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Welcome to Mercury Colleges 
 

 
Pledge 

 

We enrich the lives of people. We provide learning in a fun, caring 

and responsive environment. This opens a world of opportunity for 

our students. 
 

 
Promise 

We are responsive, and we care. 
 

 
Core Values 

Empathy, Commitment, Integrity, Fun & Teamwork. 
 
 

 

 

Congratulations you are starting your international student journey at Mercury Colleges (MC)  

This Student Handbook is your guide through study with our College as an International Student studying a 

career course in vocational education.  We aim to provide you with the best facilities, trainers and support 

services and exciting and interesting courses for your study in Australia.  

Please take time to read this information. During orientation, when you arrive at College,  and before you 

start your course, we will take you through the orientation sessions and talk to you about the details in this 

handbook.  

You can refer to the details in this International Student Handbook during your time at Mercury Colleges, so 

remember you can read it anytime on the website.  
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A Handbook for students enrolled in a VET course   

This Mercury Colleges Student Handbook is for students who enroll in an Australian Qualifications Framework 

course as listed on the National Register at www.training.gov.au and CRICOS at 

www.cricos.education.gov.au. It contains important information to provide student support from 

commencement to completion. 

Mercury Colleges Details 
Company Name Mercury Colleges Pty Ltd 

RTO Name: Mercury Colleges  

Head Office Address: Level 1,2 & 7  

245 Castlereagh St. NSW 2000 

RTO ID: 0872 

CRICOS Provider Code: 00172B 

ABN: 55 001 799 891 

Telephone: (02)8211 1128 

Email: info@mercurycolleges.nsw.edu.au 

Registered Training Organisation (RTO) & CRICOS Provider  
As a registered training organisation (RTO) and a CRICOS provider, Mercury Colleges is bound to  comply with 

the Vocational Quality Framework (VQF), the ESOS Act 2000, the National Code of Practice 2018 and other 

requirements specified by the Australian Skills Quality Authority (ASQA).  

Mercury Colleges is registered by the government regulator, called the Australian Skills and Quality Authority 

(ASQA). www.asqa.gov.au   

You will be guided and provided with information in this handbook and off the website and through our 

student services department to make sure that you understand what it means to be a successful student at the 

College.  

ESOS Framework 
 

The College is committed to providing you with quality education and protecting your rights. The Australian 

Government requires overseas students in Australia to have a safe, enjoyable and rewarding place to study. 

Australia’s laws promote quality education and consumer protection for overseas students. These laws are 

known as the ESOS framework and they include the Education Service for Overseas (ESOS) Act 2000 and the 

National Code. 

 

 

 

 

http://www.training.gov.au/
http://www.cricos.education.gov.au/
mailto:info@mercurycolleges.nsw.edu.au
http://www.asqa.gov.au/
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Protection for Overseas Students 

As an overseas student on a student visa, you must study with an education provider and in a course, that can 

be found on the Commonwealth Register of Institutions and Courses for overseas Students (CRICOS) at 

http://cricos.education.gov.au/ 

 CRICOS registration guarantees that the course and the education provider at which you study meet the high 

standards necessary for overseas students. Please check carefully that the details of your course – including 

location – match the information on CRICOS. 

Your Rights 

The ESOS framework protects your rights, including: 

• Your right to receive, before enrolling, current and accurate information about the courses, fees, 

modes of study and other information from your provider and your provider’s agent. 

• Your rights to sign a written agreement with your provider before or as you pay fees, setting out the 

services to be provided, fees payable and information about refunds of course money. You should 

keep a copy of your written agreement. 

• Your rights to get the education you paid for. The ESOS framework includes consumer protection that 

will allow you to receive a refund or to be placed in another course if your provider is unable to teach 

your course. 
 

Your rights to know: 

 How to use your provider’s student support services 

 Who the contact officer is for an overseas student 

 If you can apply for course credit 

 When your enrolment can be deferred, suspended or cancelled 

 How the course is delivered including face to face at campus and online distance modes  

 What your provider’s requirements are for satisfactory progress in the courses you study 

 How attendance will be monitored for those courses 

 What will happen if you change providers 

 How to use your provider’s complaints and appeals process 

 

 

 

 
 

 

http://cricos.education.gov.au/
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Mercury Colleges Staff   
The following chart provides details of important staff that will provide support and assistance to students:  

Department: Position Name 

Management Chief Executive Officer Jacob Semhat 

CFO Alan Qin 

Academic Manager Kellie Marzol 

Operations Manager  Adam Ibrahim 

Compliance Manager/ EA  Daria Poerschke 

Registrar Alessandra Brambilla 

Marketing Marketing Manager (Southeast Asia)  Niphaphon Chitchom 

Marketing Manager (Europe and India) Filippo Barilli 

Marketing Manager (South America – onshore) Davis Barragan Simoes 

Marketing Manager (South America- Offshore) Viviana Penida 

Marketing Manager (Brazil and Korea) Luara Aguir 

Student Services Student Services Manager 

Student Services Officer 

Student Services Support Officer 

Student Services Officer (Adelaide) 

Haruko Livingstone 

Luara Aguiar 

Susan Tomiello 

David Barragan Simoes 

Student Services Student Welfare Counsellor Pia Saithanu 

Welfare First Aid Officer Jacob Semhat and Adam Ibrahim 

Finance Accounts Grace Hu 

Mercury Online 

Delivery Support 

Academic Support Officer  Sam Hillani  

IT General IT Support Contact help platform 

Studying in Australia as an International Student  
Australia prides itself on being a safe, welcoming and multicultural country. The Australian Government, state 

and territory governments, educational institutions and the Australian community are here to support you.                 

It is very important that you understand your obligations as an international student in Australia. We refer all 

students to the Australian government website www.studyinaustralia.gov.au. 

 
 

Study in Australia uses social media to keep student informed. See #inThisTogether  

Study Sydney is a good website for students   www.study.Sydney website which has resources and 

information for international students to study in Sydney. 

See the social media pages for Study NSW and Study Sydney to keep up to date.  

http://www.studyinaustralia.gov.au/
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The Mercury Colleges website has a section called About Australia and Student Life.  

Go to our website and follow the recommended links for more information. 

Living costs in Australia 

Knowing the average living costs in Australia is an important part of your financial preparation. For your 

reference, here are some of the costs associated with living and studying in Australia. (All costs are in 

Australian dollars.) 

 

Accommodation and Living Expenses 

 

An international single student living in Sydney requires approximately AU$18,000-$21,000 for living expenses 

each year (Australian Education International) Note: This figure does not include tuition fees. 

Remember that your cost of living in Sydney will vary according to your lifestyle. For example, eating out at 

restaurants all the time will increase your living costs a lot, as will driving a car (you will have to pay for petrol, 

registration, maintenance and insurance, as well as the car itself). 

Suggested weekly budget (Remember figures are in Australia dollars and accurate as of 2019): 

Accommodation $95 - $215 (for a room in a shared house or apartment) 

Gas, electricity $10 to $20 per week  

Phone and internet $15 to $30 a week  

Food and eating out $140 to $280 a week 

Public transport A$30 to A$60 a week  

For more information please visit Sydney Transport www.transportnsw.info 

For more information please visit Study in Australia https://www.studyinaustralia.gov.au/English/Live-in-

Australia/living-costs 

 

Minimum cost of living 

The Department of Home Affairs (DHA) has financial requirements you must meet in order to receive a 

student visa. Below is a guide on the requirements you must meet to study in Australia – Australian Dollars 

(AUD) : 

• You – the student or your guardian - $21,041   

• Your partner - $7,362   

• Your child - $3,152   

• The cost of education for a dependent child is an additional cost to people on a student visa. You 

need to consider this in your expenses before you come to Australia.  

For further information, please refer to: https://www.studyinaustralia.gov.au/english/live-in-australia/living-

costs  

The Home Affairs website covers in more detail how to work out how much money you might need to cover 

the costs of your stay in Australia as international student.    

https://www.studyinaustralia.gov.au/English/Live-in-Australia/living-costs
https://www.studyinaustralia.gov.au/English/Live-in-Australia/living-costs
https://www.studyinaustralia.gov.au/english/live-in-australia/living-costs
https://www.studyinaustralia.gov.au/english/live-in-australia/living-costs
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The Insider Guides 'Cost of Living Calculator' is also a useful, practical tool to help estimate your cost of living in 

Australia www.insiderguides.com.au/cost-of-living-calculator/ If you experience financial trouble while in 

Australia, talk to your institution’s international student support staff for assistance. 

Course Information 
Mercury Colleges is registered by the regulator, called the Australian Skills and Quality Authority (ASQA) to 

offer nationally recognised qualifications.  

The nationally recognized vocational qualifications on our scope of registration that we are currently offering 

to International Students are under course information on the website and in our Brochure.  

College Locations 
Mercury Colleges operates at three approved locations. Information about these locations where 

your class may be running are on the website and you will be given a tour at orientation.  

❖ Sydney city campus  

❖ Hurstville campus  

❖ Adelaide campus  

Orientation to the College and the Course 
Student services staff will organise your orientation. On your first day at our College the team will welcome 

you, answer your questions and give you information. This is called student orientation.  

The orientation program includes:   

➢ About the College and welcome  

➢ Student support services available to students  

➢ Course timetable and delivery  

➢ Log ins and use of online systems at our College  

➢ Rules of the College  

➢ Attendance requirements and monitoring procedures 

➢ Academic misconduct procedures  

➢ Course progress requirements and procedures  

➢ USI (Unique Student Identifier) set up 

➢ Contact persons at our College 

➢ Emergencies 24/7 phone number 

➢ Tour of the facilities and resources 

➢ Keeping our campus and our staff and students COVID safe  

➢ Use of computers and mobile phones and devices  

➢ IT help desk support for the online courses  

➢ Use of printer and photocopier  

➢ Maintenance of the equipment  

➢ Help outside - legal services  
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➢ Medical information and emergency and health services 

➢ Complaints and appeals processes 

➢ Safety using public transport  

➢ How to keep your property safe 

➢ Overseas Student Ombudsman  

➢ RPL (Recognition) and Credit Transfer (Advanced standing or exemption)  

➢ College transfer  

You must attend an orientation session and sign off on this activity. We will ask you to complete a form that 

updates your personal details for the College database and provides more information about your background 

and any special needs that we must collect as a registered training organisation.  

Overseas Student Health Cover 
Overseas Student Health Cover (OSHC) is a government requirement. Family includes the student, the spouse 

of the student and any dependent children of the student up to 18 years of age who have been authorised to 

enter and remain with the student and who are residing at the same place of residence as the student in 

Australia. 

Compare all Australian Government-approved providers for overseas student health care cover in one place by 

visiting www.oshcaustralia.com.au to buy your policy and have it in minutes. 

Or you can talk to our reception if you need any help in regard to Overseas Student Health Cover. For more 

detailed information on OHSC refer to:  

www.oshc.bupa.com.au for BUPA or by phone on (+61) 134 135 

 www.medibank.com.au or alternatively contact Medibank Private by phone 1800 188 188 or  

www.ahm.com.au for Australian Health Management or by phone on (+61) 134 246  

www.oshcallianzassistance.com.au for OSHCALLIANZ or by phone on (+61)136 742 

Mercury Colleges website –A “Go to Here” Place for Information  
Our website www.mercurycolleges.nsw.edu.au  has a student information area. There is a lot of information 

for you on the website. But when you are an official student with our College, you will receive log in details to 

a student portal of our learner management system. You can login to your Student Portal from the website 

under the E-Learn Login section. This takes you to the WISENET database where you will be able to keep up to 

date with your course, personal details and much more.  

You can also access your course in E-Learn, the online learning platform. You will be shown how to navigate 

during orientation. 

We will show you around the website and student portal as part of your orientation to the College.  

Address and Contact Details 
Students must provide your current residential address and keep this up to date. Failure to do so may result in 

a cancellation of your Student Visa by the DHA. 

There are two ways of doing this if your address changes:  

http://www.oshcaustralia.com.au/
http://www.oshc.bupa.com.au/
http://www.ahm.com.au/
http://www.oshcallianzassistance.com.au/
https://www.mercurycolleges.nsw.edu.au/
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• Fill in the Change notice form that is available in reception. It is important to notify Reception in 

person within 7 days if you have a change of address and contact details. 

• Go onto the website and in the student portal. Log in with your student number and update your 

details.  

Student Card 
When you start at the College, we will arrange for you to have a College student card. We take your photo at 

orientation, and you will be able to pick it up from reception within a week. The student card can be used as a 

concession card at museums, theatres, cinemas etc. They are not valid on public transport in Sydney, as 

international students must pay adult fares. There is a charge for replacement of a lost card. 

College Academic Calendar  
The academic year of Mercury Colleges is 40 weeks divided into 4 terms of 10 weeks for every term. 

Students must study full time for a minimum 20 scheduled hours per week according to the timetable we 

supply. Students are only allowed to take breaks during the public holidays and nominated College 

holidays. 
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Course Timetable 
Timetables and room allocations are set in advance but may change each term. You can check on your 

timetable in these ways: 

• New students receive the timetable at orientation. 

• Timetables are posted at least 1 week prior to the commencement of the next term on the College 

noticeboards  

• There is a calendar that is regularly updated in the student portal.  

College Facilities and Equipment 
Mercury Colleges is a purpose- built facility in a commercial building. It has a welcoming reception and student 

space and a suite of offices, meeting and counselling space. There are lecture rooms and a computer rooms. 

The College is wi-fi enabled.  

  Training facilities include: 

• A modern office style building  

• Fully resourced classrooms   

• Fully resourced computer rooms 

• Student open space  

• Counselling rooms for meetings with the student and staff  

• Adequate acoustics, ventilation and lighting 

• Toilet facilities including disabled accessible facility  

• Computers with access to the Internet 

• Online learning platform 

• A printer and photocopier for student use  
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In the event of a planned relocation of the College we will notify both ASQA and our students at least three 

weeks prior to the relocation taking place. This notification will provide details of our new address, a map of 

how to get there and other details relevant to the relocation and student studies during this transition period. 

What you must supply  
Mercury Colleges use technology to teach your courses. We have computer rooms and the College is wi-fi 

enabled. All students need  their own computer or laptop and access to the internet away from the College 

usually at home.   

Student Breaks  
Outside of the College there is a choice of places to eat and relax.  

Student Support Services 
Mercury Colleges supports students to adjust to life and study in Australia and to achieve satisfactory course 

progress. It is important that we offer support services so students understand their obligations on a student 

visa while studying in Australia.  

Orientation is the first and important part of student support. We talk about and give more information on:  

• Student support services available to students in the transition to life and study in a new environment 

• Legal services 

• Emergency and health services 

• Facilities and resources 

• Complaints and appeals processes 

• Counselling services 

• Any student visa condition relating to course progress and/or attendance  

Communication and student intervention is the second and important part of student support.  

If you are falling behind in your study and results each term, we communicate with you and make individual 

case by case arrangements. These are called student academic intervention, and this is an obligation of the 

College as an RTO and CRICOS provider.  

Our expectation is that every student, and especially who enrol in a “package” of courses at Mercury Colleges 

will gain the full qualifications in their pathway study arrangements. You will read more about this in this 

Handbook and can see our policies on the website. 

Welfare related support services is the third and important part of student support.                                           

We will discretely offer referrals to welfare services if there are some personal issues that may arise during 

your study. Some services offered through our staff are provided at no additional cost to the student. If we 

cannot assist in your particular support needs, the College will refer a student to external support services.  

The College will not charge for a referral, but fees may be applicable from the service provider. 

Our College has a documented Critical Incident Policy together with procedures that covers the action to be 

taken in the event of a critical incident, the required follow up to the incident and records of the incident and 

action taken. See the emergency contact details that follow here.  

Our College ensures that the staff members who interact directly with students are aware of the obligations of 

a College under the ESOS framework and the potential implications for overseas students on a visa arising 

from the exercise of these obligations. This information is communicated to staff through inclusion in staff 

meetings, and across our policies.  
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External Counselling Services and Assistance 

There is a list of support services on the notice board at reception.  

Emergency, Health Services and Useful Numbers 
Mercury Colleges Student Services Officers (Sydney) (02) 8211 1128 
Mercury Colleges Student Services Officers (Adelaide) 08 8117 2417 
BUPA helpline 13 41 35 
Department of Home Affairs (DHA) 131 881 
National Coronavirus Helpline ( for OS students)                               1800 020 080  
Domestic Violence Line (24 hours) 1800 656 463 
Health Services Australia (Medical Examination) (02) 8396 0600 
International Directory Service 1225 
Kids Help Line 1800 551 800 
Lifeline Counselling Service (Telephone Counselling) 13 11 14 
Police, Ambulance, Fire 000 
Privacy Hotline 1300 363 992 
Public Transport Information Line (Timetables, etc.) 131 500 
Smoking Quit Line 13 78 48 
Telephone Directory Assistance 12 456 
The Head Office (Admissions) (02) 8211 1118 
Translating and Interpreting Service (24 hours) 131 450 
 
Counselling and Mental Health Services available 24 hours  
Telephone Counselling Services:  
 Lifeline 13 11 14 
 Salvo Crisis Line 1300 371 288 
 International Student Emergency Line 1800 814 781 
   

Specialist and Welfare Telephone Services available 24 hours 
 Domestic Violence Service 1800 656 463 
 Rape Crisis Centre (02) 9819 6565 

     Women’s and Girls Emergency Centre (02) 9319 4088 
  Poisons Information Service 131 126 

 

Community Services  

 Mental Health Carers NSW (formerly ARAFMI)                 (02) 9332 0700 
 Abortion Grief Counselling 1300 363550 

Abortion Trauma & Crisis Pregnancy Help 1300 737732 
Alcohol & Drug Info Service (02) 9361 8000 
 G-Line (Gambling Counselling) 1800 633649 
 Men’s Line Australia 1300 789978 
 Mission Australia Helpline 1300 886999 
 Pregnancy Help Line 1300 139313 

 

Housing   
 Tenants Union of NSW Hotline (02) 8117 3700 
 Youth Emergency Accommodation Line (recorded info) 9318 1531 

Money & Credit   
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 Credit Helpline 1800 808 488 
     Centrelink Youth & Students Line 132 490 

Department of Industrial Relations   
Wage line  1300 369 945  
Workplace Rights Hotline  1300 737 841  
Employment  1300 369 925  

Human Rights & Equal Opportunity Commission   

Human Rights & Equal Opportunity Commission (02) 9284 9600  
Complaints Info line 1300 656 419  
General Enquiries 1300 369 711  

 
Medical Assistance 
Listed below are some contact details for medical centers, opticians and dentists that 
are located near the College. 
Sydney CBD Medical Centre 

        General Medical Practice 
 242 Castlereagh St, Sydney NSW 2000 Tel: 02) 9268 0133 
Town Hall Clinic 

       Level 1, 50 York Street Sydney Tel: 02) 9299 4661 
Dentist 

       Dr Deborah Kwan 
175 Liverpool Street, Sydney. Tel: 02) 9268 0321 
Information on Sydney 

       Listed below are some useful websites with information about Sydney: 
Discover Sydney – www.discoverysydney.com.au  
Australian Tourist Commission – www.sydney.com.au 
Sydney City Search – http://Sydney.citysearch.com.au/  
Official City of Sydney Site – www.cityofsydney.nsw.gov.au 
Lonely Planet – https://www.lonelyplanet.com/australia/sydney 
Sydney Post – www.sydneypost.com  
Tourism New South Wales – www.tourism.nsw.gov.au 
Sydney Morning Herald – www.smh.com.au 
Sydney Transport – www.sydneytransport.net.au 

 

        Legal Services 
Listed below are lists of Legal Services available in the Sydney Metropolitan area. This 
section is relevant to all our students who may require legal advice or solutions 

 
Legal Aid New South Wales – https://www.legalaid.nsw.gov.au 
Combined Community Legal Centers group (NSW) Inc. – http://www.nswclc.org.au 
 
 

Counselling  
Counselling is provided by our Group Welfare Counsellor is available to all students at Mercury 

Colleges on matters ranging from private concerns to living issues. 

Students can see the counsellor for a variety of reasons. Everyone finds themselves in difficult 

circumstances at some time in their lives. Sometimes students want to speak to someone who is 

professional, confidential and separate from family and friends. 

https://www.lonelyplanet.com/australia/sydney
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Why you may see the Counsellor 

If you are having personal difficulties, or just want to talk about: 

❖ Your special needs  

❖ A disability 

❖ Relationships Family issues 

❖ Ongoing problems with anxiety, stress, shyness, depression, low self-esteem If you need 

moral support in attempting something challenging 

The College will provide access to welfare related support services to assist students at no additional 

cost to the student, which includes counselling services. In some cases, the College counsellor may 

refer you to an external provider, which will be at no additional cost, however, the external provider 

may have their own service fees, and students may have to pay this fee). Please see Student Services 

Officer to learn more about Counselling Services that are offered and to make an appointment. 
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More about Studying at Mercury Colleges  
As an international student you are required under your visa conditions to study in a full-time course. The 

Mercury Colleges VET courses are all planned around 20 scheduled contact hours per week during term. 

These 20 hours are carefully organised into units of study and timetabled as follows: 

❖ 15 hours per week is delivered by your trainer to you and your group in the classroom or streaming 

through TEAMS virtual classroom . You are using the resources in E-Learn  

❖ 5 hours per week planned online learning is done in your own time using the same resources in the E-

Learn platform.  

E-Learn: This is an online learning management system (LMS). It houses all the teaching materials, the 

assessment materials and your work is uploaded and saved into this platform. Mercury Colleges students 

MUST use the platform to do their class work and their extra online learning and then the assessments.  

o You will be guided through the navigation of the platform by your trainer.  

o You will be introduced to the platform at orientation.  

o You will set up your own laptop computer for the teacher led delivery and self-study.,  

o You will also use the College computers when you are on campus.   

o You will become familiar with the E-Learn platform as you study and progress for 6 months to 1 year 

or more.  

o You trainer will post group messages and run forums in E-Learn. This is your study community online. 

o Your progress and results for each unit are all seen in E-Learn.  

Here is more information about how the courses and timetables are arranged.  

Learning in the classroom or online streaming : 75% of the course scheduled hours are delivered in the 

classroom face to face or streaming through TEAMS virtual classroom.  

Students are required to join and attend the timetabled classroom learning for 15 hours every week to 

complete the weekly structured training for an overseas student. The trainer leads the group learning sessions. 

You will get access to your course materials in E-Learn. Your attendance is recorded. We have a record of your 

participation through TEAMS virtual classroom.  

Online learning in your own time: 25% of the course scheduled hours are delivered online through E-Learn.  

Students are required to set aside 5 hours per week in their own time outside of the group sessions to 

complete the online learning. This is the scheduled 5 hours every week to complete the learning content.           

The online learning is planned out in topics and activities that students must log in and spend time reading and 

watching then doing activities. All the course resources are available 24/7.  

Your time and completion of the activities is logged in the E-Learn system and monitored by your trainers 

every week follow up. So, you must do this work. It will help you to be ready for the assessment tasks.  

Supporting online study: You are introduced to E-Learn during orientation and can follow up with Student 

Services staff for extra online navigation to get started.  
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 If extra support is required, you need to contact IT support through the platform following the getting to know 

the site guides and using the help menus. You can also discuss any technical issues with the trainer’s face to 

face when you come to class.  

All instructions are in English. The College is set-up with facilities which provide plenty of opportunity and 

ample space for you to practice and develop your skills.  

Education Support and Tutorials  
Our trainers want you to do well in your study, so we offer education support strategies such as:  

• Individual in class support to students. 

• Group support through TEAMS virtual classroom.  

• Encouraging students to work at their own pace using the online learning platform. 

• Replying to messages in the E-Learn platform and helping through messaging in forums and email. 

• We can offer additional tutorial times for students to work in smaller groups with their trainer.   

• We can offer English support through our ELICOS programs in Sydney campus.  

Conduct of Assessment 
The assessment is competency based which means you are tested against the standards outlined in the units 

of competency within the relevant National Training Package and its defined assessment guidelines. 

Assessment methods may involve you in: 

• Written questions 

• Oral questions  

• Case studies  

• Projects  

• Practical demonstrations 

At the start of every unit there is a unit overview and you will be given information on the topics and a delivery 

schedule including the units of competency and due dates for the assessments to be completed.  

Your learning activities and your completed assessments are marked with feedback by the Trainer and 

uploaded and kept as a student record in E-Learn.  

The results can be seen for every task and unit of competency as you progress through the units in your 

course. At the end of a unit, your final assessment record will be shown C  for Competent or NYC for Not Yet 

Competent.  

Students who have not passed the assessments but maintained attendance will be offered the chance to: 

• Re-sit the written tasks OR Re-submit the project 

• The students work will be remarked. 

Students who have not passed the assessment tasks and have not maintained attendance will be offered the 

opportunity to re-submit or re-sit but will be required to pay a re-assessment fee. Students have the right to 

appeal this decision. 
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Assessments and Academic Integrity  
Mercury Colleges trainers and assessors are teaching students nationally recognised qualifications that prepare 

you for the Australian workplace. It is important that students understand the value of Australian qualifications 

and that students are achieving competency in skills and knowledge for every unit through their own effort. 

That means we must uphold the values of academic integrity in our courses and the conduct and marking of 

assessments.  

Academic integrity is based on five values in teaching and learning. They are honesty, trust, fairness, respect  

and responsibility. (International Center for Academic Integrity, No Date).  

Academic Misconduct - Academic misconduct in assessments occurs when a student knowingly:  

• submits another person’s work as their own assessment   

• does an assessment  for someone else   

• falsely claims assessment work to be their own work or  

• provides false information in their assessment records  

 
Examples of Academic Misconduct include, but not limited to:  

• Plagiarism – such as copying from textbooks and website and not giving the refence  

• Cheating  

• Getting another person to do your assessment task  

• Doing another person’s assessment task  

• Falsifying information or data  

• Contract cheating – such as using exam agency to do your assessment tasks  

 
Mercury Colleges has policy and procedures for dealing with academic misconduct related to assessment.              

It starts with warnings and remarking and escalates to serious warnings for offences that breach the College 

rules. You will hear and read about this at a number of points during your time at the College:  

• Here in the VET Students Handbook  

• At Orientation when you are starting your course  

• On the website you can read the academic integrity policy and procedure  

• Your trainers will explain the academic checking procedures during the unit introduction.  

• E-Learn has more information about academic integrity and every time you upload and submit an 

assessment you complete a cover sheet that declares your understanding of academic integrity.   

Recognition of Prior Learning (RPL) 
If you believe you already have the skills and knowledge required to demonstrate competency you can 

request RPL. It does not matter whether you acquired your skills and knowledge through informal 

learning, work experience and/or life experiences. 

To request RPL you will need to: 

• Read your course information and talk to the CEO if there is anything you need explained 

• Collect and complete the Application for Recognition of Prior Learning form  

• Complete and RPL interview with a Trainer  

• Confirm you are eligible for RPL then go ahead with your evidence collection  

• Collect your evidence to show your competence. Your evidence must be valid (as described in the unit of 

competency), sufficient (enough), current (up-to-date) and authentic (your own work) 

• Organise the evidence you have for each unit of competency 
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• Present your evidence and the list of evidence for assessment. 

The assessor may ask you to undergo a challenge test. You will be provided with a written report on the 

outcomes of assessment of your application for RPL which you will be required to counter sign. This report will 

be filed in your personal file. 

Where RPL is granted before the issue of a student visa via Mercury Colleges, the course duration will be 

reduced. This will be shown on the letter of offer issued for that student. 

Where RPL is granted after the student visa is granted, the resulting change of course duration will be notified 

via a database called the PRISMS. 

Mercury Colleges does not charge for the processing of the RPL application. A fee does apply to complete the 

RPL assessment.  

If a student is granted RPL there may be a reduction in the total course fee and course duration. This will be 

explained in a letter to the student.  

Credit Transfer (CT) Advanced Standing  
Mercury Colleges recognizes relevant AQF qualifications and / or Statements of Attainment issued by any other 

RTO. We must verify the authenticity of such documents as required and to determine the currency of the 

units of competency/modules indicated on the transcript. 

We usually assess credit transfer requests at the application stage as this will affect the study load and the 

course duration and will be shown in the letter of offer to the student.  

Where CT is granted after the student visa is granted, the resulting change of course duration will be notified 

to immigration via a database called the PRISMS. 

Examples of Credit Transfer (CT) are:  

o Students transferring from another College who have completed the same units we offer in a course.  

o Students enrolling in a higher-level qualification who may have already gained electives that can be 

used as CT from a lower level qualification  

o Students in aged care and community services qualifications who get their First Aid and CPR units 

from another RTO and this is given CT at Mercury Colleges.  

Student Feedback is Welcome  
At several contact points in your student experience with the College you will be asked to complete surveys. 

This is your opportunity to provide us with feedback on the College, course, the trainers and assessors, the 

course administration, the training facilities, the training activities, Online experience, resources and materials 

and the assessment procedures. Your comments are always read closely and reported to management to 

improve our services. We gather final feedback at least at the end of your course.  

Issuing your Qualifications 
On successful completion of all units of competency you will be issued with a full AQF qualification and 

transcript of competencies achieved. If you do not complete the entire course of study a Statement of 

Attainment will be issued for successful completion of individual units of competency. 
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Trainers and Assessors  
Trainer Qualifications 

Mercury Colleges trainers come from a variety of backgrounds such as business, marketing, accounting and 

project management.  Our trainers teaching and assessing in community services qualification come from a 

different background such as nursing, counselling and community service social workers.  

 

Our trainers and assessors maintain industry currency and have the relevant qualifications required to teach 

the courses as set down by the regulators.  

These include: 

• Qualifications in their area of teaching.  

• Qualifications in training and assessment 

• Maintaining their professional development and currency in the relevant area of teaching  

Your trainers will: 

• recognise the cultural diversity of all students 

• ensure equal treatment of all students 

• encourage full participation and assist all students to achieve the course outcomes 

• provide equal access to resources 

• refer students with specific learning problems to appropriate agencies 

Community Services Workplace Coordinators  
Mercury Colleges also employs qualified and experienced staff to plan and support work placement for our 

group of courses in aged care and community social work.  

Student Attendance is Monitored  
All students are required to complete the scheduled 20 contact hours per week to meet compliance 

requirements and to gain maximum benefit from the course.  

Mercury Colleges will record and monitor student completion of hours in two ways:  

 Recording your class attendance per week (face to face or virtual classroom in TEAMS) 

 Recording your completion of E-Learn activities and time spent in the platform per week  

We operate a weekly timetable of 20 scheduled contact hours per week. This is made up of 15 hours trainer 

led delivery of the course  plus 5 hours of structured training online. 

At each session, your trainer will record the attendance. The trainer will log into the student management 

system or in an attendance sheet and update the attendance data so it is up to date and visible for 

administration and students.  

• Your class attendance (face to face on campus or virtual in TEAMS) is recorded in our database  

• Your activity and completion of work in E-Learn is recorded against scheduled hours per week in our 

database  

• We check this regularly and monitor at each block in the term  

• You can log into the student portal and see your attendance statistics.  
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Should you be unable to attend classes for reasons such as illness, serious family problems, you are required to 

contact student services and explain your absence.  

A medical certificate from a registered general practitioner is required if you are sick and this will be recorded 

on the attendance records. You must provide a copy of their medical certificate upon return to class and keep 

the original for future records. 

If you are not attending classes, or your attendance falls below 50% across a term we will notify you by SMS.  

We will offer support in case low attendance suggests problems for your study and life. We do this to make 

sure you are progressing with your studies. If you do not attend you will not be able to keep up with the work 

and assessments. 

Course Progress  
Mercury Colleges students will be made aware of our policy and procedures for recording and monitoring 

course progress then notifying and counselling students who are at risk of failing to meet course progress 

requirements. We manage course progress to make sure that every student is in  position to complete their 

course within the expected duration specified on the overseas student’s CoE. As a registered CRICOS provider 

we are obliged to report students, under section 19 of the ESOS Act, who have breached the course progress 

requirements. 

Here are explanations of the terms we are using in our policy and procedures and notifications to students;  

Course duration: The duration of the course is listed on the CRICOS and is the period of enrolment required to 

complete the course. The course duration is specified in the Agreement signed by the student and the 

Confirmation of Enrolment (CoE) that is entered into the immigration database by the College which then 

affects the total duration of the visa issued to the student. With support. every student should be in a 

position to progress and complete the courses on your CoE in the expected duration.   

Course progress: We record your progress in a course n two ways. Here is a simple explanation:  

Criteria 1 is course progress based on the results for a unit of competency. We want you to achieve ALL units 

in a qualification. That is your goal and our Colleges expectation.  

Criteria 2 is course progress  measured across a study period (a block or a term) and the duration of the full 

course. The College uses your results at Criteria 1 as the primary information to calculate if a student is 

making  satisfactory or unsatisfactory course progress against the expected completion dates of  a course 

(as on the CoE).   

 

Attendance: Overseas students are required to maintain a full-time study load which is 20 scheduled 

contact hours per week (on average) in the structured training. Face to face hours and online hours 

contribute to total scheduled contact hours timetabled per week. We also record your attendance using 

manual records and data from our technology platforms. 

 

Intervention: Intervention is a support process to inform, monitor and support students to successfully 

complete a course. If a student is completing all units in a block or term and can see his/her results are 

marked as C = Competent in the student portal, there is no need for us to offer intervention. The student is 

progressing well. However, is a student does not pass units in a term, then we start the early 

intervention support process.  
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Course Progress – Packaged courses   

Overseas students can enrol in more than one (1) course that builds to the “principal” course in a “packaged” 

arrangement that is confirmed in the CoE. The package defines the visa duration.  

The student will be receiving the early Intervention notification Email SMS at every term if minimum 

satisfactory requirements for one or more units have not been met.  

Where a student does not achieve competency in one or more units at the end of the lower level course in the 

package, then he/she has not maintained satisfactory course progress.     

Mercury Colleges expects that the student will complete the lower level qualification to go on to the next 

course in their “package”.  
 
We do not want any students to fail and fall behind.  

Continue reading here and visit the website for full details to make sure you  should understand how our 

course progress procedures work.  

Study period The study period for course progress is 1 term of 10 weeks. 

The Trainer reports result and Student Services monitor course progress  

Mercury Colleges is a technology enabled College that uses data and IT integrated systems to record student 

progress. Every student can access their data at any time.  

Trainers will mark assessments and complete the end of unit results for every student that are entered in the       

E-Learn results and progress area of the platform. These results are then entered in the student management 

system which contains all your records. Student Services department monitor your progress closely.  

Results are entered and we start checking at these points:  

• At the end of a unit of competency  

• At the end of a “block” of study which is 5 weeks  

• At the end of the term which is 10 weeks and the official “study period” for course progress 

calculation.  

 

Two consecutive study periods are used for calculating your course progress and for reporting purposes 

Reporting a student for unsatisfactory course progress occurs only when the student has been identified as not 

making satisfactory course progress in 2 (two) consecutive study periods. Where the course is a short course 

(less than 6 months) then the study period is the length of the course.  

Unsatisfactory course progress is failure in 50% of the units of study over the two consecutive study period. 

We intervene and support students who are not attending class or failing units in a term.  

When a student does not pass units and meet the course requirements for two consecutive terms, this is 

escalated to formal intervention and they are warned, offered support then they may be reported for 

unsatisfactory course progress to DHA via PRISMS as required under section 19 of the ESOS Act 2000 and this 

may result in their visa being cancelled. 

Student Services department does regular monitoring of your attendance and your results then sends out SMS 

notification where it falls below expected minimums over a term.  

Students can access their results through E-Learn.  
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Intervention – Support for Students  
All students enrolled in a course at Mercury Colleges may receive email notification about their progress.           

Where a student falls below the minimum satisfactory requirements for the unit and the study period across 

one or two terms, a series of escalating warning letters outlining the College intervention strategy will be sent  

 
Students enrolled in more than one course at Mercury Colleges will receive a Packaged Course 
Intervention notification email then escalating notices and warning letters  
This first and follow up warning notification advise the student that this course is a pathway to continued 

study in a packaged course and advises the student that it is  his/her obligation to achieve satisfactory course 

progress to complete the course within the expected duration specified on the overseas student’s CoE  

 

Intervention meetings come after initial notification then support is offered on course progress  

The intervention may include any or all of these strategies: 

• A discussion of the student’s performance data to date in the course  

• A review of the student’s package of courses up to and including the principal course.  

• Counselling to clarify if personal situations are impacting on student results 

• The change of course or transfer options for the student should this be requested  

• Completion of the course by:  

• The option of repeating a unit/s through structured self-study (online)  

• The option of completing a re-assessment of a unit/s (online)  

• The fees for each option to repeat the unit/s or complete the re-assessments  

• The fee for individual tutorial support if required  

• The complaints and appeals process and the fact that the student has 20 working days in which to follow 

this up. 

 

The intervention meeting must take place within 10 working days from the issue date of the warning notice 

that requires the student to attend an intervention. The meeting can be arranged by emails and can be 

conducted face to face at the College, by video conferencing in TEAMS or by phone.  

 

The intervention meeting and plan will be signed /acknowledged electronically by the staff member and the 

student and recorded in the students file. The record will be added to the student notes section in the 

database. 

Compassionate or Compelling Circumstances  
Compassionate or compelling circumstances are generally those beyond the control of the student and which 

have an impact upon the student’s course progress or wellbeing. These could include, but are not limited to: 

➢ serious illness or injury, where a medical certificate states that the student was unable to attend 

classes;  

➢ bereavement of close family members such as parents or grandparents;   

➢ major political upheaval or natural disaster in the home country requiring emergency travel and this 

has impacted on the student’s studies;  

➢ a traumatic experience which could include:  

➢ involvement in, or witnessing of a serious accident; and  

➢ witnessing or being the victim of a serious crime and this has impacted on the student (these cases 

should be supported by police or psychologists’ reports) or  

➢ where the registered provider was unable to offer a pre-requisite unit. 
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In these circumstances, the CEO may use professional judgment to assess each case on its individual merits. 

When determining whether compassionate or compelling circumstances exist, MC will request documentary 

evidence to support the claim where available and will keep copies of these documents in the student’s file. 

We will make notes of the decision in the student file.  

Course duration may be increased for exceptional circumstances  

The intervention for students, including students on packaged courses is one of the circumstances where the 

course duration can be extended to allow the student to address their performance gaps and improve course 

progress to a satisfactory level which is the expected completion of the course to gain the full qualification. 

These circumstances include:  

• Where the student is on the intervention plan that requires course duration extension to undertake the 

necessary re-training and/or re-assessments  

• The compassionate and compelling circumstances have been taken into consideration and the decision to 

extend course duration has been approved under these circumstances 

 

The Intervention strategy escalates to reporting students for unsatisfactory course progress where there is a 

breach of visa conditions  

Where a student’s course progress has not improved and where the intervention plan has not been followed 

by the student and he/she is not complying with the agreed plan to improve the students course progress a 

final notification letter will be sent to the student. This is the letter of intention to report (ITR) for 

unsatisfactory course progress as per Department of Immigration and Home Affairs -DIHA policy. The student 

will be advised that the College is obliged by legislation to report the student’s unsatisfactory course progress 

in PRISMS as the student is breaching visa conditions. 

Allowance for the complaints and appeal process before reporting unsatisfactory course progress 

The student has 20 working days in which to access the complaints and appeals process at each stage of 

intervention and course progress procedures.  
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Summary of Course Progress Notifications and Intervention for Students  
Enrolled in more than One Course at Mercury Colleges – “Packaged” Courses  

  

Early intervention reminder SMS Course 
progress email notification At risk of not 
meeting satisfactory course progress 

Students who have low attendance and NYC unit results may fall 

below the minimum progress set by the College in a block (5 weeks) 

are sent a notification by email warning of their attendance status 

and course progress for units in that block/term. 

Packaged Course Intervention notification 

email 

Course progress email notification 

obligation to achieve satisfactory course 

progress to complete the course within the 

expected duration 

Students who have NYC unit results for at least 1 unit but not 

greater than 50% of the units in the course at the end of a course.  

They are sent a notification by email warning of their status and 

obligation to complete the course within the expected duration and 

the requirement to participate in intervention to address the 

performance gaps.  

 

Packaged Course Intervention meeting and 

plan  

The student is required to attend an intervention meeting within 

10 working days.  

The intervention plan must be agreed by the student and the SSM. 
The student’s enrolment and CoE is reviewed and actions agreed, .  

The plan must be signed and put into the records. The 

intervention meeting is recorded. 

Packaged Course Intervention 

monitoring  

Course progress is monitored. The student is expected to have 

followed the intervention plan and  repeated units and  completed 

re-assessments and gained a competent result for the identified 

units.   

Student support is provided as per the plan  

Communication and monitoring is recorded.  

Packaged Course Intervention 

Review and outcomes  

The student’s enrolment and CoE is reviewed.  
An extension of the CoE may have been processed to allow for the 

further study in the first course.  
The “packaged” courses may have been reviewed and CoE changes 
processed  

The student may be allowed to commence the second course in the 
package if the intervention plan is being followed.  

 
Where there is no change, the College records the intervention has 

not been successful and moves to unsatisfactory course progress 
procedures.  
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Summary of Course Progress Notifications and Intervention for  
Students Enrolled in a Course at Mercury Colleges  

  

Early intervention reminder SMS 
Course progress email notification At 
risk of not meeting satisfactory 
course progress 

Students who have low attendance and NYC unit results may fall 

below the minimum progress set by the College in a block (5 weeks) 

are sent a notification by email warning of their attendance status 

and course progress for units in that block/term. 

Unsatisfactory Course Progress 

warning letter #1 by email/ letter 

First warning - If they do not meet 

satisfactory course progress for the 

study period (1 term) 

Students who have NYC units results for  50% of units in a term fall 
below the minimum progress set by the College are sent 
email/letter notification of their course progress in that term. 
Attendance is also reported to the student.                        The 
student is required to attend an intervention meeting.  Students 
are on intervention from this point. 

Time is allowed  for the internal appeals process (20 working days) 

Intervention meeting and plan  The student is required to attend an intervention meeting by Week 

2 of the following block.  Students are on intervention and 

attendance and NYC results are monitored from this point. 

The intervention meeting is recorded. The intervention plan must 

be agreed by the student and the SSM. The plan must be signed 

and put into the records. 

At risk students are monitored every 5 weeks from this point 

onwards. 

Intervention monitoring  Course progress and attendance is monitored in the following block 

of 5 weeks. The student is expected to have followed the plan and 

improved.  

Student support is provided as per the plan  

Communication is recorded.  

Unsatisfactory Course Progress 

warning letter #2 

Unsatisfactory course progress at the 

end of 2nd consecutive study period – 

breaching visa conditions Where 

there are no compassionate grounds 

established, 

- College intends to report 

unsatisfactory course progress. 

Despite intervention, possible no response to letters and no appeal 

process initiated by the student, means the College will escalate 

and send an urgent notification of unsatisfactory course progress. 

This occurs at the end of the 2nd consecutive study period. 

Time allowed for the internal appeals process (20 working days) 

 

Intervention meeting review   The student is required to attend an intervention meeting by 

Week 2 of the following term.  The student has been monitored 

every 5 weeks on the intervention plan but not improved 

sufficiently to meet satisfactory course progress criteria. A review 

of the student circumstances is discussed, and decisions are 

made. The intervention meeting is recorded.  

The intervention must be agreed by the student and the SSM. The 

review must be signed and put into the records. 
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Intervention monitoring  Course progress and attendance is monitored in the following block 
of 5 weeks. The student is expected to have followed the plan and 
decisions and improved.  
Student support is provided as per the plan  
Communication is recorded.  
Where there is no change, the College records the intervention has 
not been successful and moves to ITR  

Letter of Intention to Report (ITR) to 

DIHA for Unsatisfactory Course 

Progress 

Letter informs student of College’s intention to report. States status 

of student’s course progress then allows for appeals process. The 

student if allowed time for the internal and external appeals process 

(20 working days) 

 Report to DIHA via PRISMS 

Maintaining your Study Load  
Mercury Colleges is required to monitor the enrolment load of students to ensure that at all times you are in a 

position to complete the course within the duration specified on your visa. There are limited circumstances in 

which students are permitted to receive an extension to the expected duration of study for the course. 

Approved Reduced Study Load 

We may permit a student to undertake a reduced study load over the academic year in the following limited 

circumstances; 

(1) Student has been awarded exemptions (Credit) or RPL and there is no available course in that study 

period which will contribute to the program; or 

(2) Student has not passed the required prerequisite courses to allow further enrolment; or 

(3) Student has been approved for a reduced study load over the academic year as part of an 

intervention strategy for students who were ate risk of not meeting satisfactory course progress: or 

(4) Student has been granted an approved leave of absence under compassionate and compelling 

grounds. 

Students who are permitted to undertake a reduced study load will be provided with a revised study plan 

which must be followed for all future study periods. 

Course Variations, Suspension, Deferment and Cancellation  
In some circumstances, the College and/or the student can vary the timetable, or the course or the enrolment 

status. This will be considered on a case by case basis.  

Students must ask for the Change of course form and talk with a Student Services officer.  

Student will complete a withdrawal, deferment, cancellation form and talk with a Student Services officer. 

The situations include:  

• Defer commencement date  

• Defer commencement of a new term – special leave  

• Suspension of enrolment  

• Cancellation of enrolment (by the student or the College) Change in schedule  

• Change in start date  

• Change of course  
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Early Leave from Studies requests 
Cancellation requests after course commencement need to be supported by corresponding evidence for 

student welfare purposes. Students are required to complete, sign and date the Early Leave from Studies 

application which is provided by Student Services upon request. Any fees due at time of application need to be 

paid as well as the cancellation fee of $350. Depending on the reason, additional evidence will be requested by 

Student Services to finalise the cancellation process. From the day of request, the student is given 5 business 

days to submit additional documents before the request is archived. 

• Change of visa – The student must provide evidence that he/she no longer holds a student visa and is 

under no obligation to maintain an active enrolment to meet visa requirements. 

• Change of provider – The student must provide the Offer letter for the prospective provider as well as 

evidence of payment of any initial fees paid to secure an enrolment spot. MC will consider a student's 

request to transfer out of the College prior to the first 6 months and this may be granted where the 

transfer will not be to the detriment of the student and where exceptional circumstances exist.  

• Returning home permanently – The student must provide a one-way flight ticket to their home 

country as well as 1194-form (Visa cancellation request) submission evidence to the Department of 

Home Affairs.  

Withdrawals and Transfers  
• In the event the students intend to transfer their study to another provider the Early Leave from Study 

form is completed. The student must meet with the student services manager.  

• Mercury Colleges is responsible for assessing the student’s request to transfer within the first 6 

months where MC is the principal course of study.  Such a request will be assessed and the decision 

explained to the student in a personal interview and in writing.  

• MC will consider a student's request to transfer out of the College prior to the first 6 months and this 

may be granted where the transfer will not be to the detriment of the student and where exceptional 

circumstances exist.  

• After the first six months of the principal course, no restrictions apply. So, the student is entitled to 

transfer out of MC after 6 months and we will advise and process this request.  
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Fees Policy 
All amounts are in Australian dollars (AUD). 

 

The payment of all fees and charges is receipted and dated at the time of payment. Records of fees 

receipted and dated are maintained and secured for two years after the student ceases to be a student and is 

kept within the financial management system software for up to five years as required by taxation legislation. 

Students can log in to their student portal and see the details of payments made and amounts owing for their 

course. Any student requests, regardless of the enrolment status, are only completed in the event that the 

student has no outstanding fees with MC.  

Schedule of Non-Tuition (Administration) Fees (GST inclusive)  

Service Fee 

Replacement ID card $10 

Additional Statement of Attainment (certified) $50 

Change of Course $100 

Change of Class (for VET courses) $80 

Change of Class (for ELICOS courses) $80 

ELICOS Exit test re-registration fee (30+ days from course end date) $150 

RPL Assessment (only available prior to the start date)  
$250 

Enrolment cancellation fee charged (if after commencement) $350 

Replacement of Testamur or Statement of Attainment (if not collected 
within 60 days from course completion date) 

$100 for within 5 years from course 
completion date 

Reissuing Testamur or Statement of Attainment (if not 

collected within 60 days from course completion date) 

$350 for within 5 to 15 years from 
course completion date 

Reissuing Testamur or Statement of Attainment (if not 

collected within 60 days from course completion date) 

$500 for within 15 to 30 years from 
course completion date 

Overdue fees 
(Please note that if fees are overdue, students may be reported to DHA 
for non-payment for fees) 

 
$20 per month of the amount of 
overdue fees 

Re-assessment $250 / unit of competency 

Material fees $50 1-12 weeks,  

$100 for more than 12 weeks 

Express-fee for document request to be completed within 48h  $50 

 

 

  



Merucry Colleges International Student Hadnbook (VET)  

                                                                                                                                                                            | P a g e  

 

 

30 

Refund Policy 
Mercury College gives the refund (provider default)  

In the unlikely event of default by Mercury Colleges, such situations are covered by the provisions of the 

ESOS Act 2000 and the ESOS Regulations 2001. 

In the circumstances of provider default where the refund option is chosen by the student, Mercury 

Colleges must refund the student all course fees. Refund will be paid to students within 14 days of the default 

day.   Situations where a provider default may occur include: 

o The course does not start of the agreed starting date which is notified in the Offer Letter 

o The course stops being provided after it starts and before it is completed 

o The course is not provided fully to the student because the College has a sanction imposed by a 

government regulator 

However, if the student agrees to accept an alternative (replacement) course or part of a course, to be 

provided to the student at the College’s expenses, then the College is relieved of its liability to make the 

 payment. The student must advise the College in writing whether they agree to the alternative arrangement. 

 

MC’s refund policy applies to both commencing and re-enrolling students. 

 It is set out here in the Handbook and in the written agreement with the student.  

o The Enrolment Fee, Accommodation Placement Fees and Airport Pick-Up Fees are non-refundable 

whether you complete your course or not. 

o Where a student has cancelled prior to commencement a fee of $150 is charged for processing the 

refund (except in visa rejection cases). 

o An administrative charge of $100 is made to vary an application e.g. Change of Start Date, Change of 

Course 

o Tuition Fees and OSHC are refunded in full if your visa application is rejected and you provide official 

written notification of the refusal from the Australian Government. 

o A $350 fee is payable for administering course cancellation after course commencement 

Student request for a refund (Student Default)  

o No refund will be made if a student: 

• has given false or misleading information 

• fails to comply with the conditions of enrolment at the College 

• is in breach of their visa requirements as imposed by the Australian Government  

• withdraws after the commencement date of the course 

o If you give written notice of your intention to withdraw from a course the refunds are as follows:  

• 40 days of more before the commencement date, tuition fees will be refunded less a 

cancellation fee of 15%. 

• more than 5 days before the commencement date, tuition fees will be refunded less a 

cancellation fee of 30%. 

• less than 5 days before course commencement date, tuition fees will be refunded less a 

cancellation fee of 45% 

o Where 2 or more courses are packaged, the conditions apply to all elements. Note: that for packaged 

courses the course start date is taken to be the start date of the first course. 
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o Commencement of the course is defined as the course start date in the first Application form 

submitted by the student or agent and not subsequent changes to the starting date. 

o Refunds from student cancellations will attract an administration charge of $150.00. 

o Course and other Fees are not transferable to another student or institution but may be transferred 

to another course within the College at the discretion of the College. 

o Any approved refunds are made payable to and sent to the student or his/her agent, in the country of 

origin as applicable in Australian dollars. 

o Bank charges are deducted for refunds made by bank draft or electronic transfer. 

o Fees for services paid to education agents by students are not covered by this refund policy. 

o This refund policy applies to all tuition fees paid to the college and includes any tuition fees paid to an 

education agent to be remitted to the college. 

o All refund considerations will be strictly limited to the monies which the College has received from the 

student as tuition fees only i.e. exclusive of all non-refundable fees and agents' commission (whether 

this commission was deducted before or after student payment to the College). 

o Where a student requests a refund, refunds will be made within 4 weeks after we receive a written 

claim from the student 

How to claim a refund 

o Requests for refund should be made in writing on the refund form with documented evidence of the 

reason for withdrawal.  

o Eligible refunds will be refunded within 28 day of receipt of the claim.  

o All refunds will include a statement explaining how the refund amount was calculated. 

o Refund will only be given to the person who paid the tuition fees. For example, if the tuition fee was 

paid by an agent or parents, the money will only be refunded to either the agent or parents. 

o Refunds apply only to tuition fees and will only be paid to the applicant through an Australian Dollar 

draft.  

o This refund policy does not remove students’ rights to take further action under the Australian 

Consumer Protection Laws. 

o Staff is responsible for referring all enquiries regarding fees, charges and refunds to the Finance 

Manager.  

Records Maintenance 
It is an Australian Government requirement that we keep records of each student’s current residential address 

(as supplied by the student), the student’s full name, date of birth, nationality, the start and completion day of 

the student’s course, attendance and academic performance details of payments received, information on 

International student health cover, level of English language proficiency and the student’s passport and visa 

numbers. We must also keep a record of the reason for a student’s termination of studies if this situation 

occurs. 

Your records are confidential and available to you on request. Records of attendance, assessment outcomes 

and qualifications issued are kept accurate, up-to-date and secure. 

Information provided by the students to Mercury Colleges may be made available to the Commonwealth and 

State Agencies and the Fund Manager of the ESOS Assurance Fund. 
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Mercury Colleges is required under section 19 of the ESOS Act to inform DHA about certain changes to a 

student enrolment and any breach of a student’s visa condition relating to attendance and academic 

performance. 

We keep copies of your results for a period of 30 years. You must bear the cost for re-issuance of records and 

awards. 

Legislative and Regulatory Requirements 
Mercury Colleges is bound by and operates within the following legislative and regulatory requirements: 

• Education Services for Overseas Students (ESOS) Act 2000 

• ESOS Regulations (2001) 

• National Code of Practice for Registration Authorities and Providers of Education and Training to 

Overseas Students (National Code 2018) 

• VET Quality Framework (VQF) 

• National Vocational Education and Training Regulator Act (2011) 

• Standards for English Language Intensive Courses for Overseas Students (ELICOS) 2018 

• Human rights and Equal Opportunity Commission (HREOC) Act 1996 

• Commonwealth Affirmative Action (Equal Employment for Women) Act (1986) 

• Commonwealth Racial Discrimination Act (1975) 

• Commonwealth Industrial Relations Act (1998) 

• Commonwealth Sex Discrimination Act (1984) 

• Commonwealth Industrial Relations Reform Act (1993) 

• Commonwealth Racial Hatred Act (1995) 

• Commonwealth Disability Discrimination Act (1993) 

• NSW Anti-Discrimination Act 1977 

• Copyright Act 1968 

• Equal Opportunity Act 

• Work Health and Safety Act (2011) 

• Work Health and Safety Regulations 2011 

• Workers Compensation Act 

• NSW Anti-discrimination Act 1977 

• Workers Rehabilitation and Compensation Act (1986) 

• Migration Act 1958 

These legislations are available at web site www.austlii.edu.au and  www.legislation.nsw.gov.au 

You can also go to the regulator website for more information - ASQA  www.asqa.gov.au  

You can also go to the website and links through Study in Australia called Future Unlimited 

www.studyinaustralia.gov.au and www.study.sydney 

http://www.austlii.edu.au/
http://www.legislation.nsw.gov.au/
http://www.asqa.gov.au/
http://www.studyinaustralia.gov.au/
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Work Health, Safety Act and WorkSafe NSW 
Mercury Colleges guarantees to meet its duty of care to staff, students and visitors by providing a healthy and 

safe environment in which to study. 

At orientation we will talk to you about emergency evacuation procedures. In an emergency situation you are 

to make your way quickly and calmly to the nearest exit and meet your trainer and other students at the 

collection point for a roll call check. 

 Smoking is not allowed in any area of the College. If you wish to smoke you must leave the premises. There 

are rules about smoking within 4 meters of the entrance that must be applied by all staff and students.  

A First Aid Kit is located in the reception area.  

You are responsible for: 

• Always conducting yourself in a safe and healthy manner. 

• Ensuring the prevention of injury and disease to yourself, your trainers and your fellow students. 

• Identifying and reporting to your trainer any possible hazards from equipment, facilities and the 

environment. 

• Refraining from smoking 

• Refraining from drinking and/or eating in the classrooms. 

Coronavirus (COVID-19 ) College Workplace, Study Environment and Student 
Welfare   
Mercury Colleges, its staff and students have experienced the impact of the COVID-19 pandemic in Australia.  

Management closely follows the government regulatory guidance in its operations of a College that is an RTO 

and CRICOS provider with international students in Sydney and Adelaide.  

Since February 2020 and continuing Mercury Colleges has moved to a mixed delivery of courses. We are 

delivering courses and supporting students through distance delivery and face to face delivery where allowed.  

We continue to refer our student body and staff to the most up to date advice and guidance through College 

SMS emails and the Mercury Colleges website. The website is the place to see the links to the latest 

information for overseas students studying in Australia.  

Here is the website for the Department of Education, Skills and Employment COVID-19 FAQ’s for International 

Students   www.dese.gov.au/covid-19/international-students 

Anti-Discrimination 
Mercury Colleges is committed to providing a fair and equitable College for its students and visitors. Any 

discrimination or harassment of staff, students or visitors because of their sex, pregnancy, race, colour, 

nationality, ethnic or ethno-religious background, marital status, physical or intellectual or psychiatric 

disability, homosexuality or age will not be tolerated. 

You are responsible for: 
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• Ensuring non-discriminatory or harassing behaviour at all times to other students, staff or visitors to 

the College. 

• Reporting any discriminatory behaviour or harassment to your trainer 

Access and Equity 
Mercury Colleges provides equal access to training and delivery services for local and international students. 

Where possible, we conduct flexible training to meet specific needs of individual students. 

Recruitment to Mercury Colleges is carried out in an ethical manner in accordance with Access and Equity 

principles 

Your trainers will: 

• recognise the cultural diversity of all students 

• ensure equal treatment of all students 

• encourage full participation and assisting all students to achieve course outcomes 

• provide equal access to resources 

• refer students with specific learning problems to appropriate agencies 

Should you have any access and equity issues you may approach your trainer in the first instance. If you do not 

wish to do you may contact the Academic/Compliance Manager.  

Student Responsibilities/Code of Behaviour 
While you remain as a student at Mercury Colleges, it is your responsibility to: 

• To conduct yourself in a safe and healthy manner. 

• To behave in a manner, prevents injury and disease to you, your trainer and fellow students. 

• To identify and report to your trainer any possible hazards from equipment, facilities and the 

environment. 

• To comply with and assist in the College’s emergency procedures. 

• To refrain from smoking anywhere in the College building 

• To refrain from drinking and/or eating in the lecture and computer rooms. 

• To attend class regularly and punctually. 

• To discuss any complaints or grievances with your trainer or student services staff.  

• To not be discriminatory, harassing or bullying at all times to other students, staff or visitors to the 

College  

• To report any discriminatory behaviour, harassment or bullying to student services staff. 

• To refrain from unacceptable behaviour including the use of bad language, alcohol and drugs 

• To refrain from the use of devices, this may disrupt classes. e.g. mobile phones and devices.  

Students who choose not to comply with the Code of Behaviour will be given a verbal warning in the first 

instance, a written warning in the second instance and must meet with the Intervention staff to manage the 

behaviours. Continuing inappropriate behaviour is grounds for termination of enrolment by the College.  
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Complaints and Appeals 
 

Mercury Colleges provides a process for complaints and appeals policy and procedure.  

Despite all efforts by the College to provide satisfactory services to its students, complaints may occasionally 

arise that require formal action and resolution. The following procedure provide students with the opportunity 

to have any issues relating to a substantiated complaint or appeal resolved and resolutions reached that are 

designed to satisfy all parties involved. We will vigorously follow through complaints following our internal 

procedures making sure each step follows the principles of natural justice and procedural fairness. The College 

complaints and appeals processes are independent, easily and immediately accessible and no cost or 

inexpensive for the parties involved. 

Complaints and appeals come in two different types – Academic and Non-Academic as defined below. 

Academic Complaint and Appeals: Refers to an appeal about an academic matter:  

• Your course  

• VET trainers and training delivery 

• English teachers and course delivery  

• Course progress and or attendance 

• Your assessment result or assessment outcomes   

 

Non-Academic Complaint and Appeals:  

• College and administration staff  

• A Teacher, Trainer or an Assessor  

• Another student or person at the College   

Complaints and Appeals Policy and Procedure 

How to make a complaint, how to deal with a complaint and how to find support. 

Who can make a complaint? 

Any person can make a complaint, including a student, any employee or contractor in any campus or location 

where the organisation’s services are provided. 

How can a complaint be made? 

A complaint can be made orally or in writing. You can make a complaint by speaking to your Teacher or your 

Trainer or the Student Services Officer. If your complaint cannot be resolved by speaking to our staff, you can 

fill in a complaints form and help with this will be provided if you need it. 

*You are entitled to have a support person present when making the complaint and at any other meeting. The 

Academic Manager will inform you about the complaints and appeals processes during the orientation 

program. You will be provided with information on how to access the complaints forms. While all complaints 

and appeals are in process, the college will maintain the enrolment of the student. 

Informal Complaint                      

Most problems can be resolved quickly if students speak with someone who knows how to help. You do NOT 

have to give your name. 
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Formal Complaint 

If the matter cannot be resolved by talking to someone a Complaints & Appeals form should be filled in and given to 

the Student Services Officer. There are no associated fees for this. 

It is preferable (but not essential) that you write your name on the complaint form and sign it. Students should 

be aware that, in some instances, a complaint cannot proceed if it is anonymous or if you request that your 

identity be withheld. We will assess your complaint within 10 working days and all reasonable measures are 

taken to finalise the process as soon as possible. If you have made a complaint you will be given a written 

statement of the outcome, including details and the reasons for the outcome. 

The Outcome of a Complaint 

It is not always possible to ensure that a student is satisfied with the outcome of a complaint. The College is 

bound by policy and legislative requirements which means that it will not always be possible to give the 

student the outcome they are looking for. 

 

External Complaints or Appeals 

If a student is dissatisfied with the outcome of the complaint or appeal at the end of the internal process, the 

student may wish the matter would be dealt with through an external dispute resolution process facilitated by 

the Overseas Students Ombudsman. Mercury Colleges does not charge any student for the referrals to 

external support services/agencies. 

 

Things you should know about complaining to the Overseas Students Ombudsman (OSO) 

In Australia, you have the right to complain. 

The Overseas Students Ombudsman's services are free. 

 

In some cases, the Ombudsman may decide not to investigate your complaint. This might happen where 

another organisation can help you, or you have not spoken to your provider about your complaint. 

 

If OSO decides not to investigate, they will tell you why. The Overseas Students Ombudsman may refer you to 

another organisation that can help. 

The Ombudsman is independent and impartial. If OSO does decide to investigate your complaint, they will 

contact the education provider and ask us what happened. 

The Overseas Students Ombudsman will treat your information with privacy and respect, and collect, store, 

use and disclose your personal information only in accordance with Australian privacy laws. 

 

Make a complaint 

Online 

You can make your complaint online via the following link: 

https://forms.australia.gov.au/forms/ombudsman/overseas-students-ombudsman-complaint-form 

Note: In order to use the online complaint form, you need to have the Adobe Reader installed. If you don't 

already have it, you can download the latest Adobe Reader version for free from the Adobe website. 

 

Telephone 

You can contact OSO by telephone, 9am to 5pm Monday to Friday, Australian Eastern Standard Time (AEST). In 

Australia, call: 1300 362 072 (calls from mobile phones at mobile phone rates). Outside Australia, call +61 2 

6276 0111. 
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Using an interpreter 

If you want to make a complaint in your language you can. Call the Translating and Interpreting Service (TIS) in 

Australia on 131 450, outside Australia call +61 3 9203 4027. We will pay for the interpreter. 

If you are deaf, hearing or sight impaired, you can contact us via the National Relay Service. Teletypewriter 

(TTY) users phone 133 677 and then ask for 1300 362 072. Speak and Listen users phone 1300 555 727 and 

then ask for 1300 362 072. Internet Relay users connect to the National Relay Service 

https://nrschat.nrscall.gov.au/nrs/internetrelay and then ask for 1300 362 072. 

 

Fax 

You can send OSO a fax. In Australia: 02 6276 0123. Outside Australia: +61 2 6276 0123. 

 

Mail 

You can write a letter and post it to: Overseas Students Ombudsman 

GPO Box 442 Canberra ACT 2601  AUSTRALIA 

 

Many organisations can deal with your appeal at a minimal or no cost such as: 

The Ombudsman 9286 1000 

Legal Aid Commission of NSW 9219 5000 

Office of Protective Commissioner 8688 2600 

Anti-Discrimination Board 9268 5544 

Human Rights & Equal Opportunity Commission 9284 9600 

Academic Appeals - against final assessment decisions. These appeals are handled differently  

The process is explained here.  

Records of assessment appeals that escalate to a written appeal will be recorded on our Assessment Appeals 

Register. The appeal, assessment tasks and history of marking and feedback are kept on file and reviewed to 

ensure that they are fairly dealt with according to legislation, policy and procedure.  

Discuss your results with the Assessor who marked your work  

o For all assessment tasks but in particular for final assessment tasks, if the student has a grievance 

about the results, the Assessor will immediately discuss the feedback provided and the assessment 

outcome to clarify the decision of Not Satisfactory or Not Yet Competent.  This must be done within 

14 days from the result date. There are opportunities for re-submission and re-sits as explained in this 

Handbook, in E-Learn and during the course so most assessment matters can be resolved at this 

stage. 

Review - Request a re-marking by the same Assessor or another Assessor 

o If agreement cannot be reached, the student has the right to request a re-marking where the work is 

assessed again by the same Assessor, or that another Assessor undertakes the marking of the 

submitted work for assessment. This must be done within 14 days from the result date. The College 

will acknowledge receipt of appeal and date received. 

Fill in and send a written assessment appeal form that will be considered by the Academic Manager 

o If the assessment decision remains Not Satisfactory or Not Yet Competent after the re-marking and 

the student is still not satisfied, then the Academic Manager shall discuss the assessment decision 

with the student and the Assessor. The request must be submitted in an assessment appeal form 

within 28 days of the date of the remarked results. The College will acknowledge receipt of appeal 

and date received. 
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The Appeal resolution by meeting or phone then the Academic Manager will send written notification of the 

decision 

o A meeting or phone conference may be offered to the complainant. A support person can be there 

with the complainant.  Details of any meetings with the complainant will be recorded in writing. The 

written statement of RTO’S decision, including details of the reasons for the outcome will be provided 

to the complainant. We must refer to our policies and procedures and point this out to you as the 

complainant so the process will be fair and transparent. Internal decision making and resolution 

between you and the College will be finalised as soon as practicable. 

If you are not satisfied with the outcome, you can seek a review or appeal the decision.  

o We move to external marking. We offer an external mediation and assessment services. This is the 

final step in our internal complaints resolution process and we hope the assessment decision can be 

resolved to the satisfaction of all parties. Again, the decision by a third party Assessor will be recorded 

and sent to all parties within 28 days. This will be the final decision.   

o Formal written appeals against an assessment decision must be submitted within 3 months of the 

submission date of the assessment. Appeals will not be considered after that date. 

o Once the external assessment service has been provided, we will advise the student that all internal 

processes have been exhausted. He/she can take the matter to the National Training Complaints 

Hotline.  

Personal Information Disclosure 
 

We do not disclose personal information to third parties without the owner’s consent, unless required or 

permitted by law. We may be required by law to disclose some personal information to Australian government 

organisations and to the Fund Manager of the ESOS Assurance Fund, Commonwealth and State agencies, in 

accordance with legislative requirements. 

 

Personal information may be disclosed for the prevention, detection or investigation of criminal conduct, or in 

certain circumstances in the interest of public health or public safety. 

 

We are required by law to inform the Department of Home Affairs (DHA) if an overseas student visa holder 

changes the course of study for which he/she is enrolled, changes the duration of his/her course of study, or 

breaches a student visa condition relating to attendance or satisfactory academic performance. 

 

It may sometimes be necessary for the College to provide personal information to others with whom it 

conducts business; for example, professional advisers (auditors, lawyers), insurers, and printers. 

 

Privacy Policy Collection 

The College collects information to enable it to: 

o provide services to its students 

o process applications for enrolment 

o maintain appropriate academic and financial records 

o assist prospective graduates to find employment where applicable maintain contact with past 

students 

o provide statistical and other information required by government 
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We do not collect sensitive information if the individual has not consented to its collection (unless we are 

required or permitted to do so by law). 

 

Right of Access 

Students have the right to access their personal information (subject to some exceptions allowed by law), and 

to have it corrected if necessary. Proof of ID will be required before files are made available to students. 

 

Accuracy 

The College takes reasonable precautions to ensure that the personal information collected is accurate, 

complete and up-to-date. It is important that students keep the college up-to-date with changes to their 

personal information, such as name and address. 

 

Retention and Security 

The College takes reasonable steps to protect personal information from unauthorised access, modification or 

disclosure. Personal information is destroyed when no longer required. 

Rules for Computer Labs 
 

Computers and software at the College are licensed and usage is restricted. The import or export of any 

software, images or information is forbidden unless at the direction of College staff. 

 

o You may not use the computer room unless your teacher/trainer is present 

o You are not permitted to download any files from the Internet unless they are related to your studies 

o You must not adjust any of the computer default settings 

o You must not play computer games on College IT equipment 

o You must not bring any food or drink into the computer room 

o You cannot share or rent your account and password 

o Keep the room and equipment clean and tidy  

o Be considerate to others 

o Report all breakages/malfunctions/unauthorised use/tampering  

o Do not try to fix any equipment – refer to College staff 

 

Security 

Please do not leave your own possessions or college materials unattended. Carry your purse or wallet with you 

always.                                                  

 

End of International Student Handbook 

 

 

 

 

 

 


