enrolment will take place at the end of the course.  If a student’s enrolment includes free weeks, the free weeks will take place at the end of the course.

COMPLAINTS & APPEALS PROCEDURE
Where a complaint cannot be resolved informally, or a student is lodging an appeal against the decision of Discover English decision to report them to DIAC for breach of visa conditions, the following process applies:

· Formal student complaints/appeals addressed in writing to the General Manager, may be lodged at any time to any administrative or student support staff who forward the complaint to the General Manager or directly to the General Manager.

· A formal complaints/appeals pro-forma is available from staff at reception on level 1, or from the Discover English website, or administration, or from the DOS.

· All complaints/appeals must be responded to and acknowledged in writing.

· The General Manager will form and chair a working party of people independent of the complainant or respondent, to facilitate determination of a resolution within 10 working days of receipt of the complaint.

· The complainant will be given an opportunity attend an interview and to formally present his or her case which may include the respondent. A nominee of the student may be included at any stage of formal resolution processes if the student so chooses with the nominee, who is not a legal practitioner, being appointed by the student.

· At the end of the hearing the student will be given a written statement of the outcomes, including reasons for the decision within 3 working days of the decision being made.
· Formal complaints are to be resolved as soon as practicable and within a period of 10 days of their receipt where the appeal is against the decision of Discover English to report the student to DIAC for breach of visa conditions. 
· In the case of a student who appeals against the decision of Discover English to report them to DIAC for breach of visa conditions,

· if the appeal is disallowed the student will be reported to DIAC as soon as practicable after the decision is made and after the student has been informed.

· If the appeal is allowed, the student will continue with normal classes subject to any agreed intervention strategy, or other condition imposed by the committee.

· A student’s enrolment will be maintained throughout the complaints and appeals process.
· In case the student is not satisfied with the result or the conduct of the complaint/appeal they can seek external arbitration by contacting 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.
· Freedom of information and Privacy issues must be considered and adhered to at all times and throughout the process.

· The original written complaint together with a copy of the acknowledgement and any responses or correspondence related to the complaint is retained in the student’s hard file record.

·  If any complaint is found to be substantiated then the complaint is recorded and discussed in the next meeting of the Executive Management Team, which includes the General Manager, DOS and Admissions & Office Manager and Marketing and Communications Manager, an action plan is formed and relevant actions taken to prevent subsequent occurrences where appropriate, as determined by the group.
Details of the external appeals body, Overseas Students Ombudsman will be provided to the student as per below:
Overseas Students Ombudsman
GPO Box 442
Canberra ACT 2601
AUSTRALIA

Ph: 1300 362 072

Fax: 02 6276 0123

www.oso.gov.au
Complaints and Appeals Flowchart
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Please note that students have the right to be represented by a nominee or may represent themselves.

Students representing themselves can bring a friend along if they wish.
INFORMATION DISCLAIMER

Discover English dispute resolution processes do not circumscribe your right to pursue other legal remedies.   You are also given the right to be represented by a nominee if you so choose.  This agreement does not remove the right to take further action under Australian Consumer Protection laws.

Australian Law requires student visa holders to inform Discover English of any change of address within 7 days and other changes thereafter.

THE ESOS FRAMEWORK

Please refer to the Australian Government explanation of how the Education Services to Overseas Students Act 2000 works: http://aei.dest.gov.au/AEI/ESOS/QuickInfo/ESOS_Framework_pdf.pdf
COMPUTER USE POLICY
STUDENT COMPUTERS

Student computers are available for use by Discover English students only and should only be used for education related communication and directly related to studies.
Usernames and passwords to access the student network are issued to all students during their orientation program on their first day.

INAPPROPRIATE CONTENT

Content containing any of the following is deemed inappropriate for viewing or sending via college computers:

· Pornography

· Racial Vilification 

· Cruelty

· Violence

· Defamation

INAPPROPRIATE USE OF EMAIL
Discover English email addresses being utilised to send sexually explicit, sexist, racist or harassing emails will result in the sender being reprimanded or formally warned in the first instance. Further breaches could result in formal warnings and/or dismissal/cancellation of enrolment. 

INAPPROPRIATE USE OF INTERNET
Students or staff found utilising the internet to search for inappropriate materials will be reprimanded or formally warned in the first instance. Further breaches could result in formal warnings and/or dismissal/cancellation of enrolment. 

CHANGES TO ENROLMENT 
· A minimum of two weeks’ notice must be given when applying to finish early.

· If you are on a student visa, the Department of Immigration and Citizenship (DIAC) will be notified of early course completion.

· It is your responsibility to leave the country or contact DIAC regarding your visa status within 28 days of your new course completion date.
· A holiday request will not be granted after an Early Course Completion Request has been submitted.  (Holiday requests are only applicable to non-student visa holders only)
· Your certificate and attendance statement will reflect your new course finishing date.

· This form is for early course completion only. For course deferments please use the Course Deferment Request form.

· If this request is not granted, Discover English will notify you in writing by posted letter and email of the reasons for refusing the application. If you are unhappy and would like to appeal the decision made by Discover English, please refer to the Complaints and Appeals policy and procedure. 
Course Deferment Request

· A minimum of two weeks’ notice must be given when applying to defer your course.

· The period of deferment must be compliant with your visa conditions and will only be granted under compassionate or compelling circumstances. 

· Documented supporting evidence must be attached to this form.

· The period of your deferment will be credited to your course duration if requested and therefore extend your course end date. 

· If your new course end date is after the expiry date of your current visa, it is your responsibility to contact DIAC to renew or extend your visa. You must hold a valid visa with study rights to continue your course.

· If your request is not granted, Discover English will notify you in writing by posted letter and e mail of the reasons for refusing your request. If you are unhappy and would like to appeal the decision made by Discover English, please refer to the Complaints and Appeals policy and procedure.  
Transfer Provider Request
· You must allow a minimum of 2 weeks for assessment of this Transfer Provider Request.
· Your attendance must be above 80%.
· The request assessment may take up to 10 working days after the request has been received.
· It is your responsibility to contact the Department of Immigration and Citizenship (DIAC) for advice as to whether you require a new student visa if a Letter of Release is granted.

· You must confirm you have read and understand the Discover English refund policy prior to making this Transfer Provider Request.

· You must attach a letter from your intended new provider indicating a valid enrolment offer or written support from any government sponsor who considers the transfer to be in the your best interests.
· If you are not granted a Letter of Release to transfer provider, Discover English will notify you in writing by posted letter and e mail of the reasons for refusing your request. If your are unhappy and would like to appeal the decision made by Discover English, please refer to the Complaints and Appeals policy and procedure.  
Change of Course Request
· A minimum of two weeks’ notice must be given when applying to change course

· Request approval will be dependent upon: 

· availability of classes

· course commencement dates

· course minimum enrolment durations

· English language proficiency (a placement test may be required for entry to the new course.
Course Extension Request

· Extensions to enrolment will not be confirmed until payment is received.

· Payment must be received prior to the commencement of the course, otherwise you will not be entitled to attend class.

· Extensions may not be granted if your attendance of below 80% for any previous courses.

· Extensions are subject to visa restrictions.

· If your request is not granted, Discover English will notify you in writing by posted letter and email of the reasons for refusing your request. If you are unhappy and would like to appeal the decision made by Discover English, please refer to the Complaints and Appeals policy and procedure.
Request Responses

If requests are not granted, Discover English will notify the student in writing by posted letter and email of the reasons for refusing the application. 
If the student is unhappy and would like to appeal the decision made by Discover English, they should refer to the Complaints and Appeals procedure.
 Section 5: Social and Cultural

ADJUSTING TO LIFE IN AUSTRALIA
While living and studying abroad may be an exciting adventure, it can also present a range of challenges. Having decided to study and live in Australia you will be undertaking adjustments in many areas of your life including cultural, social and academic. It is also important to remember that while these changes are occurring you will be embarking upon a new study in a different language and be away from your usual supports, networks and resources. Adjustment to a new country and culture is a process that occurs gradually and takes time. The values, beliefs, traditions and customs of your home country may vary greatly from those in Australia and adapting to the 
Australian way of life may take some time. It is important that you mingle in with other people and try to adapt the new way of life in Australia. 

ACTIVITIES

Discover English offers students the opportunity to take part in a variety of activities. On weekdays students might be involved in sports, movies, seminars or tours. On Saturdays we offer full day tours to many of Victoria’s most popular destinations including Phillip Island to see the penguins and the spectacular Great Ocean Road. It is important to take part in various social activities and excursions since it will widen your social network and help you better understand the Australian culture and environment.
AUSTRALIAN CULTURE

Social Customs

When meeting someone for the first time, it is usual to shake the person's right hand with your right hand. People who do not know each other generally do not kiss or hug when meeting. When you first meet someone, it is polite not to talk about personal matters. 
Many Australians look at the eyes of the people they are talking with. They consider this a sign of respect, and an indication that they are listening. Do not stare at the person for a long time. 
You can address a new acquaintance using their title and family name. You may use their first name when they ask you to or use it in the introduction. In the workplace and among friends, most Australians tend to be informal and call each other by their first names.

Polite Behaviour

'Please' and 'thank you' are words that are very helpful when dealing with other people, and buying goods or services. When asked if you would like something, like a cup of tea, it is polite to say, 'Yes please', or just 'please' if you would like it, or 'no, thank you' if you do not. When you receive something, it is polite to thank the person by saying 'thank you'. Australians tend to think that people who do not say 'please' or 'thank you' are being rude. Using these words will help in building a good relationship. 
Sometimes a sensitive issue may come up in conversation. Not to talk may seem rude. It is more polite to say 'sorry, it is too hard to explain' than to ignore a question.

Australians often say, 'Excuse me' to get a person's attention and 'sorry' if we bump into them. We also say, 'Excuse me' or 'pardon me' if we burp or belch in public or a person's home.
You should always try to be on time for meetings and other visits. If you know you are going to be late, try to contact the person to let them know. This is very important for visits to professionals as you may be charged money for being late or if you miss the appointment without notifying them before the appointment time. 
Most Australians blow their noses into a handkerchief or tissue, not onto the footpath. This is also true for spitting. Many people will also say, 'Bless you' when you sneeze. This phrase has no religious intent.
From the team at Discover English, we welcome any suggestions you have to help us improve our services.  Please help us help you and contact us at info@discoverenglish.com.au 

1 If you are unhappy about a decision that has been made by Discover English……….


                         


                 �





2 Fill in an “Appeals and Complaints Form” and give this to the College within 20 days of the decision.


                      �


                Keep attending class!!





3 After you have lodged your appeal the college will arrange to meet with you within 10 working days to discuss the result.


     �





4 You will also receive a letter outlining the reasons for any decisions made and the appeal result.                                	


               �





5 If you still think that you have been treated unfairly or that your complaint has not been dealt with, then you should contact The Overseas Students Ombudsman. They will provide you with external appeal assistance:





 Write to: Overseas Students Ombudsman�GPO Box 442 Canberra ACT 2601 AUSTRALIA


Ph: 1300 362 072, Fax: 02 6276 0123


Or


 Complete the online Complaint Form on � HYPERLINK "http://www.oso.gov.au" �www.oso.gov.au�

















Your dispute resolution process does not circumscribe your right to pursue other legal remedies.
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