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1. Procedure for Managing Enrolment,
Attendance and Termination

1.1 - Procedures for Managing Enrolment

1.  Enquiry
If the school receives an enquiry about a student enrolment from an education agent:

1. The International Student Manager will check to see whether the school has a signed
contract with the agent.

2. If no signed contract exists, the International Student Manager will follow the procedures
for the appointment, monitoring and management of education agents before implementing
the enrolment procedures.

3. If the school already has a contract with the agent, or a direct enquiry is received from a
parent or relative of the student, the International Student Manager will provide an enrolment
pack to the education agent/parent/relative. The enrolment pack may be provided
electronically or in hard copy. It will contain:

International Student Application Form and Contract of Enrolment

Accommodation Agreement and/or Designated Caregiver Agreement (depending where
the student intend to live)

Fee Schedule & Term Dates

Refunds Policy

School Code of Conduct

Link to the school website and other school policies relating to international students

Where it is available, the above information will also be provided in the family’s first
language.

2. Application Processing

When the school receives a completed application for enrolment of an international student,
the International Student Manager will follow these steps:

1. Open a file for the potential student (paper or electronic or both).

2. Check that all documentation is complete and signed by the parents, including a signed
Contract of Enrolment. (A checklist may be useful for this.)

3. Ensure that the Contract of Enrolment is signed by the designated signatory for the
school.



4. Check that the correct accommodation form has been completed, depending on whether
the student will live with a designated caregiver/parents or host family.

5. If the child is under 10, ensure that evidence is provided of the identity of the parent who
will care for the child in NZ and of their relationship to the child (eg. child’s birth certificate
and parent’s passport)

6. Check that the student intends to live in appropriate accommodation that meets the
requirements of the Education (Pastoral Care of International Students) Code of Practice
2021 (the Code).

7. Check whether the student’s age is appropriate for the year level being applied for.

8. Check whether the student has the appropriate educational background to enter the year
level applied for.

9. Check whether the student has any declared medical conditions that may impact on their
ability to study in New Zealand, or to obtain appropriate insurance cover.

10. Check whether the student has any declared special learning or behavioural needs that
the school will need to support or may be unable to support.

11. Check the student’s school reports to assess their level of academic ability and subjects
previously studied. Assess whether the academic instruction offered by the school meets the
student’s academic ability and expectations.

12. Arrange an interview, if appropriate, with the student via online platform, to assess the
student’s level of English proficiency and whether the academic instruction will be accessible
to the student.

13. If the student has attended, or is attending, another New Zealand school, contact them
by telephone and ask probing questions to determine the suitability of the student for
enrolment with regard to educational level, attitude and behaviour.

14. If the student is onshore, arrange an interview with them in person if it is practicable to
do so.

15. Based on all the above information, if it is difficult for the International Student Manager
to decide whether to accept or reject the student’s application, s/he should consult with the
Director of International Students.

16. If the application is to be declined, the International Student Manager will send a
communication to that effect to the person who submitted the application, with a brief

explanation of the reasons for declining the enrolment.

17. If the application is approved, the following procedures will be followed:



3.

4.

Offers of Place

1. If the application has been accepted, the International Student Manager will visit the
intended Designated Caregiver (if relevant) to ensure their suitability. (See Accommodation
Procedures) Ideally no offer of place will be sent for students intending to live with a DCG,
until the DCG has been screened.

2. If the application has been accepted, the International Student Manager will send an offer
of place and fee invoice to the agent/parent/contact person of the applicant.

3. If the family intends booking their own insurance, the International Student Manager will
request a copy (translated into English) of the schedule of benefits of the intended

insurance, to be received by a stated deadline. [This deadline should leave enough time
before the student’s departure from home for alternative insurance to be arranged should the
policy not meet minimum levels of cover. Note that the policy does not need to have been
booked before a schedule of benefits can be provided, as this information is easily available
from insurance companies.]

4. The International Student Manager will schedule a visit to the DCG or arrange a
homestay for the student once fees are received.

5. When fees are paid, the International Student Manager will book insurance (if the school
is doing this) and send a copy of the insurance policy to the family.

6. The International Student Manager will send a fee receipt to the agent/parent/contact.
7. Along with this document, the school will send pre-departure information.

8. The International Student Manager will record in their file the date that the offer of place
and fee receipt were sent.

9. The International Student Manager will arrange a family for the student if they are to live
in a school homestay.

Pre-departure

1. At the same time as, or shortly after sending the Offer of Place to the family, the
International Student Manager will send pre-departure information. This will include:

Information on orientation dates, times and what to bring
A reminder that the student will need an appropriate visa to study in New Zealand and to
bring their passport on the first day

2. Where available, the above information will be provided in the family’s first language or
the education agent will be asked to translate/explain the information to the family in their
own language.



On

3. Approximately two months before the scheduled start of the student’s enrolment, the
International Student Manager will request arrival details for the student in order to inform
the host, and arrange airport collection.

4. When the International Student Manager receives the arrival information, they will
arrange airport meet-and-greet and inform the agent/family of who will be at the airport to
meet the student.

5. At the appropriate time, the International Student Manager will pass the student’s
information to the Executive Office Manager to load onto ENROL and the school’s student
management system.

6. If the student intends to live with a school homestay or designated caregiver, the
International Student Manager will provide to the caregiver:

Information on orientation dates, times and what to bring, including lunch

Information on uniform

A reminder that the student will need to bring their passport on the first day

Stationery information

Information on school reporting schedules

The school code of conduct and expectations of students’ behaviour

School rules concerning students travelling outside of (town/city of school) and
procedures to apply for permission to travel

Information on approved trips available for students in the holidays/over weekends

Information on school facilities (eg. tuckshop)

Services and support available to the student at school, eg. library, before/after-school
care, school counsellor, etc.

Arrival of the Student

1. When the student comes to school for the first time, the International Student Manager
will ask them for their passport (and insurance document if this as not yet been received).

2. The International Student Manager will check that the student has the appropriate visa to
be able to attend school. If necessary, they will use Immigration New Zealand’s Visa View to
establish this.

3. If the student does not have the appropriate visa, they will be asked to remain at home
until they have obtained the correct visa. The International Student Manager will inform
parents/legal guardians/agents and caregivers and request that they apply immediately for
the relevant visa.

4. The International Student Manager will store passport and visa copies, visa expiry dates,
insurance policy details and insurance expiry date, electronically or in hard copy (or both),
and set up alerts so that the school will be notified well in advance of visa or insurance

expiry.



6.

7.

5. The International Student Manager will maintain two files containing up-to-date copies of
natural parent and NZ caregiver contact information, passport copy and insurance copy.
These files will be held off-site at two separate locations, so that they can be accessed in the
event of an emergency, including incidences where the school server cannot be accessed.

At the end of Enrolment

1. If the student is under 18, the International Student Manager will obtain a written
handover of care from parents/legal guardian in advance of the end of the student’s
enrolment.

2. If enrolment terminates early, the International Student Manager will inform Immigration
New Zealand of this via the Termination of Enrolment Form provided for this purpose, and
found here: https://www.immigration.govt.nz/formshelp/student-enrolment-termination

3. If the student has unused funds, such as unused homestay fees that the school needs to
refund, the International Student Manager will obtain bank details from parents and arrange
the transfer of unused funds. As per the school’s refunds policy, if the amount to be returned
is under $100, it may be refunded to the student in cash (depending upon the age of the
child) unless the parents have requested otherwise.

Enrolment Procedures for Supervised Groups

Where appropriate and applicable, enrolment procedures for students enrolling as part of a
supervised group will be the same as for individual students. There may, however, be some
points of difference, for example:

1. The International Student Manager will ensure a Memorandum of Understanding (MoU)
for the supervised group is signed by all parties when the group is confirmed.

2. The school will ensure that it receives completed Application Forms and individual
Contracts of Enrolment, signed by the parents/legal guardians of every student in the group.
This is a Code requirement.

3. The school may not issue individual offers of place or fee invoices, depending on the
duration of the tour and whether the students need visas. In some cases, the group will be
invoiced as a group tour, in others, individual offers and invoice will be needed.

4. The tour organiser or the school will book an appropriate insurance policy to insure all
member of the group, and the school will check that this insurance meets all Code
requirements.

5. The International Student Manager will send appropriate pre-departure information to the
tour organiser as per dates agreed in the MoU.

6. On arrival of the group, the International Student Manager will ensure that they hold
appropriate visas to study in NZ, where required.


https://www.immigration.govt.nz/formshelp/student-enrolment-termination

7. If the students are to live in school homestay accommodation, the International Student
Manager will arrange for appropriate payments to host families.

8. The school may use different storage processes for information on students on group
tours than for individual students, but all information will nonetheless be stored appropriately
and as per Code requirements.

1.2 - Attendance of International Student
Reviewed Jan 2024

1. Attendance monitoring

Monitoring of international students' attendance will be as per the normal procedures applied by
Glendowie School for all students. If a student is absent without explanation, this is followed up
by the Attendance Officer and, if necessary, referred to the International Student Manager for
follow-up.

2. Procedures in the event of absenteeism by an international student

1. In the event that an international student is frequently absent or is absent more than
seems plausible based on the reasons given, the Attendance Officer will inform the
International Student Manager. The International Student Manager may take one or more of
the following actions:

2. Inform the student of his/her responsibility to maintain excellent attendance as a
condition of their enrolment. The International Student Manager should discuss the reasons
for the poor attendance with the student, in an age-appropriate manner, and try to
understand the causes. If necessary, s/he should seek help or support for the student to
address the underlying problems that may be affecting the student's ability or motivation to
attend school. Support may be available from teachers, the student’s caregivers, the school
nurse or counsellor or medical or counselling professionals from outside the school.

3. Inform the student of the possible consequences if they continue to demonstrate poor
attendance.

4. Contact the residential caregiver or parent/legal guardian caring for the student and
inform them of the school's concerns. The International Student Manager may arrange a
meeting with the residential caregiver or parent/legal guardian, and the student, to discuss
the reasons for non-attendance and to agree a plan to support the student to improve in this
area.

5. Inthe case of a student living with a residential caregiver, write to the student's parents
and inform them of their child's poor attendance, and that this may be jeopardising their
ability to achieve their academic goals. Unless the parents are reasonably proficient in
English, Glendowie School will have this letter translated into the parents' first language or



conveyed to them by the student's Education Agent. The natural parents will always be
informed if the school has concerns over a student’s repeated absences.

6. Draw up an agreement whereby the student agrees to maintain high rates of
attendance and demonstrates their awareness of the possible consequences should they
not do this. This agreement must be signed by the student, their caregivers and their natural
parents to ensure that all parties are aware of the situation and to provide the student with all
necessary support.

7. Place the student on daily report for the purposes of monitoring the student's
attendance and holding him/her accountable for maintaining excellent attendance.

8. Inform Immigration New Zealand and request them to issue a warning letter to the
student.

3. Immigration requirements

Immigration New Zealand (INZ) requires schools to monitor attendance to verify that students
are absent for genuine reasons. If Glendowie School has concerns over a student’s attendance,
and other methods of getting the student to attend regularly, have not succeeded, the school
may inform INZ and request that they send a warning letter to the student informing them that
their low attendance may place in jeopardy their ability to obtain a visa renewal for further terms
of study. When a student applies for a subsequent visa, INZ requires providers to attest to the
full attendance the previous year, or to explain the student’s low attendance. Glendowie School
complies with these requirements of INZ.

1.3 - Procedures for Termination of Enrolment

1. Termination of enrolment

Persistent truancy by a student, after the above actions have been taken by the school, and all
attempts made to ensure the student maintains good attendance, may result in termination of
the student's enrolment under the terms of the school’s contract of enrolment.

1. In this event, the school’s (Disciplinary Policy) will be applied, the parents will be
informed, the refunds policy applied, and Immigration New Zealand informed of the
termination of enrolment due to poor attendance.

The termination form may be found here:
https://www.immigration.govt.nz/formshelp/student-enrolment-termination

2. If the school year has come to an end and the student's attendance in that school year
has not been satisfactory, the school may decide not to offer the student a place the
following year. This decision will not be taken lightly, given that the Education Act gives
students the right to remain enrolled. In the event they school is considering this action, the
student and parents should be informed early of this and given the opportunity to provide


https://www.immigration.govt.nz/formshelp/student-enrolment-termination

information to the school relevant to the decision and prior to the decision having been
made. The school will consider this information in making the decision.

Where the school decides not to provide an offer for a new term of enrolment, the parents
will be informed of the school's decision and Immigration New Zealand informed. The school,
if requested to provide evidence of good attendance to another education provider, or for
subsequent visa applications by the student, should inform the provider and/or Immigration
New Zealand of the student's poor attendance record.

2. Procedures for Voluntary Withdrawal of a Student

1. International students who wish to withdraw from Glendowie School must —
a. Provide written notice of withdrawal.
b. Complete the school’s leaving form/procedures.
c. Give 14 days’ notice if this involves terminating the student’s homestay
arrangements.

2. |If parents wish to request a refund, a letter must be sent to the principal, stating the last
day of the student’s attendance and the reasons for early withdrawal.

3. Inthe event of an early withdrawal and request for a refund the school will apply our
Refund Policy.

4. If a student is withdrawn International Student Manager will notify Immigration New
Zealand using this form:
https://www.immigration.govt.nz/formshelp/student-enrolment-termination

1.4 - Fee Protection

It will be recommended to students to take out their own cover for student fee protection or
through the school with the school’s International insurer Southern Cross. It is a requirement
for students to have adequate health and travel insurance which would protect them for
claims e.g. travel, accommodation.

The Board has resolved in their International Student Policy that the fees will not be spent
until the tuition has been completed (e.g. term by term). These will be kept in a separate
bank account and transferred at the end of each term to the current asset accounts.

In the case of being removed as a signatory to the code, the fees refund policy will be
enacted.


https://www.immigration.govt.nz/formshelp/student-enrolment-termination

2. Accidents, Emergencies, and Health

2.1 - Procedures for Accident and Emergency for Parents of
International Students and Homestay parents

Accidents and Emergencies

The education provider is responsible for all emergency procedures during school hours, and
all emergency procedures outside school hours while the student is in a homestay without
their parent.

Where the student is living with his or her parent or designated caregiver, then Glendowie
School has emergency procedures to cover incidents within school hours, and also to consider
providing support to parents/ designated caregivers outside school hours especially if they
are newly arrived in NZ and may have difficulty communicating or knowing what to do.

If a student is living in a homestay without their parent and is in critical condition or has been
killed, then contact with the parents must be made through Interpol and Contact must also
be made with the Principal or our International Manager

In the event of a serious accident or emergency, appropriate action will be taken, and you will
be contacted as soon as possible by the school principal.

If your child has an accident, while you the parent are outside of New Zealand, the education
provider or the homestay parents may need to consent to urgent medical procedures on your
behalf, including blood transfusions if necessary.

The school recognises that support could be with translations needed for serious health concerns as
well as emotional support for all involved. See below 24-hour contact person support.

Accidents

Accidents will happen from time to time either at school or after school hours. Some accidents may
not constitute an emergency and others will be an emergency where you will need to call 111 for
ambulance/fire/ police. You should only call 111 if it is an emergency situation.

Emergency Health Services

International student insurance may not pay for medical support at a hospital unless the client has
prior approval from their insurer to go to a hospital unless it is an emergency. Insurers expect
students to first visit a family Doctor or health clinic before they get a referral to go to the hospital
(unless it’s an emergency and then call 111 and tell the insurer later)

In case of an illness and your level of concern is high take your student to the nearest accident and
emergency clinic or dial 111 for support

In an Emergency act appropriately



Ensure the safety of yourself, those around you and the patient.
Apply First Aid
Seek help... Call an ambulance by phoning 111

Then contact:

The International Manager and the Principal are the 24-hour contact person

24-hour contact person and telephone 021 053 0603




2.2 - Critical lllness or Injury of an International Student

What is a student critical Incident?

A student critical incident is an unplanned or unforeseen traumatic event affecting a student or students which has an impact on the institution
the student attends; its staff, its students and the wider community.

The School has a responsibility to be prepared for and to respond quickly, effectively and sensitively to any student critical incident.
Impact of student critical incidents

Student critical incidents may have a negative impact on a number of people, either through the immediate effects of being involved, by
witnessing an event, or because the emotional impact of past experiences has resurfaced.

There is a need to be aware not only of the effect on people not directly affected, but also of the unpredictability of spread and impact of this
effect.

Effects can impact:

e secondary victims, such as students, staff and family members
e an institution through negative media or public response
e the wider community

The need for a student critical incident plan

The School has a duty of care to staff and students to ensure staff dealing with the situation are thinking clearly, acting efficiently,
communicating responsibly and working as a team to:

e save the life of anyone at risk
e inform those with the need and right to know



protect others from the effects of the event

minimise any long term impact on the provider / industry reputation
restore normality

mitigate the potential for a recurrence or resulting events where possible

The Critical Incident Planning

The following actions are vital preparation to ensure schools are ready to deal with a critical incident should one occur:
1. Identify the members of the Critical Incident Response Team

Make contingency plans for who will step in if key team members/leaders are out of town

Identify translators for all languages of international students at the school

Look up and record key contact information for government agencies, insurers and other service providers
Load contact numbers for individuals in 1-4 above into 24/7 phone and phones of other key staff

Have a thorough working knowledge of these procedures

N o g bk~ 0w D

In April, July and October, distribute a list of contacts for students, parents, agents, homestay carers and designated caregivers to all
nternational Staff who hold the 24/7 on call phone and ensure updates to the records held offsite at 2 separate locations.

The Critical Incident Response team

In the event of an emergency, a response team may need to be established to provide the necessary support for people immediately affected

by the incident and to plan for active monitoring and longer term care of those concerned. The school International director/manager will be part
of this team.

The critical incident response team will comprise of the following members. More people can be called in to help at a later stage as and when
needed.



Director of International Students (School Principal)
Deputy Principal

International Students Manager

School Counsellor

If the international Student Manager is the first to be informed, they must then contact the Director of International Students.

In the event of the Director of International Students’ being unavailable, the overall responsibility will fall to the Deputy Principal.

Notification of critical iliness/ serious injury

Notification of a Critical illness or a serious injury could be made by several sources, i.e., from the police, Designated Caregiver (DCG),
relatives, friends etc. The person they report to can vary as well. The police will most likely report to the school principal, DCGs may go
directly to the student’s family and the news may be conveyed to the International Student Manager by the parents/agent or DCG. A homestay
family may advise the Homestay Agent or whoever is holding the 24/7 phone.

If the International Student Manager are the first to be informed, they must then contact the Director of International Students.
In the event of the Director of International Students’ being unavailable, the overall responsibility will fall to the Deputy Principal.

Role of the Critical Incident Response team

As soon as notification is made of a student critical incident:

the School will verify that the student(s) is from their institution

e student critical incident response team will meet
The team will :
ensure a clear understanding of the facts
select someone to lead and manage the response



select someone to manage media if required
plan and approve the immediate response
plan and approve ongoing strategies

The response manager will:
- be point of contact for feedback and questions

maintain group communications, records and documentation

assign individuals roles / responsibilities for ongoing tasks

create a log to contain dates, times, who spoke to whom and content of conversation
deal with any other issues as they arise

The Principal will:
ensure appropriate support for staff/students during a critical incident

address legal requirements
address media requirements

Critical Incident Response Team - contact list

Role Name Mobile No. Email

Principal Paul Crowhurst 021 580 380 paulc@glendowie.school.nz
Deputy Principal Robyn Sinclair 027 259 6396 robyns@glendowie.school.nz
Deputy Principal Charles Liu 021 255 5048 charlesl@glendowie.school.nz
International Student Manager Sunny Lee 022 327 1377 sunnyl@glendowie.school.nz




External agencies to contact:

Agency Contact Name | Phone Web address Email

Embassy / consulate

Immigration NZ Celia Coombes | 021 807 824 https://www.immigration.govt.nz/ Celia.Coombes@mbie.govt.nz

NZQA Code Team Sapphire Gillard | 0800 697 296 | https://www.nzga.govt.nz/providers-partners/e | code.enquiries@nzqa.govt.nz
ducation-code-of-practice/

MOE Freddy Ernst 029 201 4500 | https://www.education.govt.nz/

Freddy.Ernst@education.govt.nz

School Lawyer

NZ Police

Insurer

Agent

Student Details:

Surname: Year level: Religion:
First Name: Class:

Date of birth: Date of lliness or Accident:
Nationality Length of time at school:

Immigration client number:

Passport Number:

Mother’s Name:

Mother’s tel:




Father's Name: Father’s tel:

Accommodation type: Other emergency contact name:
Host’'s Name: Other emergency contact tel:
Host’s tel: Other emergency contact relationship:

Immediate Checklist (First 4 days)

1. Establish a Student Critical Incident Response Team

Requirement

Date/time

Notes

Meet team within 24 hours to explain roles and responsibilities.
Thereafter, it is not necessary for the whole team to meet (only as
required).

Manager to report regularly to Principal.

Deal with NZ Police — identify and get details of appropriate contact.

Print off a copy of Parent , Agent and host parents’ contact details.

Inform Senior Management Team and BoT members, Organise staff
meeting to explain situation. Advise all staff to refer all callers to
the Principal.

Contact School Lawyer.




Contact MoE and NZQA: 0800 697 296 and inform of situation.

Hold a daily de-brief with involved staff members.

2. Communicate effectively and efficiently about ill/injured student

Requirement

Date/time

Notes

Establish the seriousness of the illness or injury.

Do not give unnecessary details about the incident unless the NZ
Police and counsellors have given clearance to communicate this
information.

Determine if the accident is due to school-led activity under the control
of the institution.

Notify parents of what has occurred, through a translator if necessary.

Inform insurer of incident. Pre-approval may be required for some
treatment. Discuss cover for parents travel/accommodation.

Note the name, contact details of allocated case manager (through the
Insurance Company’s Emergency Assistance division).

Check and print off key medical information on the student which may
be needed by the hospital.

Give insurance details to hospital as well as medical information.




Provide hospital with evidence (signed contract of enrolment) that the
school has permission to receive medical information pertaining to
the student.

\Where parents cannot be reached to provide consent for urgent
medical procedure, the school will provide such consent as per
medical advice.

Inform parents of what insurance company has advised.

Inform Agent of iliness/injury, as well as host family, if they do not
already know.

Contact ACC re: assistance with costs surrounding parents travel and
accommodation (if accidental death). This may be organised
between Insurance Company and ACC.

Inform Embassy of country student is from.

Create a hospital support roster to ensure someone is at the hospital
at all times.

Make no comment on the cause or responsibility for the incident when
speaking to caregivers or parents.

Consider whether other parents and agents should be informed of
what has occurred.

Prepare statement and responses for media if necessary.




3. In ‘The Event’ of infectious illness

Requirement Date/time Notes

Identify and quarantine any students who may have been in contact
with the ill student.

Collect all immunisation records.

Contact parents of students for whom the school does not have
immunisation records and obtain evidence of immunisation.

Seek parental consent for vaccination of non-immunised students and
arrange vaccinations.

Inform the authories of a notifiable disease.

Inform parents of quarantined students, and other parents and agents,
of the situation.

Appoint other staff to help the international team where resources are
inadequate for the workload.

4. Logistics

Requirement Date/time Notes

Facilitate visas for family where required (via MFAT/INZ/NZ Police).




Once family has been informed, liaise with them re travel and
accommodation needs, subject to advice from insurance company.

Organise a translator for parents, if needed.

Create a letter to airline outlining the situation to assist parents with
booking flights - get it translated into first language if necessary.

If parents do not have current passports, liaise with consulate in NZ re
assistance to expedite temporary passports.

Ensure parents informed that they should buy a return ticket or may
not be allowed entry to NZ. Inform Immigration New Zealand of
parents arrival to facilitate entry procedures.

Advise parents to book travel insurance (their decision).

Inform parents in writing, in first language (possibly through agent) that
insurance pay-out may take time, and is not guaranteed depending
on circumstances, and that they need to bring enough money to
cover their expenses, medical etc.

Create a letter to airline outlining the situation to assist parents with
booking flights - get it translated into first language if necessary.




Book accommodation for parents (insurance company may do this).

Meet Parents at the airport with agent or translator.

Help parents to access transport to and from hospital

Assist parent’s by organising and attending the following meetings
(with translator present if needed):

Home Embassy,

Hospital,

Principal,

ACC,

Host parents (if they wish to meet them)

Pack appropriate/requested items to take to student in hospital, or
arrange with host family to pack bag.

Deliver bag to hospital.

Discuss with caregiver other items which may need to be returned to
the school/library books etc.

Consider the whereabout of items of value belonging to the student
such as cell phone, computer, wallet, handbag and secure these
appropriately. Pass them to parents unless part of a police
investigation.

5. Media (if required)




Requirement

Date/time

Notes

Media communications spokesperson identified and briefed.

Media spokesperson briefed as events unfold and facts are confirmed.

Decide on appropriate media releases. The Education New Zealand
Media Liaison team can assist with this if required.

All media communications will be logged.

6. Student, Staff and Homestay Support

Requirement

Date/time

Notes

Decide on the appropriate way to notify students of the incident/iliness,
when this should occur(Due to social media students are often the
first to know).

Identify which friends may be badly affected/at risk and need support.
Offer immediate and on-going counselling for teachers and
students who have been affected. First-language support staff or
counsellors can be involved as needed.

Arrange a retreat room for upset students to withdraw.

Ensure Critical Incident Response Team has the counsellor’s contact
details.




Contact Victim Support and any other agencies that may be able to
offer help and support.

Discourage students from gathering at the hospital, but assist them to
visit at appropriate hours once the student is well enough to
receive visitors.

Give students contact details for the appropriate members of the
Student Critical Incident Response Team, counsellor/s/ student
advisor).

Support the international team and ensure their health, safety and
wellbeing.

In the event of a suicide attempt, provide support to potentially at-risk
friends.

Provide support/debriefing for homestay family.

Suggest host obtain counselling for children in the homestay if
appropriate.

Keep the homestay parents/DCG informed of all arrangements as they
happen.

Medium-Term Checklist (4-14 days)

1. Family liaison

Requirement

Date/Time

Notes




Liaise with the insurance company to facilitate and expedite approvals.

Keep parents informed.

Facilitate and accompany family to visit the site of the accident if they
wish.

If student is returning home, Assist parent’s with closing bank
accounts/cell phone contract.

2.Student Information & Belongings

Requirement

Date/Time

Notes

Ensure that all information about the incident is removed from school
web pages/school social media platforms. Note that this may also
need to include protecting the anonymity of other students
impacted by the accident/incident.

Ensure security of the affected student’s room and belongings if it is
not part of a NZ Police investigation.

Check with police when student’s belongings may be uplifted from
their homestay.

If the family wish to visit the accommodation check to make sure that it
is in a reasonably tidy condition.

If student is returning home, assist parents to pack up belongings if
required.




Verify if any refund is due and organise for transfer of funds if student
withdraws.

Longer-Term Checklist (15+ days)

1. Administration & Review

Requirement

Date/Time

Notes

Ensure help remains available for students/staff who could experience
grief during/after an inquest or memorial service.

Ensure the school website does not have inappropriate references to
the student.

Ensure thanks and acknowledgements go to people who have helped
and offered assistance.

Evaluate plans, procedures and practice.

Meet with all staff on the Student Critical Incident Response Team to
evaluate within two to three weeks of the incident.

Identify and follow up outstanding tasks and address concerns.

Include recommendations to improve procedures (eg upskilling staff).




\Write a report on the review and file for future access.

On-going Administration
Before school holidays, the International Director (Principal) will establish which members of the Critical Incident Response Team will be
in town and available in the event of a critical incident, and which other staff members may be called upon to help. All phone numbers will
be loaded on team members’ mobile phones and 24/7 phone.

In April, July and October, or more often, an updated list of contacts for students, parents, agents, homestay carers and designated
caregivers will be distributed to all International Staff who hold the 24/7 on call phone. These will also be held at 2 locations offsite — at the
homes of an international department staff member and a member of the senior leadership team, one hard copy and one on Google Drive.
The International Student Manager will be responsible for printing/saving the document and providing them to the staff members who hold
these copies. The International Student Manager will ensure before all school holidays that the staff members holding these copies will be in
town, or will arrange additional copies for available staff.

All International students will be provided with 24 hour contact card on arrival, with the 24/7 phone number, and its use explained.
A Critical Incident Advice Sheet will be prepared and given to all families providing care for an International Student. This will detail the
24/7 number and what to do/not do in the event of a critical incident.

On signing new Agents, they will be provided with a critical incident information sheet. This will detail the 24/7 number and what to
do/not do in the event of a critical incident.

All DCGs will be advised during interviews and visits, and in DCG guidelines, that in the unfortunate event of a student’s death, they
should inform the school first and not the parents and that parents must be informed by the police.

The Director of International Students will always have 24-hour contact details for the response team stored on his/her mobile phone,
and also a hard copy stored at his/her home.

The school will draft clear procedures on who will manage the incident if the International Director is offshore, or key members of the

response team are out of town.
- The International Department will hold the details of translators in different languages and their contact details will be added to the 24/7
phone

The International Department will include information in orientation for students on dangers and risks: road safety, swimming/water
danger, walking in bush.



The International Department will remind students during assemblies of rules relating to driving cars, not accepting lifts with unlicensed
drivers/ drivers on restricted licenses / drivers who have been drinking or taking drugs and will provide guidelines on keeping themselves
safe.

The International Director will ensure that steps are included in the school’'s EOTC procedures to the effect that any staff who may take
international students on excursions ensure they inform the international department prior to the trip, and that in the event of the illness or
injury of an international student, the International Director must be informed immediately. The EOTC procedures will include the

requirement that all staff who take students on excursions enter the International Director’s mobile number on their phones prior to
departure.

2.3 - Death of an International Student

What is a student critical Incident?

A student critical incident is an unplanned or unforeseen traumatic event affecting a student or students which has an impact on the institution
the student attends; its staff, its students and the wider community.

The School has a responsibility to be prepared for and to respond quickly, effectively and sensitively to any student critical incident.
Impact of student critical incidents

Student critical incidents may have a negative impact on a number of people, either through the immediate effects of being involved, by
witnessing an event, or because the emotional impact of past experiences has resurfaced.

There is a need to be aware not only of the effect on people not directly affected, but also of the unpredictability of spread and impact of this
effect.

Effects can impact:

e secondary victims, such as students, staff and family members



e an institution through negative media or public response
e the wider community

The need for a student critical incident plan

The School has a duty of care to staff and students to ensure staff dealing with the situation are thinking clearly, acting efficiently,
communicating responsibly and working as a team to:

save the life of anyone at risk

inform those with the need and right to know

protect others from the effects of the event

minimise any long term impact on the provider / industry reputation
restore normality

mitigate the potential for a recurrence or resulting events where possible

Critical Incident Planning

The following actions are vital preparation to ensure schools are ready to deal with a critical incident should one occur:

1.
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Identify the members of the Critical Incident Response Team

Make contingency plans for who will step in if key team members/leaders are out of town

Identify translators for all languages of international students at the school

Look up and record key contact information for government agencies, insurers and other service providers
Load contact numbers for individuals in 1-4 above into 24/7 phone and phones of other key staff

Have a thorough working knowledge of these procedures

In April, July and October, distribute a list of contacts for students, parents, agents, homestay carers and designated caregivers to all
International Staff who hold the 24/7 on call phone and ensure updates to the records held offsite at 2 separate locations.



The Critical Incident Response team

In the event of an emergency, a response team may need to be established to provide the necessary support for people immediately affected
by the incident and to plan for active monitoring and longer term care of those concerned. The school International director/manager will be part
of this team.

The critical incident response team will comprise of the following members. More people can be called in to help at a later stage as and when
needed.

Director of International Students (School Principal)
Deputy Principal

International Students Manager

School Counsellor

If the international Student Manager is the first to be informed, they must then contact the Director of International Students.
In the event of the Director of International Students’ being unavailable, the overall responsibility will fall to the Deputy Principal.

Role of the Critical Incident Response team

As soon as notification is made of a student critical incident:

the School will verify that the student(s) is from their institution

e student critical incident response team will meet

The team will :
ensure a clear understanding of the facts
select someone to lead and manage the response
select someone to manage media if required



plan and approve the immediate response
plan and approve ongoing strategies

The response manager will:
be point of contact for feedback and questions
maintain group communications, records and documentation
assign individuals roles / responsibilities for ongoing tasks
create a log to contain dates, times, who spoke to whom and content of conversation
deal with any other issues as they arise

The Principal will:
ensure appropriate support for staff/students during a critical incident

address legal requirements
address media requirements

Student Critical Incident Response Team — contact list

Role Name Mobile No. Email

Director of International Students Paul Crowhurst 021 580 380 paulc@glendowie.school.nz
Deputy Principal Robyn Sinclair 027 259 6396 robyns@glendowie.school.nz
Deputy Principal Charles Liu 021 255 5048 charlesl@glendowie.school.nz
International Student Manager Sunny Lee 022 327 1377 sunnyl@glendowie.school.nz
School Counsellor Jeremy Shorff 021400 713 jeremys@glendowie.school.nz




External agencies to contact:

Agency Contact Name Phone Web address Email

Embassy /

consulate

Immigration NZ Celia Coombes 021 807 824 https://www.immigration.govt.nz/ Celia.Coombes@mbie.govt.nz

NZQA Code Team | Julia Moore 0800 697 296 https://www.nzqa.govt.nz/providers-partners | code.enquiries@nzga.govt.nz
/education-code-of-practice/
MOE Freddy Ernst 0292014500 https://www.education.govt.nz/

Freddy.Ernst@education.govt.nz

School Lawyer

NZ Police 111 (emergency)
or 105 (non
emergency)
Insurer
Agent
Funeral Director
Student Details:
Surname: Year level: Religion:
First Name: Class:




Date of birth: Date of Death:

Nationality Length of time at school:

Immigration client number: Passport Number:

Mother’s Name: Mother’s tel:

Father’s Name: Father’s tel:

Accommodation type: Other emergency contact name:
Host's Name: Other emergency contact tel:

Host's tel: Other emergency contact relationship:

Immediate Checklist (First 4 days)

1. Establish a Student Critical Incident Response Team

Requirement Date/time Notes

Meet team within 24 hours to explain roles and responsibilities.
Thereafter, it is not necessary for the whole team to meet (only as
required).

Manager to report regularly to Principal.

Deal with NZ Police — identify and get details of appropriate contact.




Print off a copy of Parent , Agent and host parents’ contact details.

Inform Senior Management Team and BoT members, Organise staff
meeting to explain situation. Advise all staff to refer all callers to the
Principal.

Contact School Lawyer

Contact MoE and NZQA: 0800 697 296

2. Communicate effectively and efficiently about the deceased student

Requirement

Date/time

Notes

Before notifying anyone, confirm who has died, their full name and
identifying details, and details surrounding the death. No notification
without NZ Police approval.

Do not give unnecessary details about how the student died unless
they are asked for and the NZ Police have given clearance to
communicate this information.

Determine if the death is due to school-led activity under the control of
the institution.

Identify any religious or cultural considerations.

Inform insurer of death. Discuss cover for parents
travel/accommodation, repatriation, funeral expenses.

Note the name, contact details of allocated case manager (through the
Insurance Company’s Emergency Assistance division).




Ascertain as far as possible what expenses will be covered. This can
take weeks if the police are involved and the insurer is waiting for an
incident report from the police to be released. Insurance company
should be able to advise what they will cover pending receipt of the
incident report.

Inform parents of what insurance company has advised.

Contact ACC re: assistance with costs surrounding parents travel and
accommodation (if accidental death)This may be organised between
Insurance Company and ACC.

Inform Embassy of country student is from. (Liaise with the Police as
they may do this).

Print off a copy of Parent , Agent and host parents’ contact details.

Make no comment on the cause or responsibility for the death when
speaking to caregivers or parents.

3. Notifying the family

Requirement

Date/time

Notes

Establish that the family has been notified (should be via Police).

Facilitate visas for family where required (via MFAT/NZ Police).




Once family has been informed, liaise with them re travel and
accommodation needs, subject to advice from insurance company.

Inform Agent of incident (after family have been informed).

Create a letter to airline outlining the situation to assist parents with
booking flights - get it translated into first language if necessary.

Organise a translator for parents, if needed.

If parents do not have current passports, liaise with consulate in NZ re
assistance to expedite temporary passports.

Ensure parents informed that they should buy a return ticket or may
not be allowed entry to NZ. Inform Immigration New Zealand of
parents arrival to facilitate entry procedures.

Advise parents to book travel insurance (their decision though).

Inform parents in writing, in first language (possibly through agent) that
insurance pay-out may take time, and is not guaranteed depending on
circumstances, and that they need to bring enough money to cover
their expenses, funeral etc.

Create a letter to airline outlining the situation to assist parents with
booking flights - get it translated into first language if necessary.




Book accommodation for parents (insurance company may do this).

Meet Parents at the airport with agent or translator Keep in mind that
some families expect to see staff from the embassy or consulate at the
airport.

Meet with parents and principal.

Assist parent’s by organising and attending the following meetings
(with translator present if needed):

Country of Origin Embassy

ACC

Funeral Director

Host parents (if they wish to meet them)

4. Media

Requirement

Date/time

Notes

Media communications spokesperson identified and briefed

Media spokesperson briefed as events unfold and facts are confirmed.

Decide on appropriate media releases. The Education New Zealand
Media Liaison team can assist with this if required.




All media communications should be logged.

5. Student, Staff & Homestay Support

Requirement

Date/time

Notes

Decide on the appropriate way to notify students of the death, when
this should occur and when the death should be formally announced.
(Due to social media students are often the first to know).

Identify which friends may be badly affected/at risk and need support.
Offer immediate and on-going counselling for teachers and students
who have been affected. First-language support staff or counsellors
can be involved as needed.

Start a condolence book.
Arrange a retreat room for upset students to withdraw.

Ensure Critical Incident Response Team has the counsellor’s contact
details.

Contact Victim Support and any other agencies that may be able to
offer help and support.

Give students contact details for the appropriate members of the
Student Critical Incident Response Team, counsellor/s/ student
advisor).

Support the international team and ensure their health, safety and
wellbeing.




Provide support/debriefing for homestay family.

Organise flowers for homestay family/DCG.

Suggest host obtain counselling for children in the homestay if
appropriate.

Keep the homestay parents/DCG informed of all arrangements as they
happen.

Facilitate and be present at meetings between natural parents and
homestay parents if parents wish to meet them.

Medium-Term Checklist (5-14 days)

1. Family liaison

Requirement

Date/Time

Notes

Establish what the family wants to do with the body (repatriate or
funeral).

Establish whether it is appropriate to have a memorial service for the
deceased.

If appropriate, organise a Memorial Service in consultation with the
family including food arrangements.




Liaise with the insurance company to facilitate and expedite approvals.

Liaise with the funeral director.

Organise a tapu lifting/religious ceremony for the site if appropriate.

Keep parents informed.

Respond appropriately to any cultural issues relating to the death of
the student. Involve cultural advisors if needed.

Facilitate and accompany family to visit the site of the incident.

Communicate funeral/memorial details to classmates and staff.

Organise letter of condolence to the family from the institution.

Organise for the Death Certificate to be certified if required.

Arrange a tribute to the student with parents’ approval.

Assist parent’s with closing bank accounts/cell phone contract. This
may only be possible after death certificate is issued.

2.Student Information & Belongings

Requirement

Date/time

Notes




Ensure that all information about the student is removed from school
web pages/school social media platforms. Note that this may also
need to include protecting the anonymity of other students impacted by
the death.

Ensure security of the deceased student’s room and belongings if it is
not part of a NZ Police investigation.

Check with police when student’s belongings may be uplifted from
their homestay.

Check with the family to make sure that it is acceptable to make an
inventory of the deceased’s belongings. Some cultural practices
require family members to do this.

Make an inventory of belongings. Have more than one person present
for verification. Disturb belongings as little as possible.

If the family wish to visit the accommodation check to make sure that it
is in a reasonably tidy condition.

Once police give consent, Go to Homestay, pack up belongings and
organise for goods to be returned to parents. If DCG, ask them if they
would like to do this, or would like help.

Money and other valuables should be counted, kept in a safe place
and returned to the next of kin.




[Take note of bank account details and close the account. If there is
more than $10,000 in the account a court order is needed to move
funds.

Longer-Term Checklist (15+ days)

1. Administration & Review

Requirement Date/Time Notes

Verify programme completion — posthumous award if applicable.

Ensure help remains available for students/staff who could experience
grief during/after an inquest.\

Ensure the school website does not have inappropriate references to
the student

Meet with all staff on the S

tudent Critical Incident Response Team to evaluate within two to
three weeks of the incident.

Identify and follow up outstanding tasks and address concerns.

Include recommendations to improve procedures (e.g. upskilling
staff).




Write a report on the review and file for future access.

Ensure thanks and acknowledgements go to people who have
helped and offered assistance.

Evaluate plans, procedures and practice.

On-going Administration
Before school holidays, the International Director (Principal) will establish which members of the Critical Incident Response Team will be
in town and available in the event of a critical incident, and which other staff members may be called upon to help. All phone numbers will
be loaded on team members’ mobile phones and 24/7 phone.

In April, July and October, or more often, an updated list of contacts for students, parents, agents, homestay carers and designated
caregivers will be distributed to all International Staff who hold the 24/7 on call phone. These will also be held at 2 locations offsite — at the
homes of an international department staff member and a member of the senior leadership team, one hard copy and one on Google Drive.
The International Student Manager will be responsible for printing/saving the document and providing them to the staff members who hold
these copies. The International Student Manager will ensure before all school holidays that the staff members holding these copies will be in
town, or will arrange additional copies for available staff.

All International students will be provided with 24 hour contact card on arrival, with the 4/7 phone number, and its use explained.

A Critical Incident Advice Sheet will be prepared and given to all families providing care for an International Student. This will detail the

24/7 number and what to do/not do in the event of a critical incident.
On signing new Agents, they will be provided with a critical incident information sheet. This will detail the 24/7 number and what to

do/not do in the event of a critical incident.

All DCGs will be advised during interviews and visits, and in DCG guidelines, that in the unfortunate event of a student’s death, they
should inform the school first and not the parents and that parents must be informed by Interpol.

The Director of International Students will always have 24-hour contact details for the response team stored on his/her mobile phone,
and also a hard copy stored at his/her home.



The school will draft clear procedures on who will manage the incident if the International Director is offshore, or key members of the
response team are out of town.

The International Department will hold the details of Interpreters in different languages and their contact details will be added to the 24/7
phone

The International Department will include information in orientation for students on dangers and risks: road safety, swimming/water
danger, walking in bush.

The International Department will remind students during assemblies of rules relating to driving cars, not accepting lifts with unlicensed
drivers/ drivers on restricted licenses / drivers who have been drinking or taking drugs and will provide guidelines on keeping themselves
safe.

The International Director will communicate with teaching staff who may take students on excursions to ensure they understand that
when they take international students away, the international department must be informed, and that in the event of the illness or injury of an
international student, the International Director must be informed immediately. The International Director will ensure his/her mobile number
is on the mobile phones of all staff who take students on excursions.






3. International Student Agreements and Refund
policy

3.1 - International Student Agreement

Reviewed Jan 2024

RATIONALE

Reasons for accepting International Students are:

To provide the school with additional funds to enhance quality teaching and
learning.

To increase understanding and embracement of cultural diversity.

For an enhanced learning environment for students, through exposure to a
range of cultures.

To offer opportunities for our children to become Internationally minded.

To become connected global citizens, ready to live and work in the diverse and
connected world.

GUIDELINES

Glendowie School will be compliant with all aspects of the Education (Pastoral Care of
International Students) Code of Practice 2021.

International Students will be enrolled at Glendowie School under a Contract of
Enrolment in accordance with Section 2 of the Education Act 1989.

Appropriate staff and resources will be allocated by the school for recruitment,
administration and pastoral care requirements of international students.

There will be clear procedures in place (see below) that relate to this policy.

Procedures

The Board will budget each year for the minimum numbers of international students
expected. The BOT will continue to monitor through our BOT meetings the numbers of
international students being enrolled.

Principal and International Student Manager monthly reports will indicate to the B.O.T.
the number of International Students.

International Students are exempt from enrolment scheme legislation. If an International
Student gains residency then they are required to re-apply for enrolment under the
guidelines of our enrolment scheme legislation.

An International Student will not be enrolled at the school if it means a domestic student
entitled to enrol is denied a place.

The International Students have the same rights as a domestic student and are subject to
the provisions of the Education Act

The International Student is required to abide by the school policies and procedures.
Upon accepting an International Student for enrolment, and providing the school fee is
paid, an offer of place will be made to the student and a copy together with the receipt for
fees will be given to the Immigration Service. This would then qualify them for a Student
Visa or Visitor Visa. If a student changes school, then an application for a variation of
conditions of the permit will be made to INZ by the parent or agent



giving a letter of release from our school to them to obtain an offer of place
from the new school.

The school fee for an International Student is established by the Board of Trustees each
year. We are required to pay a levy to the Ministry of Education each year, which is
deducted from the Operational Grant.

Our classroom ratios of 1:26 Junior School and 1:32 Senior School will be considered
when accepting and placing International Students into classrooms. The ratio may
increase but ideally by only one.

Consideration will be given to accepting International Students in zone, who have
documents to show that their residency/work permit is imminent and at that time they
would be eligible for a domestic entitlement place.

The school will take out school liability insurance for the schools contractual obligation to
the MoE.

EVALUATION AND REVIEW

The international student programme will be evaluated annually and this policy will also
be part of the B.O.T. triennial review process.

RELEVANT ACTS

Immigration Act 1987

Human Rights Act 1993

Privacy Act 1993

Fair Trading Act 1993

Consumer Guarantee Act 1993

N.Z. Code of Practice for the Pastoral Care of International Students 2021
Education Act 1989 (No.4 1991)

REFERENCE

International Student Policy folder.
Guidelines to the Code of Practice for the Care of the International Student.

COURSES OFFERED TO INTERNATIONAL STUDENTS
The following courses will be offered to International Students:
The New Zealand National Curriculum is taught to all year levels and includes —

English

Maths and Statistics
Science

Technology

The Arts

Social Sciences

Health & Physical Education
Learning Languages

Digital Technology

e An ESOL programme operates with small group tuition — this averages three lessons
per week for students staying long term (at least a term)

e Specialist teaching programmes will be provided for all students.
e Year 1 - 6 students will learn through the PYP programme.



e Year 7 - 8 students will learn through the MYP programme.

e A sports programme operates which provides for a variety of summer and winter
sports.

e A puberty programme operates in Year 6 and is revisited in Year 8

Education Outside the Classroom programme (EOTC) provides a school camp for Year 7
every year.

3.2 - Fees Refund Conditions for International Students
Reviewed Jan 2024

Requests for a refund of international student fees

1. The School will consider all requests for a refund of international student fees.
Requests should be made in writing to the School as soon as possible after the
circumstances leading to a request. All refunds will be settled under the terms of
this policy unless otherwise agreed by the School.

2. Arequest for a refund should provide the following information to the School:
a. The name of the Student;
b. The circumstances of the request;
c. The amount of refund requested;
d. The name of the person requesting the refund;
e. The name of the person who paid the fees;

f. The bank account details to receive any eligible refund including bank
address and SWIFT code where relevant; and

g. Any relevant supporting documentation such as receipts or invoice.
Non-Refundable Fees

3. The school is unable to refund some fees. The following fees relate to expenses
that the school may have paid or will incur as a result of receiving an application
for enrolment and cannot be refunded:

a. Administration Fee: Administration fees meet the cost of processing an
international student application. Administration fees exist whether an
application is accepted or not or whether a student remains enrolled after
an application is accepted.

b. Insurance: Once insurance is purchased, the school is unable to refund
insurance premiums paid on behalf of a student. Students and parents
may apply directly to an insurance company for a refund of premiums
paid.

c. Homestay Placement Fee: Homestay placement fees meet the cost of
processing a request for Homestay accommodation by the student. Costs



incurred for arranging Homestay accommodation for the student prior to
the refund request cannot be refunded.

d. Used Homestay Fees: Homestay fees paid for time the student has
already spent in a Homestay cannot be refunded. Used Homestay fees
may also include a notice period of two weeks.

e. Portion of Unused Tuition Fees: The school may retain a portion of
unused tuition fees. Amounts retained will relate to costs that have been
incurred or committed by the school and may vary.

Requests for a refund for failure to obtain a study visa

4.

If the student fails to obtain an appropriate visa, a refund of international student
tuition fees will be provided less any administration fee that has been paid.
Evidence must be provided to the school of Immigration New Zealand declining to
grant a visa.

Requests for a refund for enrolment of one term or less:

5. Where the student is enrolled for one term or less and withdraws early, either

before or after the start date of enrolment, other than where they have failed to
obtain an appropriate visa and have provided evidence of this, there will be no
refund of tuition fees or other relevant non-refundable fees.

Where the school terminates the enrolment of a student enrolled for one term or
less, there will be no refund of tuition fees, or other relevant non-refundable fees.

Requests for a refund for voluntary withdrawal from enrolment of more than one term:

7.

10.

If the Student voluntarily withdraws 21 days or more before the start date of
enrolment, a refund will be provided less any non-refundable fees as outlined in
this policy. The 21 days will be counted from the day after the school receives
written notice of the Student’s intention to withdraw from enrolment.

If the Student voluntarily withdraws less than 21 days before the start date of
enrolment, other than where they have failed to obtain an appropriate visa and
have provided evidence of this, a refund will be provided less a minimum of 10
weeks’ tuition fees and any other relevant non-refundable fees as outlined in this
policy. The 21 days will be counted from the day after the School receives written
notice of the Student’s intention to withdraw from enrolment.

If a Student voluntarily withdraws after enrolment has commenced, a minimum of
10 tuition weeks’ notice is required. The notice period will begin the day after the
School receives written notice of the Student’s intention to withdraw from
enrolment and the student may continue to attend school during the notice
period.

a. A refund may be made where the student returns home due to serious illness
of the student or because of a death or serious illness of a close family
member. This must be supported by medical evidence. In that event the
refund will be calculated less the administration fee.

A refund may be made where the student travel is restricted due to border closes
e.g. in the case of a pandemic



Requests for a refund where the School fails to provide a course, ceases as a
signatory, or ceases to be a provider:

11. If the School fails to provide the agreed course of education or is no longer a
signatory to the Code or no longer operates as an international education
provider, the School will negotiate with the Student or their family to either:

a. Refund the unused portion of international student tuition fees or other fees
paid for services not delivered, or

b. Transfer the amount of any eligible refund to another provider, or

c. Make other arrangements agreed to by the Student or their family and the
School.

12. For the avoidance of doubt, this clause does not apply where the format of the
education provided by the School changes (for example delivery by remote
learning), but where the School continues to offer education for international
students.

Other circumstances where a refund request may be considered:
Where a student’s enrolment is ended by the school

13. In the event the student’s enrolment is ended by the school for a breach of the
contract of enrolment or as a consequence of a welfare issue, then the school will
consider a request for a refund less:

a. Any non-refundable fees set out in this policy;

b. A minimum of ten weeks tuition fees from the date of termination; and

c. Any other reasonable costs that the School has incurred in ending the
Student’s enrolment

Where a student changes to a domestic student during the period of enrolment

14. If a student changes to a domestic student after enrolment has commenced, a
minimum of 10 tuition weeks’ notice is required. The notice period will begin the
day after the school receives written notice that the student has obtained a visa
permitting them to change to domestic-student status.

Where a student voluntarily requests to transfer to another signatory

15. If a student requests to transfer to another signatory after the commencement of
their enrolment, a minimum of 10 tuition weeks of prior notice is required. The
notice period will begin the day after the school receives written notice that the
student requests to transfer to another signatory.

Refund of other fees

Requests for a refund of Homestay fees

16. If for any reason, the student withdraws after their stay in a School Homestay,
any unused Homestay fees will be refunded, less any relevant non-refundable



fees set out in this policy.

a. If for any reason, the student withdraws before the start of a homestay, a
minimum of 14 days of period notice is required.

17. Where the student moves from a School Homestay and requests a refund of any
unused homestay fees, these will be refunded less any non-refundable fees set
out in this policy.

Requests for a refund of fees unused at the end of enrolment

18. Except by written request from a student or their parent, prepaid fees unused at
the end of enrollment amounting to less than NZD$100 will be refunded to the
student in cash. Sums greater than NZD$100 will be refunded into a nominated
bank account.

Outstanding activity fees or other fees

19. Any activity or other fees incurred by the student during enrolment and owed to
the School at the time of withdrawal, will be deducted from any eligible refund.

Refunds to be made to the country of receipt

20. Unless otherwise agreed in writing, all eligible refunds of fees of NZD$1,000 or
more received from outside of New Zealand will be refunded to a nominated
bank account in the source country.

Rights of families after a decision regarding a refund has been made

21. A decision by the school relating to a request for a refund of fees will be provided
to the student or parent in writing and will set out the following information:

a. Factors considered when making the refund decision;
b. The total amount to be refunded; and
c. Details of non-refundable fees.

22. Where a student withdraws after commission has already been paid by the
school to the agent, the cost of the commission will be deducted from any refund.

23. In the event the student or the parent is dissatisfied with a refund decision made
by the School or is dissatisfied with the process the school followed when making
the refund decision, they have the right to have the refund decision reviewed by
the International Student Disputes Resolution Scheme or to make a complaint to
the Code Administrator.



4. Orientation

4.1 - International Students Orientation: Meeting with Parents of
International Students
Reviewed Feb 2024

RATIONALE

To provide a clear guideline on how to set up international students at the start of their tuition
at Glendowie school and to provide information to their parents.

GUIDELINES

1. Check Insurance is up to date and appropriate according to our guidelines
2. Check the visas and put copies in their folders

3. Give them a card with school information on it... including the QR access which
allows them to access through the school website all the policies as well as the
International Director / Manager contact information

4. Give them a copy of the code of practice ( preferably in their own language) or direct
them to its whereabouts .

5. Give them a copy of the fees refund policy and ensure they understand it
6. Give them a copy of the student handbook

7. Give them copies of the school rules, map of the school, bus time information, and
simple instructions in their own language ( 4 languages available) give them
homestay rules and guidelines if applicable, International students complaints
procedure , communication with parents procedure, medical emergency procedures
and any policy from the list in our student handbook they may need or like,(Policies
are also on our website).

8. Fill in the outside sheet of the file
9. Introduce them to the class teacher

10. Advise them as to the additional support they will get for their child’s learning if they
are here for more than a term

11. Check that they are OK with their living accommodation
12. Check that they have the uniform and stationery needed

13. Review with them the information we hold e.g the dates they are staying and the
receipt for the fees they have paid etc

14. Check that they know where to get medical support. Give them the medical contact
information



15. Ensure the parent knows about the attendance expectation and calling the school for

any absences. Reiterate the expectation from immigration NZ of 100% attendance
unless a student is sick

16. Ensure the parent knows about how we report on academic performance within the

school

17. Ensure they know about how to access our APP.

Additional information for students not living with their parents

1.

2
3
4.
5

Pre visit homestays prior to enrolment to access the suitability of accommodation
Check the police vetting

Check the homestay parents have access to 24 hour support

Check with the homestay parent the kit for having homestay students

Ensure you have met with the student’s Guardian and that you have their contact
details and the expectation within their role

Ensure the homestay parent has information about the students insurance cover and
knows about the pocket money the student has access to

Check the homestay parent had given their student their contact information in written
form

If applicable liaise with homestay company re regular monitoring etc

Interview designated caregiver, home visit prior to the student starting and ensure
safety vetting of any person over the age of 18

Additional Information for school

Advise ESOL teacher (Year 5-8) and Robyn (DP) of the name and class of any long
term International student

Advise teacher as to the class placement of the child and any information we have on
the child

Advise Ali of the starting date and particulars of any international student
Ensure the Principal has up to date information on any new student
Ensure files are up to date

Ensure teachers know when they need the reports done

Ensure Agent/ guardian knows when parent teacher meetings are being held and
student led conferences



5. Student Wellbeing

5.1 - Procedures For Managing International Student Wellbeing
Reviewed Jan 2024

1. Ensure a safe study environment and adequate support for students’ wellbeing

1. The Director of International Student will be responsible for the pastoral care of
International students at Glendowie School S/he will be supported by the International
Student Manager.

2. A physically and emotionally safe environment for students will be ensured by the
school complying with all requirements in the following:

a. Vulnerable Children Act 2014
b. Glendowie School Health and Safety Policies

c. The school values, | Care, and policies for the safety and inclusion of all
students

d. The International Student Policies

2. Responding to inappropriate behaviour impacting on an international student

3. To ensure that incidents of this nature are appropriately handled, the International
Student Manager will ensure that all teaching and pastoral care staff understand the
school's Code responsibilities and the procedures for dealing with such incidents.

4. In the event that a student reports, or the school becomes aware of, inappropriate
behaviour impacting on an international student, if the allegation is of criminal
behaviour, such as assault, or theft of property outside of school or the student’s
homestay, the school will report the matter to the Police for them to investigate
appropriately. The school should involve their School Counsellor. In the case of
allegations of physical or sexual assault, the school will not conduct any
investigation, including further interviewing of the student, but hand the matter to the
Police to investigate, as mishandling these situations may negatively affect later
court proceedings. If the allegation is of theft at school or in the homestay, or is of
non-criminal behaviour, the school will follow a two-step process as follows:

A. Investigation

5. The Deputy principal will interview separately the affected student and any
witnesses. They will be asked to write down in detail what happened. If the
international student has insufficient language skills to write this in detail and depth in
English, s/he will be encouraged to do so in his/her mother-tongue. The school will
arrange for this to be translated by a staff member, or community member or
authorised translator.



6. The school will also provide a support person to accompany the international student
during the interview(s). This may be a member of the international department staff,
or a caregiver (unless the allegation of inappropriate behaviour occurred in their
home) or support person associated with the student’s agent.

7. The school will reach conclusions on what happened and what led up to it, and the
impact on the concerned student/s.

B. Response

8. The school will respond to the incident appropriately.

9. This response may include:
a. Reporting the matter to the Police
b.  Arranging counselling to support the affected student
c. Disciplining the student/s responsible for the inappropriate behaviour
d. Informing the international student/s of the action taken

e. Restorative processes to enable ongoing safety of all students involved

f. Seeking feedback from the affected students that they are satisfied the school has
addressed the issue appropriately and that they feel safe at school.
g. Keeping records of student and other involved stakeholders’ feedback as

evidence for self-review.

10. If the student is under 18, the school will contact the international student’s parents
or legal guardian and/or agent and inform them (possibly via their agent) of the
incident and the measures the school has taken to address this behaviour and to
support the wellbeing of the student. In the event that the affected student resists
his/her parents or legal guardian being informed, the school will explain that it has
responsibility under the Code to report on the student’s wellbeing to his/her parents
and will obtain, if possible, the student’s consent to and understanding of this action.
If the student is over 18, the relevant NZ law will apply, and the school will respect the
wishes of the student with regard to informing their parents.

11. The school will seek feedback from the parents or legal guardian (possibly via their
agent) to ensure that they have understood the information and are satisfied with the
school’s support for their child’s wellbeing. This feedback may be recorded as
evidence for self-review.

3. Advising students on health, safety, and wellbeing

12. International students will be informed of the following support services during
orientation, and on an ongoing basis



a. The availability at school of support for health and wellbeing, such as a school
counsellor

b. The staff member available to talk to them about health and safety issues

c. How to access medical services in the event no school nurse is available

d. The school’s 24/7 emergency number

e. Who to contact outside of school hours in the event of health or safety problems

f.  The processes for seeing a doctor and claiming costs through their medical
insurance

g. How to contact police, fire and ambulance services

h. The school’'s values and standards for behaviour of all students to ensure that all
members of the school community are respected and safe

i. The staff member/s to talk to in the event of any inappropriate behaviour towards
themselves or another student

J. How fto interact appropriately with people from different cultural backgrounds from
their own

k. Cultural support available to them at school and in the wider community

. Their legal rights and obligations and possible risks when they receive advice and
services

m. The school rules and New Zealand laws pertaining to obtaining a driver’s license
or owning or driving a motor vehicle

4. Communicating with Parents or Legal

13. If the student is under 18, the International Student Manager will maintain
communication with parents or legal guardians, either directly or through their
agent, throughout the student’s enrolment at the school about the wellbeing of their
child. This communication will include information on, for example:

a. Concerns over the student’s attendance

b. Concerns over the student’s progress in study

c.  Concerns over the student’s physical, mental or emotional health

d. Concerns over the student’s welfare or happiness in their accommodation

e. If the school believes the student is at risk

5. Transfer of Care

14. The International Student Manager will be responsible for ensuring that the school
receives written confirmation from the parents or legal guardian of the
transfer-of-care arrangements for their child at the end of enrolment, for students
under 18. This requirement includes students who may be returning to the school



for a new term of enrolment, where there is an interval between the end of the first
period of enrolment and the start of the subsequent period, and where the school
will not remain responsible for the student during this interval.

15. In the event that International Student Manager feels that the arrangements for
transfer of care of a child under 18 are unsafe or place the student at risk, they will
inform the parents or legal guardian of their concerns and encourage them to make
arrangements that provide greater protection to the student.

16. In the event that the student will take a connecting flight to the city of departure from
New Zealand, the International Student Manager will ensure that procedures are in
place to support the student (depending on factors such as the student’s age, level
of confidence, English proficiency, previous experience flying unaccompanied) to
connect to their international flight. These may include, for example:

a. The student texting a school staff member on arriving in the city of final departure,
and again on completing successful check in for their international flight

b. Arranging for the student to fly as an unaccompanied minor

In addition to this support, the school will communicate to, and seek approval of, all
arrangements from the parents/legal guardians as part of the transfer-of-care plan for
students under 18.

Students at risk or with special needs

Students with Special Needs

18. Where the school becomes aware that a student has special needs, which may be
learning needs, behavioural needs, medical or other needs, and there has been a
contractual obligation for the parents or legal guardian to disclose these special
needs that has not been fulfilled, the school will follow the following two-step
process:

A. Investigation

19. An international department staff member or appropriate translator will contact the
parents or legal guardian either directly, or through their agent, and inform them
that the school has noticed that the student has/may have special needs.

20. Ask the parents to provide further information to the school relating to these
needs. This information should include:

a. Whether the student has had any prior testing, diagnosis or treatment for
the special needs, copies of medical or psychologists’ reports, details of
any treatment or medication either past or ongoing

b. The reasons for the non-disclosure of these needs to the school during
the enrolment process

c. Any other information the parents or legal guardian would like to provide
to the school.



B. Response

21.

22.

23.

24.

25.

26.

27.

28.

Once the school has evaluated the information provided to them by the parents or
legal guardian, the school will decide whether to continue the student’s enrolment
and support their special needs, as required by the Code, or to terminate the
Contract of Enrolment for breach.

In making this decision, the school may arrange for the student to be tested in
New Zealand, if appropriate testing is available, taking into account the English
proficiency of the student. The parents or legal guardian will need to consent to
this testing, and to fund it. If they are unwilling to consent or fund such tests, the
school may be unable to make an appropriate determination of the student’s
needs and the support s/he requires and will have to make a decision on whether
to continue enrolment based on the observable evidence available to school staff
and host parents and any information provided by parents or legal guardian.

If the special needs are medical, the school will contact the student’s insurance
provider to determine whether appropriate insurance is available to cover the
special needs if these were not disclosed and covered by the provider when the
policy was booked.

Once the school has determined the level of support the student will need to
remain enrolled and access the teaching and learning available, it may choose to
offer the parents or legal guardian the option of funding extra support for the
student, such as a teacher aide. If the parents are unwilling or unable to fund the
required support, the school will take this into account in deciding whether to
continue or terminate the student’s enrolment.

The school will also consider the student’s living situation, and whether the
caregivers are able and willing to support the student’s special needs if these are
likely to affect their behaviour or wellbeing at home.

If the decision is made to terminate, the school will follow the appropriate
procedures and inform the parents or legal guardian of their decision.

If the school decides to continue the student’s enrolment, or if special needs arise
during the period of enrolment of the student, staff will arrange for the appropriate
supports to be in place to support the student’s special needs.

The school should keep records of all communication and arrangements to
support students’ special needs as evidence for self-review.

Students at Risk

29.

30.

The school will monitor students through its usual processes for pastoral care.
When issues arise, the school will assess them to determine if they are serious
and put the student at risk.

Where the school has reasonable grounds to believe that there is a serious issue
relating to the student’s health, safety or wellbeing, staff will comply with the
requirements of Qutcome 6, clause 25 of the Code to:



a. put in place appropriate measures to address the student’s needs and
issues,

b. inform the parents or legal guardian of a student under 18, or the next of
kin of a student over 18, and

c. inform the appropriate authorities.

5.2 - Procedures for Ensuring that Students Under 10 Live With Their
Parent

On enrolment/arrival

(1) On enrolment of a student under 10, Glendowie School will establish that a
child under 10 will live with a parent or legal guardian while in New Zealand.

(2) Either at the time of enrolment, or on arrival, International Student Manager
will check paperwork to establish the bona fides of the accompanying
parent/legal guardian. This may be accomplished by checking the child’s
birth certificate and the parent’s passport, or by sighting the court documents
appointing the person a legal guardian, or by sighting other official paperwork
supplied by the family.

(3) Note: Parents may not appoint via attorneys a grandparent or other adult as a
‘guardian’ of the child in New Zealand. The child may only be cared for by a
legal guardian as defined in the Code as “a person who, by court or
testamentary appointment, is responsible for the student’s well-being and
financial support, and provides for the care of the student in the student’s
home country.” If a grandparent normally cares for the child in their home
country, they are not a ‘legal guardian’, unless appointed by authorities as
above.

During th ri f

(4) On arrival, the International Student Manager will meet with the
accompanying parent/legal guardian and explain the school's Code
responsibility to ensure that the child remains in their care at all times during
the period of enrolment. The parent/legal guardian will be informed that they
may not leave town overnight without the child and leave him/her in the care
of any other person.

(5) If the International Student Manager receives a report suspecting a parent or
legal guardian to be in New Zealand or not, s/he may take the following
actions:

e Ask the child, in an age-appropriate manner if their parent/legal
guardian is at home or has gone away



Telephone the parent and ask them to come to school that day or the
next day to sign in

If further concerns are raised by the above two steps, or the
parent/legal guardian cannot be contacted, conduct a home visit

If the above steps reveal that the parent/legal guardian is not presently

caring for the child, the International Student Manager may take the following
steps:

Contact/visit the person who is caring for the child in the parent’s
absence and inform them that the child may not attend school while
not in the care of their parent/legal guardian

Contact the child’s parent/legal guardian and inform them that they
should return immediately to care for the child, and that the child may
not attend school until in the care of the parent/legal guardian

If the school has concerns over the safety or well-being of the child,
they may refer the matter to Oranga Tamariki / the police or other
welfare authorities.

If the parent/legal guardian fails to return to care for the child in the
timeframe provided by the school, terminate the child’s enrolment.
Advise INZ of the termination.

Advise NZQA of the action you have taken.

5.3 - Accommodation Procedure

Categories of Accommodation:

1.

a0 oo

As per Glendowie School's Accommodation Policy, the school will accept the
following categories of accommodation for students:

The student’s parent or legal guardian
School homestay

Designated caregiver (DCG)

Temporary Accommodation with a supervisor

2. All accommodation categories will be as defined in The Education (Pastoral Care of
Tertiary and International Learners) Code of Practice 2021 (the Code). The
accommodation supervisor in (b) to (d) above, may also be referred to as a

residential caregiver, as per the Code definition.

Approval process for Student Accommodation

1.

When completing the International Student Application Form, families will select the

category of intended accommodation, and will supply details of the designated
caregiver, where applicable. Students, or parents/legal guardians of students under

18, will also sign one of the following agreements:



e. Accommodation Agreement (if they select homestay)
f.  Designated Caregiver Agreement (if they select DCG)

2. Agreements for students in a supervised group staying in temporary accommodation
will be captured in the memorandum of understanding (MOU) pertaining to the group.
Where the group supervisor in the accommodation is resident in New Zealand, they
will be subject to full safety checking as for any other residential caregiver, and will be
required to sign a written agreement with the school that specifies the role and
responsibilities of each party in relation to the care of the student.

3. Where students in a supervised group will stay in temporary accommodation,
Glendowie School will ensure that the contract-of-enrolment, signed by the parents
and the school, acknowledges that the supervisor(s) will be responsible for the
student’s day-to-day care, and not the school.

4. The International Student Manager will be responsible for checking that the
accommodation choice is captured, and the appropriate agreements have been
signed before issuing an offer-of-place for the student, or that missing documentation
is flagged for follow-up.

5. From time to time, students may change their minds about the category of
accommodation, after an offer of place has been issued. In this case, the
International Student Manager will ensure that appropriate agreements are signed,
the accommodation is checked and approved by the school and will issue
appropriate invoices if required.

6. Where students intend living with a parent/legal guardian, the school will establish
contact with the parent on arrival in New Zealand and remind them of the
requirements of their guardian visa (and keep written records of this communication
with parents, for the purposes of evidence for self-review):

a. Students under 10 must live with their parent at all times while enrolled at the
school. The parent/legal guardian must remain in New Zealand at all times,
and the school will monitor their continued presence.

b. For students in years 1-8 and younger than 13 living with a parent on a
guardian visa, it is a condition of their student visa that they live with their
guardian. The parent (guardian) may therefore not leave the child in the care
of another person without obtaining a variation of conditions for their child.

c. Parents on guardian visas caring for children older than 13 must obtain the
school’s prior approval if they intend to place the student in the care of any
other person on a temporary basis so that the school may vet and approve
the accommodation in advance.

7. Where students intend to live with a DCG, the school will contact the DCG prior to the
issuing of an offer of place (if practicable — alternatively, as soon afterwards as
possible) and arrange a vetting visit to their home at a mutually convenient time. The
International Student Manager will be responsible for arranging and conducting this
vetting visit, and recording the results of the vetting visit in their folder. If the DCG is
found to be hosting 5 or more students who are in no way a family member or related



9.

10.

1.

12.

to the owner, and is therefore a hostel under the definitions provided in the Education
(Hostels) Regulations 2005

(http://www.legislation.govt.nz/regulation/public/2005/0332/7.0/whole.html), the
school will ensure that the hostel complies with all legislative requirements under the
regulations, including:

a. The hostel holding a current license

b.  The license being clearly displayed for the inspection of visitors

If the hostel does not appear to comply with the regulations, the school will not
approve the accommodation, and will inform the student’s family that they should
make alternative accommodation arrangements. If the student is already living in the
unlicensed hostel, the school will move the student to appropriate accommodation
and invoice the parents for any relevant costs or take other measures in accordance
with contract-of-enrolment agreements signed by the school and parents.

In the case of all residential caregivers, the International Student Manager will ensure
that both partners are subjected to the following safety checks:

. Confirmation of identity (this will form part of the police vetting process)

b. Police vetting

c. Reference checking

d. Aninterview

e. Arisk assessment based on (a — €) above

Q

For students living with residential caregivers, the International Student Manager will
ensure that all adults (18 and over) living in the home consent to police vetting,
including adults who live in the home periodically, such as over weekends or during
university vacations.

For students living with residential caregivers, where adults (18 or over) may stay in
the home on a temporary basis, the International Student Manager will conduct a risk
assessment and determine the need for safety checks based on factors such as the
length of the visit, and other factors.

Results of all safety checks will be recorded in their folder.

Processes for the Recruitment, Vetting and Monitoring of School

Homestays

1.

Recruitment

1. Initial contact with the school may be in response to a recruitment advertisement,
or a proactive enquiry. The International Student Manager will send a Homestay
Application Pack to the family. This pack will include:

Application to be a Host Family Form
Residential Caregiver Agreement

Homestay Guide for Hosts


http://www.legislation.govt.nz/regulation/public/2005/0332/7.0/whole.html

Police Vetting forms for all adults in the home.

2. Application Processing & Safety Checks

2.

Upon receipt of homestay application:

a. The International Student Manager will acknowledge receipt of the application

via email within 2 days of receipt. The email will:
Thank the sender for the application;

State that the application will be kept on file until a suitable student needs to
be placed;

Request any missing documentation;

If the family appears suitable, request a home visit to take a photo and see
their ID documents

b. Once IDs have been sighted, the Executive Office Manager will lodge the

police vetting applications online.

3. Initial Vetting Home-Visit

3. The International Student Manager will arrange to visit the Homestay at a mutually

4.

7.

convenient time. If at all possible, both host parents should be present at the
interview, and as many other family members as possible. In this way, the
International Student Manager may gain insight into family dynamics and the
attitudes of different family members to having a student.

Prior to the interview, the International Student Manager will check that all
paperwork has been received. If any documents or signatures are missing,
these may be obtained during the home visit.

While conducting the home visit, the International Student Manager will
complete the Accommodation Visit Checklist.

The International Student Manager will inspect all living rooms, the intended
student’s bedroom and bathroom. S/he will ascertain who occupies all other
bedrooms, apart from the master bedroom, and will check that the number of
beds matches the information given on family members and other occupants.

If the home is found to house (or is intended to house) 5 or more students in no
way family members or related to the hosts, it is, by definition, a Hostel, and
must be licensed. See comments under designated caregivers above. In this
case, the International Student Manager will alert the host parents to this fact
and explain the need for them to obtain a license. In this event, the home
cannot be approved as a school homestay.

If the home is found to host other short-term adults, such as for the purposes of
Airbnb or other similar accommodation arrangements, the International
Student Manager will not approve the home as a school homestay, unless
s/he is satisfied that there is sufficient separation of accommodation, and
sufficient supervision, to protect the safety of international students.



9. The International Student Manager will check that there will be sufficient

separation of students and other home occupants of different ages and
genders to provide a safe environment for international students.

10. The International Student Manager will ask sufficient probing questions to

establish the emotional maturity of host parents and their ability to provide a
safe environment and sufficient supervision and support for students in their
care.

11. During and after the interview, the International Student Manager will take

comprehensive notes on his/her impressions of the physical and emotional
environment of the home and the suitability of the family to be a school
homestay. The homestay should be recorded as either ‘approved’ or ‘not
approved’ on their application form. On return to school, the International
Student Manager will record the results of the visit in their file.

12. The International Student Manager will take a camera/smart phone to the

4.

13.

14.

15.

16.

home visit. S/he will ask the host parents for consent to the taking of
photographs of the home. One or two outside shots, one of the living area and
one of the student's bedroom are sufficient. The International Student
Manager will also take photographs of any family members present, with their
consent. If they prefer, or there are missing family members, they may email
photographs to school. The International Student Manager will save
photographs electronically on Google Drive.

H Vonitori

The International Student Manager is responsible for ensuring that each
homestay with a student staying there is visited. Where a student is enrolled for
only one or two terms, the International Student Manager will aim to visit once
during that period. Where a student or family are having difficulties, the
International Student Manager will arrange extra visits as needed.

Where possible, monitoring visits will take place once the student has had a
chance to settle in, but in the first half of their stay to avoid problems festering for
too long. Ideally, the student's termly interview will take place before the visit so
that any concerns expressed by the student can be raised during the visit.

The International Student Manager will contact the host and make an
appointment for the monitoring visit. At least one day’s notice will be given of the
visit. The International Student Manager will explain the purpose of the visit. The
International Student Manager will ensure that the primary caregiver of the
student is present at the time of the visit and as many other family members as
possible. Evening visits are preferred as more family members are present and
the International Student Manager can evaluate how the family members relate to
each other and to the student.

The International Student Manager will inspect the home and the student’s
bedroom and ensure that they remain of a high standard. They will check that no
new occupants are living in the home that the school is unaware of.
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18.

19.

20.

1.

. The International Student Manager will use the prompts on the Accommodation
Monitoring Visit Form to find out whether the relationship between the host and
the student is harmonious and supportive, and to provide advice and support as
needed. Where questions arise that the International Student Manager can’t
answer, s/he will note these for referral to another staff member.

After the interview, the International Student Manager will inform the International
Student Manager of any concerns or issues that need to be followed up at school.

The International Student Manager may also use the monitoring visit as an
opportunity to obtain feedback from host parents, which will feed into the school’s
self-review process. This feedback will be recorded in their folder.

The International Student Manager will keep records of homestay monitoring
visits in their folder.

5. Designated Caregiver (DCG) Monitoring

21. The International Student Manager will visit DCGs prior to, or soon after, the
student’s acceptance and again or more often if there is any concern over the
environment and care being provided. Interviews and other conversations with
students will provide an opportunity to monitor a satisfactory level of care, and the
continued presence of the DCG in New Zealand.

22. The International Student Manager will ensure that the DCG signs a written
agreement with the school that specifies the roles and responsibilities of each
party in relation to the care of the student.

23. The International Student Manager will check that there will be sufficient
separation of students and other home occupants of different ages and genders
to provide a safe environment for international students.

6. Telephone Calls/ Emails

24. Telephone calls/Emails that take place between homestay parents and the
school, where aspects of concern or conflict involving the student are discussed,
will be documented, and recorded in their folder.

Placement

The International Student Manager will be responsible for allocating students to
host families. In doing so, the most important guiding principle will be the best
interest of the student. The International Student Manager will consider the
following:

The requests of students/parents or agents
The requests of host parents

The interests and preferred lifestyles of students and host families



The ages and genders of students and the occupants of the home
Medical or other needs, dietary requirements and allergies

Attitudes to pets and religion, where relevant

2. Once a student has been matched with a host family, the International Student

4.

5.

Manager will contact the host family and confirm that they are willing to host the
student. The International Student Manager should establish how they intend to
transport the student to school and the costs to the student for public transport.

Once confirmed, the International Student Manager will send placement
information in writing to the host family and the student.

Information to the family will include (if known):

The student’s name, age, nationality, and home town
The names and occupations of the student’s parents
What siblings the student has and their ages

An email address for the student and/or his or her family
The student’s interests and intended activities in NZ

Any allergies or special needs or dietary requirements

- The student’s intended arrival and departure dates (may be approximate)

Copies of any available photographs of the student and his/her family as
well as the student’s letter to the host family (if available)

Thanks to the family for offering to host the student

Assurance of support from the school

The school’s 24-hour emergency number

Confirmation of the rate of homestay fee and payment schedule

A list of settling-in questions with a brief suggestion of how they may be
used

Information to the student will include:

- Names, ages, and genders of all family members and home occupants

Family members’ occupations and interests

A brief description of the home and family

The address of the home and distance from school
How they will be transported to school and any costs

Contact details for the host parents including telephone numbers and
email addresses

Photographs of the family

Photos/details of the home and facilities available to the student



Arrival

Arrangements for airport collection on arrival (if available)

6. Provided the student’s application is received early enough, the school will try to

1.

provide placement information to international students before their departure
from their home country.

If the school was unable to meet special requests, the International Student
Manager will explain this to the family/agent.

Other than in an emergency situation, no student will be placed with a host family
until all paperwork has been received, references have been checked, a home
visit conducted, and police vetting completed. In an emergency situation where
there is no vetted homestay available, the school will try to place students with a
family known to the school where risk can be managed, and they have been
recently police vetted such as a teacher or employee of the school. It should be
noted that teachers are vetted at a lower level than host parents, so this option
should be reserved for emergencies only, where no fully-vetted caregiver is
available.

The most important goal of the arrangements we make for the arrival of the
student to New Zealand, is that the student is warmly welcomed and made to feel
wanted and at home with their host family. Students can feel very anxious about
their arrival, so arrangements will be confirmed as promptly and clearly as
possible.

As soon as the school has the student’s date and time of arrival and flight
number, the International Student Manager will arrange for the student to be met
at the airport by host parents or a pickup service company. The International
Student Manager will inform the host family of the student’s arrival details and
meet-and-greet arrangements, and will confirm with the student’s family or agent
the person who will meet them at the airport, arrangements for transferring to the
domestic terminal for a connecting flight (if applicable), and the person and
school’'s contact telephone numbers in the case of any difficulties.

If the host family is meeting the student, the International Student Manager will
speak to them regularly before arrival, confirming dates and times, and message
them the day before arrival to remind them and confirm that they will be there to
meet the student.

The person meeting the plane will arrive at the airport in good time. They will hold
a sign with the student’'s name on it. Once collected, the person meeting the
student, if not the host parents, will message the host to inform them that they are
leaving the airport.

The International Student Manager will phone the homestay the day after arrival
to check how the student is settling in and to answer any questions that may have
come up on either side. If the Host family met the student at the airport, the
International Student Manager will phone the student and family (and speak to



1.

both) within 24 hours of arrival to welcome the student and check for any
problems.

The International Student Manager will make sure that the host parent is aware of
the arrangements for obtaining school uniform, dates and times of orientation,
school start dates, stationery etc.

Homestay Payment Procedures

1.

Host families will be paid weekly in advance.

Responding to Students unhappy in Homestay/DCG environments

1)

2)

3)

4)

Where students report being unhappy with their homestay placements, the
International Student Manager will speak to both student, and residential
caregiver and, if necessary, both together, and try to find a resolution to the
problems that both students and caregivers are happy with.

At all stages of this process, the International Student Manager will keep
parents/legal guardians informed on what action the school is taking to address
the issues, and on the wellbeing of the student.

Where attempts at resolution and mediation fail, and the student or caregiver is
still not happy, or where the relationship has broken down past the point of
repair, the school will find alternative accommodation for the student. This may
sometimes require a temporary placement, to keep the student in safe
accommodation until a new home is found.

Where the student is living with a designated caregiver, the school will seek the
agreement of the parents to a move. This can be difficult as the parents may not
have an alternative designated caregiver available, and may not wish to pay
homestay fees. However if the school deems a designated caregiver has
become unsuitable, or the environment is not conducive to the student’s physical
and/or emotional safety, an alternative must be found, or the student will be
returned home.

Where the school has serious concerns over the caregiver, they will report them
to relevant authorities such as the NZ Police or Oranga Tamariki.

5.4 - International Students: Communicating with Parents
Reviewed Feb 2024

Code Requirements for Communication after Enrolment

The Code requires a provider to:

a. [66] “ensure that, where appropriate, it obtains the written agreement of the



parent or legal guardian of an international student under 18 years with
respect to decisions affecting the student.”

b. [73(1)d] “maintain effective communications with the parents, legal
guardians, or residential caregivers of students concerning their well-being
and progress in study”

c. [75(1)b] ensure “the parent or legal guardian of a student under 18 years or
the next of kin of a student 18 years or over is aware of any situation where
the student is at risk or has special needs”

d. [76(1)e] “maintain effective communication with the student and the
student’s parent or legal guardian when accommodation issues arise”

e. [76(3)b] “maintain effective communication with the student when
accommodation issues arise”

2. Communication Strategy

Our communication strategy is linked to our strategic plan, including our mission, vision and
values; our strategic goals and objectives; and our school brand.

By establishing and maintaining effective communication, we will:

Establish loyalty and build trust.

Maintain consistency to develop a strong brand and reputation.

Involve parents in decisions affecting their children.

Ensure that students understand their rights and responsibilities and feel heard.
Build strong agent partnerships.

Ensure that staff understand their roles in maintaining good communication with

students, caregivers and parents.

Be Code compliant in respect of communication.

e | Care

3. Communication with Parents

A. Communication about Enrolment Processes and General Administration

1.

We will communicate promptly and fully with parents and/or their
representatives during enrolment processes, answering all their questions, and
providing all relevant documentation to them so that they may make informed
decisions. This will include answering questions about academic programmes,
co-curricular opportunities, visa and insurance requirements and accommodation.

We will answer parents’ questions about fees and provide offers of place and
fee invoices and receipts promptly.

The staff member responsible for communicating with parents and/or their
representatives about enrolment and other administrative issues is International
Student Manager.

Communication about Student’s Progress in Study

We will email academic progress reports to agents, parents and caregivers at
the scheduled reporting times: (Twice a year)



2.

3.

2.

a) Term 2 — Mid-year report
b) Term 4 — End-of-year report
Additional updates will be provided on request.
International department staff will also keep parents and caregivers informed
about any concerns the school has about the student’s progress and support and

guidance the school is providing to the student to assist them.

The staff member(s) responsible for communicating with parents about students’
academic progress is/are International Student Manager.

Individual teachers may contact parents and caregivers directly to communicate
course information, assessment results and general progress as appropriate.

Communication about Student’s Wellbeing

Our specific procedures for communication in relation to student wellbeing are
detailed in our Procedures for Managing International Student Wellbeing and
Accommodation Procedures. These include effective communication with parents
and caregivers in the following circumstances:

a) Inthe event of inappropriate behaviour impacting on an international
student under 18

b) Where the school has concerns about the student’s attendance or
physical, mental or emotional health

c) Where there are concerns over the student’s welfare or happiness in
their accommodation

d) Were the school believes the student is at risk or has special needs

e) Where the school transfers care to another person approved by the
parents

The staff member(s) responsible for communicating with parents about students’
wellbeing is/are International Student Manager.

Communication during Investigation Processes
Our procedures for communication with parents during investigation/disciplinary
processes are detailed in our Investigation Policy, which will be provided to

parents as part of our Application Form and Contract of Enrolment documents.

The staff member(s) responsible for communicating with parents during
investigation processes is/are International Student Manager.

Communication about Concerns or Complaints

Our procedures for communication with students, parents and other
stakeholders about our grievance processes are detailed in our Complaints
Procedures.

Where students raise a concern or complaint, we will inform their parents of this,



and of the process to be undertaken by the school to resolve the issue.
3. The staff member(s) responsible for communicating about and during
complaints procedures is/are International Student Manager.

F. Communication to Obtain Parental Consent

1. Certain parental consent will be obtained when parents sign:
a. The Contract of Enrolment
b. The Accommodation Agreement or Designated Caregiver Agreement

2. Additional consent will be sought for decisions affecting the student and not
captured in the above documentation. Examples may be for overnight trips not
captured in the enrolment contract, transfers of care and other permissions.

3. The staff member(s) responsible for obtaining parental consent is/are
International Student Manager.
4. Communication with Students

A. Goals of Communication with Students

In communicating effectively with students, we aim to:

a. Be mindful of how cultural factors affect communication

b. Be mindful of how English-language proficiency affects communication
c. Establish trust, maintain confidentiality and encourage them to share
d

Ensure that students feel heard and are able to communicate worry,
anxiety or dissatisfaction, as well as positive thoughts and feelings

e. Intervene early where students have concerns or are struggling in any
area

f.  Make students aware of the school’s responsibility to keep their parents
informed of their wellbeing and progress

g. Keep students’ best interests front of mind

h. Seek feedback on our programmes and processes
B. Methods of Communicating with Students

1. We will communicate with students via:

a. Orientation processes
b. Ongoing international student assemblies (every week)
C. Informal daily interactions

2. The staff member(s) responsible for communicating with students is/are
International Student Manager.

5. Communication with Staff

1. The International Student Manager or Director of International Student will be



6.

responsible for informing teaching and support staff about the school’s Code
obligations for communicating with, and caring for students, and communicating
with their parents.

2. We will do this by:
a. Presenting to staff during teacher-only days or new staff induction
b. Presenting during other scheduled staff professional learning
c. Sending out regular emails informing staff about the international
programme
d. Meeting with the staff from different faculties/departments

Record Keeping and Review

All staff members mentioned above will be responsible for keeping records of all
communications. These may be used as evidence for self-review. The international
department will review the effectiveness of our communication annually as part of our annual
self-review and will record this review and develop an action plan for improvement.

5.5 - International Students: Extra Caregiver for a Student living without
a Parent

RATIONALE

All International Students at Glendowie School whose parents are living overseas must
have an extra caregiver who can speak in their own language and also English. This may
be a family friend or relative, or one of the school approved student caregivers. The extra
caregiver must be safety checked including a police vet

All student extra caregivers are expected to provide the following services:

1. Act as an interpreter if required.

2. ltis expected that the student extra caregiver will keep in regular contact with the
student, agent, or homestay provider and the school. The Extra caregiver may be
asked to keep in contact with the student’s parents

3. Provide support as a neutral “go-between” if there are any misunderstandings or
difficulties between the homestay family and the student, or between the school and
the student.

4. |If required keep in regular contact with parents / agent by email and advise the
school of any concerns the parents may have. Meet or make contact regularly with
the student to check their progress and well-being.

5. If required assist with airport collection and with the student checking in at the airport
on departure.

6. Ensure the student attends school regularly and if directed by the school follow up
any unexplained absences with the student and homestay family.



7. Be available in case of emergencies, or if the student is sick and needs to be
collected from school if the homestay parent is not available. This may need
translating for medical professionals.

8. If applicable assist the homestay parent by attending the Parent/Teacher Interviews.
Report any concerns to his/her parents. If required attend any school functions for
International Students.

9. If applicable arrange for special medical needs such as orthodontic or optometry
attention and / or provide authorisation in conjunction with the school for medical
treatment when parents cannot be contacted.

10. If applicable take responsibility for holding students funds and issuing as required
during the year; for example dry cleaning, movies, school uniform and miscellaneous
spending money.

5.6 - Procedure for Managing Supervised Group

1. Enquiry

1)

If Glendowie School receives an enquiry about a supervised group from an agent,
the International Student Manager will check to see whether the school has a
signed agreement with that agent. If not, we will follow the school’s procedures
for the appointment, monitoring, and management of education agents.

2. Before arrival

2)

3)

On request for a supervised group, the International Student Manager will provide
a proposal to the group organiser detailing all fees and the refunds policy
applicable should the visit go ahead.

On acceptance of the proposal, the International Student Manager will provide
the organiser with a Memorandum of Understanding (MoU) outlining the details of
the group and responsibilities of both parties. These may vary depending on the
group requirements and requests. The MoU will be provided in writing to the
organiser or agent and signed by both parties.

The International Student Manager will provide the organiser with all relevant
information on the school and travel in New Zealand, in accordance with our
Code responsibility to ensure the families have clear, sufficient, and accurate
information to make informed enrolment decisions.

All students in the group, or their parent/legal guardian if they are under 18, will
complete and sign an application form and Contract of Enrolment to be submitted
to Glendowie School by the date stipulated in the MoU. The Contract of
Enrolment will include details for the transfer of care at the end of the students’
enrolment at Glendowie School.

All Glendowie School staff associated with the supervised group will be informed
of their responsibilities during the duration of the visit.

Glendowie School will ensure that all supervised-group students stay in
Code-compliant accommodation with proper supervision by a residential
caregiver or group supervisor(s).



8) Glendowie School will follow its Accommodation Procedures for the safety
checking of all residential caregivers. If the group will live in temporary
accommodation under the care of group supervisors who are New Zealand
based, Glendowoe School will safety check these supervisors in accordance with
Code requirements.

9) Glendowie School will ensure that it receives copies of the passports of all
students on the tour well in advance of their departure from their home country, in
order to check whether or not children under 10 are present in the group. If they
are, the school will require evidence that these students will be accompanied to
New Zealand by their parent/legal guardian (as defined by the Code).

10) The International Student Manager will ensure that agreed payments and all
agreed information has been received by the date deadlines. In the event that the
group organiser has failed to make the required payments or provide all
necessary information, and the Director of International Student has taken
appropriate steps to obtain the payments or information, the termination clause in
the MoU may apply.

3. After arrival

(11) The International Student Manager will be responsible for ensuring that all
group members’ passports, visas, and evidence of appropriate insurance are
sighted, copied, and held on file.

(12) The International Student Manager will check that any children under 10 are
accompanied by a parent. If a child under 10 is found to be in New Zealand
without their parent/legal guardian (as defined by the Code), they will not be
permitted to attend school. The ongoing presence of the parent/legal guardian will
be monitored as per the ‘Procedures for ensuring that students under 10 live with
their parents.’

(13) An orientation programme, relevant and appropriate to the supervised
group’s requirements, will be provided to the group.

(14) All members of the group will be informed of how to access proper and fair
procedures for dealing with grievances.

(15) The International Student Manager will check in with the students in the
group on a regular basis and ask them questions to elicit if they are happy in their
accommodation, or have any concerns or problems. Any concerns they raise will
be investigated and followed up without delay.

(16) In the event of serious concerns relating to accommodation, the International
Student Manager will move the student to alternative, Code-compliant
accommodation to ensure their safety.

(17) When the group’s enrolment ends, each member of the group will be asked
to complete an evaluation form.

4. Group supervision

(18) Glendowie School International Staff will have overall responsibility for
supervision of visiting group members during enrolment.



(19) Depending on the individual group circumstances, supervision may be
provided by the following:

a. Glendowie School’s teachers/non-teaching staff members
b. Teacher accompanying the group

c. Aninterpreter wherever possible

d. A professional in the particular activity

(20) Where the students participate in school-organised activities or excursions,
the ratio of adult to student supervision required by the Ministry of Education for
domestic students will apply. Should the activity involve specific outdoor activities
such as water sports, the group will be accompanied by a suitably skilled staff
member(s) or professional(s) in accordance with the school’'s Education Outside
the Classroom Policy. All other safety management procedures will be followed
as for any school-run excursion.

5. Medical and travel insurance policy
(21)  Under Glendowie School’s Policy for the Management of Supervised Groups,

all students in a supervised group are required to have appropriate medical and
travel insurance for the duration of their enrolment.

(22) Glendowie School will advise all prospective group organisers about the
school’s medical and travel insurance requirements.

(23) Insurance may be purchased in the country of origin or through Glendowie
School provided that cover is deemed sufficient by the school.

(24) Supervised groups may have combined medical and travel insurance on one
policy, however, separate policies are also permitted.

(25) The International Student Manager will be responsible to ensure all insurance
policies are sighted, copied, and kept on file, and for ensuring appropriate cover.

6. Management of Education Agents

6.1 - International Students: Management of Education Agents
Reviewed Jan 2024

Appointment of an Agent

(1)  The initial contact between the agent and the school may be initiated by either
party. Where an agent makes the approach and wishes to partner with the school
for the recruitment of students, the International Student Manager will ask the
agent to complete the Agency Application Form for Glendowie School. Where the
school has made the approach, we may already have sufficient information not to
require the form, but reference checking will still be carried out.

(2) On receipt of the completed application form, the International Student Manager



will do the following checks:

e Google the agent’s name and agency name in case of any negative
publicity/court cases or other concerning information in the public domain.

e Seek written references from referees provided on the application form by the
agent, and/or other referees at the discretion of the school.

e Record in writing, the results of these reference checks and save these in the
Agents'’ file.

Contractual Arrangements

(3) Once the International Student Manager is satisfied, to the best of their ability, that
the agent is reputable, they will issue an Agency Agreement and send it to the
agent for signing.

(4) When the Agency Agreement has been signed by the agent and the school, it will
be saved in the Agents’ file

Ongoing Agent Training

(5) The school will aim to meet with each active agent at least once a year. These
meetings may take place:

- in person with onshore agents, by International Student Manager making
appointments to meet them at their offices or at the school;

in person with off-shore agents if they visit NZ;

in person, off-shore, when the school representatives undertake marketing trips
to the agent’s country; or

via an online meeting platform. The International Student Manager will make
appointments to meet online agents who school staff are unable to meet in
person.

(6) The purpose of these meetings is to build relationships of trust with agents, and to
ensure that they are fully informed and updated with correct information for
families. Where possible, in larger agencies, the school will ask to conduct training
with relevant counsellors working for the agency to ensure that those on the front
lines of meeting with families have a full understanding of the New Zealand school
system and what the school can and cannot deliver.

(7) Another purpose of these meetings is to obtain feedback from agents (and
through them, from families) on compliance requirements such as the quality of
marketing materials (are they clear, sufficient and accurate?), the family’s
experience with the school, support for the student, and other aspects of school
performance to feed into self-review processes.



(8) Where agents are deemed inactive, that is, they are not actively promoting the
school and have not recruited any students for the school in the last 2 years, it
may not be practicable for the school to meet with them every year, but they will
be updated via written communications to ensure that the information they hold
about the school is current and complete.

Monitoring Agent’s Performance

(9) The International Student Manager will report to the Principal annually on the
performance of our agents, and any breaches of the Education Code of Practice /
terminations of agent contracts.

Agent Management

(10) In the event that the school has concerns over an agent’s actions, or receives a
complaint about an agent, or receives negative feedback from students or parents
in school surveys, the school will follow these processes:

e Investigate the actions of the agent, by requesting more information from
students or parents. Where necessary, the school will arrange a neutral party
who can speak the parents’ first language to communicate with parents in this
regard.

e Where the school deems it necessary to act on these concerns, the
International Student Manager will communicate the school’s concerns to the
agent, being mindful of privacy/confidentiality issues, and request the agent to
respond to the school’s concerns.

(11) Once the school has heard what the agent has to say, the Director of International
Students will weigh up the evidence, and the likely impact on students before
deciding on appropriate measures to take in response. These may include a
warning letter to the agent informing them of the school’'s concerns over their
conduct or practice, a re-training process to support well-meaning agents in giving
good information to families, or termination of the agent’s agreement if the agent
has been involved in any serious, deliberate, and ongoing conduct that is false,
misleading, deceptive, or in breach of the law or has jeopardised the signatory’s
compliance with the Code.

Glendowie School and its agents abide by the Code of Practice for International Students

e Agency Commission is 15% each year that the student is enrolled at Glendowie School for
the period of that visa and that tuition agreement.

e All Students are required to have the correct valid visa/permit if attending Glendowie
School. Visa Information can be obtained from Immigration NZ.

e Glendowie is a signatory for the Code of Practice.

e Glendowie is a signatory to the Code of practice to take group students.

e International Students 10 years and older can live with:
1. Their Parent



2. Designated Caregiver
3. Approved Home Stay Arrangement
International Students younger than 10 years must live with a parent unless there is a legally
accepted document that the Courts have awarded a person as a Legal Guardian to the
International Student.
Group Students
Agents applying to bring International Groups to our school will need to adhere to our Group
Student Policies.( Groups may be accepted for a minimum of 2 weeks depending on our
policy and numbers already enrolled)
Visitors Visa
e A student who wishes to study from 3 weeks ( in February ) at other times of the year the
minimum time is 4 weeks must hold a visitor’s visa issued by Immigration NZ.-International
Student Fees will apply for enrolment.
e Students younger than 10 years must be accompanied by a parent or legal
guardian. This is in accordance with the Code of Conduct

Application Process
e The school receives an application for Enrolment

e The school gives a written offer of place (once the application form has been received)
subject to:

International Fees being paid to the School

Travel and Health Insurance (to the required amounts) being purchased
Correct Visa being obtained

Accommodation Requirements being met.

o

o O O

Th hool will confirm the offer of pl men :

e Receipt of International Fees and letter given to the agent or parent to support their visa

application with Immigration.

e Confirmed Tuition Agreement including starting date and finishing date once the correct

visa has been received.

Information for Parents

Agents need to insure that all prospective students have in writing the following information at
the time of enrolment;

Cost of tuition and all other course-related costs, so that there are no substantial hidden
costs

Application requirements and procedures

Conditions of acceptance

Refund conditions.

Copy of our student handbook

Information on facilities, equipment and staffing;

Information on the course the signatory offers;

Information on medical and travel insurance requirements

Information and advice on the types of accommodation applicable to students together with
the costs

Copies of the Code (In their First Language)



Special Needs
The school will not be able to take Special Needs Students

Insurance

Students are able to arrange insurance with Southern Cross through the school. We act as
an agent for them. Or they can purchase their own travel and health insurance as unlimited
or to the requirements, as shown in our policy. See also student handbook.



7. Complaints and Concern Procedure

7.1 - Complaints Procedure for International Students
Reviewed Feb 2024

> For the purposes of these procedures, we define complaints as follows:

o Complaint means: an approach to the school by or on behalf of a student that
expresses dissatisfaction or unhappiness with some element of the student’s
enrolment at the school. Complaints may relate to pastoral care, accommodation, the
education programme or any other element of the student’s enrolment. Complaints
can be made formally or informally and are dealt with initially through the school’s
internal complaints procedures.

o Where a student is unable to access a school’s internal complaints process or is
dissatisfied with the outcome of that process, they may make a formal complaint via
iStudent Complaints, or to the Code Administrator. This type of complaint is referred
to in these procedures as an ‘external complaint’.

1. Internal Complaints Procedures

The school will develop procedures for students to express complaints and have them dealt
with fairly and effectively.

These procedures will:

be easily understood and followed by students.

be clearly communicated to students and their parents.

cover a range of complaints.

provide recourse for students and their parents if they are not satisfied with how their
concern was dealt with.

In developing these procedures, the school will:

apply the principles of fairness, consistency, objectivity, and promptness when
responding to complaints.

make the procedures easy to understand by using a visual flow chart, and step-by-step
instructions, in plain English, as well as in other languages if necessary.

develop the procedures in consultation with international staff and other relevant staff.

include clear direction on who to go to for support, and where they can be found.

identify different types of complaints and the appropriate person to deal with each type
of complaint.

advise international students first to approach the staff member closest to the problem.

inform students about the procedures both verbally and in writing.

make the information available to students via orientation materials, and to parents via
the international student handbook.



display the complaints procedure information in the international office, ESOL
classrooms and other areas frequented by international students.

inform ESOL teachers in the school of the international student complaints procedures.

inform residential caregivers of the procedures in the written information provided to
them, and verbally during the initial vetting interview, so they can support their student.

let students know that they have a right to an advocate, and make sure advocates have
institutional knowledge (policies, procedures, people) and can listen without prejudice to the
student’s point of view.

let students know that they may bring another support person with them (such as a
friend or family member or homestay parent) during any stage of the process.

survey students, parents, staff to check comprehension of the complaints procedures
and record results as evidence for self-review and update these procedures in response to
feedback.

2. External Complaints Process

The school will provide information to students or parents on how to submit a formal
complaint to NZQA in the event they are not satisfied with how their complaints were dealt
with by the school.

The school will:

display the complaints process information in key student areas (ESOL classrooms)
around the school.

provide information about complaints processes on the school website.

include information about the complaints process in Student Handbook and orientation
materials.

inform students of the process both verbally and in writing.

inform agents of the complaints process (in the Student Handbook)

include updates about the NZQA complaints process and the DRS in international staff
meetings or PD sessions, keeping minutes or presentation notes as evidence for self-review.

3. Staff Procedures for Addressing Complaints

The school will develop staff procedures for dealing with complaints by international students
or their parents/legal guardians or other stakeholders.

These staff procedures will:

identify the key staff involved and clearly define their roles and responsibilities at each
stage of the process.

Determine how the complaints procedures are communicated to students, parents and
other parties

Identify how and where an international student complaint, the steps taken to resolve it,
and the outcome are recorded.

Align with the procedures for students to raise complaints.

Be regularly reviewed.

In developing these procedures, the school will:



apply the principles of fairness, consistency, objectivity, and promptness when
responding to complaints.

use staff experienced in working with international students and the requirements of the
Code to develop and review the procedures.

ensure that all staff who may be approached by students with concerns, understand the
school's Code responsibilities and have training in how to respond appropriately to concerns
or complaints, including active listening, and applying the principles of fairness, consistency,
objectivity and promptness.

identify individuals within or outside of the school who may be appropriate advocates
for students who wish to talk to the school about a complaint. These will include a list of first
language speakers and their contact details, for all language groups within the international
student cohort.

inform students that the school has access to first language support people, should
they need advocacy or support.

check that the information given to students matches with actual practice.

hold specific meetings where staff discuss student issues and concerns and identify
and address these early.

keep records of all complaints received, the steps taken to resolve them and outcomes
in each case in their file.

communicate with parents about concerns expressed by their child and how the school
is addressing these concerns.

identify the points at which parties will be updated on progress, and how they will be
informed of these updates.

provide all parties with a written summary of the outcome of the complaints.

check in with the student and, if necessary, their parents after the matter has been
resolved to ensure they have been able to resume student life and do not need additional
support.

refer any ongoing complaints to a different (more senior) person within the school than
the staff member(s) who dealt with the initial complaint.

gather feedback on the effectiveness of the procedures and make changes as
necessary as part of the school’s self-review process.



7.2 - Concern and Complaints Action Chart for International Students
Reviewed Feb 2024

If something is making you unhappy talk to someone to help solve the
problem. You can ask a friend or another person to support you.

Not happy with the outcome?

Ask a trusted staff member to help you approach the Principal
or Board of Trustees

If you think the school has not found a

. - . Submit a complaint query on the
satisfactory solution and is in breach of the NZQA website www.nzaa.covt.nz
Code contact WWW.NZ0a.90VL.Nz

NZQA: 0800 697 296 or email risk@nzqga.govt.nz

If your complaint is about fees, contact iStudent Complaints
www.istudent.org.nz



http://www.nzqa.govt.nz
mailto:risk@nzqa.govt.nz
http://www.istudent.org.nz
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