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1. Purpose

Wentworth Institute of Higher Education Pty Ltd (“WIN Higher Education”) is committed to fulfilling its
obligations under the Higher Education Standards Framework 2021, National Code of Practice for
Education Providers of Education and Training to Overseas Students 2018, and the Department of
Home Affairs with respect to provider evidence levels to ensure a transparent process and procedure

for the appointment and management of Agents to operate as recruiters of students to WIN.

This policy has been designed to define WIN Higher Education’s approach to ensuring that the
organisation enrols quality and engaged students who are selected for success in WIN programs. We
aim to achieve this by implementing and maintaining a rigorous selection process for recruiting quality
agents; offering regular ongoing training; conducting regular formal reviews of their performance
considering visa refusal rates, engagement of students, success of the students they refer to WIN; and
selectively interviewing students before further agent agreements are made with the agent. WIN

believes this will assist in ensuring the authenticity and success of WIN students.

2. Scope
This policy applies to:

o all approved agents of WIN Higher Education who are responsible for providing educational and
all related services to potential WIN students.
o all employees of WIN Higher Education who are responsible for the appointment or

administration of agents.
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3. Definitions

Agent agreement A legally binding contract between WIN Higher Education and an
Education/Migration agent. The contract will include the services the
agent will provide for WIN, the amounts of any fees or commission
agreed for those services, the circumstances in which the agent is

entitled to payment, how and when payment is to be made.

Visa refusal rate The rate at which applications from a particular agent are refused

student visas by the Department of Home Affairs

Fraudulent applicant Defined as an applicant to study at WIN Higher Education who submits
fraudulent or misleading information to the Department of Home Affairs

in order to gain a student visa in Australia.

Trial Agent A Trial Agent is a formally appointed education agent operating under a
probationary or low-volume arrangement, subject to restricted
recruitment authority and enhanced monitoring until performance and

compliance standards are demonstrated.

Full Agent A Full Agent is an authorised education agent that has successfully
completed a trial or equivalent assessment period and demonstrated
ongoing compliance, ethical conduct and satisfactory recruitment

outcomes.

Key Agent A Key Agent is a strategically significant Full Agent identified by WIN due
to recruitment volume, market importance, long-term relationship value

or other operational considerations

4. Legislative Context
The legislative context for this policy includes the following:

e Higher Education Standards Framework (Threshold Standards) 2021 Domain 7

e Tertiary Education Quality and Standards Agency (TEQSA) Act 2011
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e Educational Services for Overseas Students (ESOS) Act 2000

e National Code of Practice for Providers of Education and Training to Overseas Students (National
Code 2018) Part D, Standards 1 and 4

e Privacy Act 1988

e Migration Act 1958

e Australian Consumer Law

e Australian International Education and Training Agent Code of Ethics

5. Procedures
5.1 Agent Application

Agents must complete the online application form for consideration to be appointed as an authorised
WIN agent. The application form includes the following: company details, addresses, recruitment
information such as the annual number of students recruited, company background, target markets,

and other relevant information.

Applicants must also provide the following information: an agent profile; details of any sub-agent
arrangements; business registration documents; details of any directors and beneficial owners;
confirmation regarding migrant agent registration status where applicable; details of the markets in
which they operate; a minimum of two higher education provider referees; a list of other Australian
and international institutions that they currently have agreements in place with; a list of office
locations; details of any previous provider contract termination or regulatory investigation; evidence
of staff training and counselling capability. Based on the evaluation of this information, WIN may offer

the applicant a contract in accordance with the categories outlined in Section 5.2.

5.2 Agent Application Assessment

All agent applications are reviewed for completeness and accuracy, then assessed against the WIN's
current marketing plan to determine whether there is a need or opening in the proposed market

segments.

The assessment process considers the agent’s overall suitability, integrity, and alignment with WIN’s

recruitment priorities. Specifically:
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e The agent’s visa-refusal history is self-reported and verified where possible. Applications
indicating an unusually high or unexplained rate of refusals will not normally be approved.

o |If referee checks or available records indicate that the agent has been associated with a
fraudulent applicant in the preceding 12 months, the application is declined.

e A minimum of two references from other higher-education institutions are checked

thoroughly. Both must confirm satisfactory conduct and compliance for the agent to progress.

Following the assessment, applicants may be classified as:

a) Trial Agent;
b) Full Agent; or
c) Declined Applicant.

The category assigned will be determined based on:

e demonstrated recruitment capability;
e compliance history;

e visa integrity indicators;

o referee feedback;

e market need;

e organisational maturity; and

e overall risk assessment.

Trial Agents:

will normally be appointed for an initial period of 6-12 months;
e may be subject to restricted recruitment volumes;

e may be limited to specific markets or campuses;

e are subject to enhanced monitoring and review;

e may require pre-assessment interviews for students;

e may have additional reporting obligations; and

e are not automatically entitled to transition to Full Agent status

5.3 Agent Acceptance

When the EMT approves a new agent, the contract is agreed with the CEO, Marketing Director and

agent. The signed contract and completed Agent Reference Check Form are added to the new agent

file.
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5.4 Agent Role and Responsibilities

The agent role and responsibilities under this policy are as specified in the agent contractual

agreement, as are those of WIN.

5.5 Agent Relationship Management

All agents are subject to a regular performance review per the conditions outlined in the contractual

agreement.

All students are monitored for attendance and performance through the teaching and learning area.
Students who are not attending are contacted by the Registrar and/or referred to student support for

assistance where appropriate.

Data from students who have been identified for low attendance and/or performance issues are
correlated against their referring agent to determine if there is any evidence of a pattern of low

attendance students from a particular agent.

Attrition and completion rates for courses are analysed against the referring agent and used to inform

decisions about continuing agreements with agents.

Agents who may be identified in either the attendance, performance or completion rate processes are
contacted and asked to “show cause” as to why WIN should allow them to continue to represent WIN.
Agents asked to “show cause” will have to submit a response to WIN as to why they should continue

to be a WIN agent. The EMT will decide “show cause” applications from Agents.

WIN provides training for newly appointed agents as well as ongoing training for existing authorised
agents. Where practicable, training for new agents is provided in face-to-face mode in the agent’s

premises.

5.6 Agent Training

Training for new agents is focused on ensuring they have a good understanding of: the legislative and
regulatory context and requirements for recruiting students for WIN; the courses of study provided at
the Sydney and Canberra campuses and their entry requirements; the facilities, specialist equipment

and learning resources available to students; indicative course fees, discounts and refund policies;
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services available for students and the respective rights and responsibilities of both parties; details for

managing complaints and grievances resolutions; and expectations under the contractual agreement.

Training for ongoing agents is focused on updating market and sales information; ensuring compliance

with this and related policies, and pursuing discussions of positioning and competitive advantage.

6. Review of Agents

6.1 Review

Trial Agents will be reviewed at least every six months; Full Agents will be reviewed annually; Key
Agents will remain subject to ongoing monitoring and strategic review processes determined by WIN

. Items for consideration include:

current visa refusal rate

completeness and accuracy of applications from students
success rate of students, as determined by attendance rate and academic performance
review of the agent’s conversion rate

quality and number of applications received

student complaints relating to recruitment conduct
application fraud indicators

conversion of offers to enrolments

PRISMS and visa integrity indicators

compliance with marketing requirements

sub-agent oversight effectiveness

Instances where students have applied for protection visas

On completion of the review, WIN marketing staff complete the Agent Performance Review Form and

place it in the agent’s file.

Failure to continue to meet the conditions of a WIN agent will result in the termination of the agent

agreement.

6.2 Actions Following a Review

Subject to the outcomes of the performance review, the actions following a review will be:
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e email affirmation of the ongoing relationship

e confirmation of contract renewal where appropriate

e conditional continuation of the current agreement with specified expectations re performance;
or

e termination where an agent is deemed to be in severe breach of their contract.

e |n cases where the agent is deemed to have acted in a severe breach of their contract including
fraud, or other illegal activities, or breaches of the ESOS Act 2000, it may be necessary for WIN to
disclose to the relevant Government agency (TESQA, Department of Home Affairs, police, etc.)

the actions of the agent and students concerned.

6.3 Final Right of Appeal

If previously authorised agents wish to appeal a non-renewal of termination notice after a “show
cause” rejection (clause 4.5), they may send an application in writing to the CEO with supporting
documentation. The CEQ, in consultation with relevant senior staff where appropriate, will consider
the appeal and determine whether:

e the termination should stand;
e the agent should be reinstated;
e the agent should revert to Trial Agent status; or

e the agreement should be extended subject to specified conditions.

7. Communication

Agents with a current agreement with WIN will be advertised on the WIN website and have regular

formal (e.g. performance reviews) and informal contact with the marketing staff.

The Agent Application Form and all other information required by agents will be available on the WIN
website. This will be supplemented by additional sales and marketing support materials as and when

they become available.

WIN may maintain separate internal classifications and monitoring arrangements for Trial Agents, Full
Agents and Key Agents.
8. Confidentiality and Privacy

WIN Higher Education ensures that information provided by any agent is managed in a confidential

way in accordance with the Privacy and Personal Information Policy. Disclosure of information to
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relevant government agencies may be necessary when a breach of agent contract occurs (see section

6.2).

Agents must immediately notify WIN of any actual or suspected:

privacy breach;
cyber incident;
fraudulent documentation;

or regulatory investigation

9. Reporting

A comprehensive report on the performance of Trial Agents shall be submitted to the Board of
Directors on a six-monthly basis.

An annual report on all Full Agents and Key Agents shall also be provided.

Reports may include:

10.

number of active agents by category;
performance outcomes;

visa refusal indicators;

student progression and attrition trends;
complaints and misconduct matters;
corrective actions implemented;
contract renewals and terminations;

emerging market or integrity risks; and

information on newly appointed and renewed agency agreements.

Links to other Policies and Procedures

This policy should be used in conjunction with the following related policies and procedures:

e Privacy and Personal Information Policy;

e Student Selection and Admissions Policy; and

o Marketing and Student Recruitment Policy.
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