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Introduction

The Education (Pastoral Care of Tertiary and International Learners) Code of Practice
2021 is a key document in New Zealand that ensures the wellbeing and safety of both
domestic and international students enrolled with education providers. Under the
Education and Training Act 2020, it is a specific requirement that annual self-assessments
of performance are undertaken and documented.

Understanding the Code

The purpose of the Code of Practice is Learner Wellbeing and Safety. The code outlines the
responsibilities of education providers to support students’ physical and mental safety,
respect their identities, and assist in their academic and personal development.

OCA conducts annual self-review workshops with Staff and Students guided by an inquiry
approach to how well OCA met the indicators of achieving the outcome and identifying
examples or evidence to ensure compliance with the Code. These reviews help us identify
areas for improvement and ensure that our support services are continuously enhanced.
We also actively seek feedback from students, whanau and stakeholders to inform our
practices and policies.

There are four outcomes with a set of processes that sit under each one.

e Two are under organisational structure and whole organisational approach:
1. A learner wellbeing and safety system
2. Learner Voice

e Two are under wellbeing and safety practices for all TEOs

3. Safe, inclusive, supportive and accessible physical and digital learning
environments
4., Learners are safe and well.

Key Areas of Implementation
1. Learner Wellbeing and Safety

o OCA’s established learner and wellbeing system is further supported by OCA's
2024-2026 strategic theme of: Our students and whanau at the heart of what we
do. This incorporates ongoing continuous conversation with stakeholders
including students and whanau to address the changing environment for Pasifika
in NZ.

o Policies and Procedures are well established and regularly updated, OCA has
comprehensive policies and processes ensuring a safe and supportive


https://www2.nzqa.govt.nz/tertiary/quality-assurance/the-code/

environment for all students and staff. A student version of policy is incorporated
into the OCA student handbook which is updated annually to reflect changes in
legislation, the tertiary sector and continuous improvement practices.

Health and Social Services: OCA draws on the services of its parent group the
Fono to provide access to physical and mental health services, including Auckland
wide and local health providers.

2. Learner (Student) Voice

O

Student Voice at OCA is a main feature of our self-assessment cycle as it is
continuous, open-ended and conversational. All feedback from students gained
through student voice meetings, Akonga Talaona (Conversations with Our Learner)
sessions, where the General Manager meets with every class several times
throughout their programme to discuss ‘what has worked’, ‘what hasn't work so
well’ and ‘improvements we could make’. These discussion notes are collated and
shared, underpinning student success at OCA as ‘knowing our students'’ to support
meeting their needs.

Students are involved in decision making, reviews and shaping the learning
experience: Students are invited to provide formal feedback through evaluations.
Feedback is tabled and responses are made available. This is ongoing through the
duration of study; students can choose to provide feedback at any given time or
will be requested to complete the formal evaluation survey. Verbal feedback is
addressed at the time, or a timeframe will be provided, for OCA to respond.
Normally within 48 hours. A summary of responses to evaluation feedback is given
verbally to the students during the weekly H&S Toolbox meeting by the General
Manager.

Concerns and Complaints at OCA: OCA has a strong commitment to ensuring
that student concerns are resolved quickly, at the lowest possible level, and in
accordance with the principles of natural justice. OCA's continuous improvement
framework incorporates student voice as the key channel to raise concerns initially.
If a concern is not resolved the resolution of student complaints policy is the
guiding document. NZQA's Disputes Resolution Service (DRS) sets out clear
instructions for students or their advocates who feel they have an unresolved
complaint. *OCA's definition of a complaint is outlined below.

3. Safe, inclusive, supportive and accessible physical and digital learning environments

OCA’s model may be described as having two arms that wrap around students.
One arm being the model of navigation/mentoring, and the other the portfolio of
programmes. OCA’s navigation model is based on the whanau ora approach,
providing wrap around support to the students and their whanau, and removing
barriers to learning. The navigators work in collaboration with the tutors, student
and whanau to help encourage engagement and participation in the programme.

All students participate in a whanau ora interview process followed by a needs-



based assessment. The outcome of the needs-based assessment identifies how
OCA can meet the needs and support well-being of students through whanau ora.
Whanau ora supports a holistic approach to learning that addresses, and where
possible removes barriers to participation, engagement and achievement.

Cultural respect and inclusion: OCA’'s whanau ora model plays a significant role
in shaping our cultural understanding and supporting the student journey. Key
identifiers are respect for cultural norms and values, social behaviours, setting high
expectations and challenging stereotypes.

4. Learners are safe and well

OCA's whanau ora model facilitates proactive approaches to student feedback,
safety and wellbeing. The Tutors and Navigators collaborate daily to provide ‘just in
time' and planned interventions supporting wellbeing and safe practices. OCA has
a well-established Critical Incident and Emergency Management Policy, and a
Student Critical Incident Policy process and risk matrix. **OCA's definition of a
student critical incident is outlined below.v

Health, Counselling and Social Services: OCA draws on the services of its parent
group The Fono to provide access to physical and LagiOla mental health services.
OCA refers to external agencies to supplement existing services, where
appropriate, to meet the needs of students. These services are confidential and
accessible to all students. OCA promotes mental health awareness continuously,
through workshops, seminars, and campaigns, encouraging students to seek help
when needed.

Student progress tracking: Student feedback on progress and engagement is
ongoing. Navigators, Tutors and Administration support meet regularly to monitor
progress and if required propose an intervention. OCA offers extensive teaching
and mentoring programs to help students succeed academically. This includes
one-on-one mentoring, small group teaching and practical workshops.

Conclusion

The Education (Pastoral Care of Tertiary and International Learners) Code of Practice 2021
is a vital framework that guides our efforts to support student wellbeing and success. By

observing to the Code, we ensure that our students have a safe, supportive, and inclusive
environment in which to thrive. We remain committed to continuous improvement and

to addressing the challenges that arise, ensuring that we meet the evolving needs of our
diverse student body:.

Definitions:

*A complaint is a formal communication where a person or whanau is unhappy, or not
satisfied with a situation, process or decision.
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**A student critical incident means a traumatic event or situation, or the immediate risk of
such which causes serious illness, fear, injury, extreme stress, or other trauma to the person.

2025 Review Reporting Data: O complaints; O critical incidents
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