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	[bookmark: OLE_LINK1][bookmark: OLE_LINK2]Queries
	Query 
examples
 
	Contact Points
(A plain tick represents the first referral point that the ‘first point of contact’ would use to get more information)
	Comments

	
	
	Academic staff
	School Professional Team 
	Campus Central 

	Future Students
	International Office (UI)
	Graduate Research Centre
	

	
	
	Course Coordinator
	Program Director
	Supervisor
	
	
	
	
	
	

	Academic Review 
	General information
Action Plans
	
	
	
	

	
First point of contact
	
	
	
	LTU and School may be involved if student is in need of counselling or academic support. 

	Accommodation 
	
	
	
	
	
	
First point of contact
(current)
	
First point of contact
(future)
	
	
	Including placements/internships, international student accommodation.
Students may be referred to Accommodation Officer – FMU City West 

	Admissions 
(domestic)
	Entry requirements
Application process
	
	
	
	
	
	
First point of contact
	
	
	Future students would handle these with the exception of International Students.
Campus Central can provide advice on actual application process. 

	Admissions 
(International)
	Entry requirements
Application process
	
	
	
	
	
	
	
First point of contact
	
	

	Applications & Admissions 
(HDR students – domestic or international)
	Entry requirements
Application process
	
	
	
	
	
	
	
	
	EASS Research office is the first point of contact for these queries

	Assignment queries
	General questions about
-Extensions
-Mark on assignments
	
Sign Off
	
	
	
	
First point of contact
	
	
	
	 Noting that will be handled by Gradebook

	Career advice 
	
	
	
	
	
	
	
	
	
	LTU (Career Services) is the first point of contact for these queries and will refer to Program Director for further information when required

	Career advice
(HDR students – domestic or international)
	
	
	
	
First point of contact
	
	
	
	
	
	In addition to supervisors, portfolio leaders, academic staff and LTU may also be involved in providing career advice depending on the level of information required

	Confirmation of Enrolment (CoE)
(HDR students –international)
	
	
	
(Sign off only)
	
	
	
First point of contact
	
	
	
First point of contact
	Campus Central completes CoE’s – GRC completes CoE’s for HDR students
School prepares changes to Study Plan, PD sign-off
If student is failing - International Student Officer and LTU will be engaged.

	Course queries 
	Choices / electives / minors & majors / prerequisites  

Refer to appendix

	
	
	
	

	
First point of contact
	
	
	
	Schools provide course specific information that is not available for Campus Central, such as course substitutions, career advise on changing streams or if transferred programs.
Referring to Academic may be required

	Course queries 
(HDR students – domestic or international)
	Course / Program enquiries 
	
	
	
First point of contact
	
	
	
	
	
	In addition to supervisors, portfolio leaders, school professional staff and Graduate Research Centre may also be involved in providing program advice depending on the level of information required

	Credit queries 

	General information
External credit not on Credit Assessor
Internal credit
Refer to appendix
	
	
	
	
	
First point of contact
(current)
	
First point of contact
(future)
	
First point of contact
(international)
	
	Schools assist with non-standard requests such as organising Recognition of Prior Learning, credit for internal studies, international credit. 
Prospective student enquiries handled by Future Students with help from schools if required.

	Credit applications

	General information

Refer to appendix
	
	
(Sign off only)
	
	
	
First point of contact
(current)
	
First point of contact
(future)
	
First point of contact
(international)
	
	Campus Central provides advice about application process. If sign-off required, referred to academic staff member 

	Criminal History screening
	
	
	
	
	
First point of contact
	
	
	
	
	

	Cross institutional, Non-Award and Audit enrolments 
	
	
(Sign off only)
	

	
	
	
First point of contact
	
	
	
	Includes Deakin Non-Award language students.
Outgoing enrolments - Program Director
Incoming enrolments – Course Coordinator

	Deferred exam applications
	
	
	
(Sign off only)
	
	
	
First point of contact
	
	
	
	If application lodged citing compassionate reasons - LTU counsellor required to recommend (sign) prior to being provided to Program Director for sign off.
If application is being lodged for medical reasons (supporting evidence required - medical certificate) - Campus Central will review and accept

	Enrolment advice 
	Enrolment planning
Timetable clashes 
Where to find information
	
	
	
	
	
First point of contact
	
	
	
	School assists CC with equivalencies available (i.e. if student failed a course), exceptions to prerequisites, etc
Incoming exchange students may need assistance. 

	Enrolment assistance  
(HDR students – domestic or international)
	Process of enrolling 
	
	
	
	
	
First point of contact
	
	
	[bookmark: OLE_LINK3][bookmark: OLE_LINK4]
First point of contact
	Research student enrolments are completed by the Graduate Research Centre staff.
Queries for what courses to enrol in would be referred to Supervisor / Portfolio Leader

	Exams
(HDR students – domestic or international)
	
	
	
	
First point of contact
	
	
First point of contact
	
	
	
	  

	Graduations
(HDR students – domestic or international)
	Eligibility
Graduation ceremony details
Payments
	
	
	
	
	
First point of contact
	
	
	
First point of contact
	Students will initially be advised to follow late/missing results these up with the course coordinator.  If results are still missing prior to eligibility deadline, Campus Central will follow up with school

	HDR Student funding
	Research degrees support fund
Conference travel fund
Publications Incentive fund
Exhibition allowance
Thesis binding allowance
	
	
	
	
	
	
	
	
	EASS Research office is the first point of contact for

	Leave of Absence 
(HDR students – domestic or international)
	 
	
	
(Sign off only)
	
First point of contact
	
	
First point of contact (domestic students)
	
	
	
	For international students (except HDR) LTU is the first point of contact. 
International Student Officer must review (for visa and CoE implications) and sign off prior to being provided to Program Director for approval & sign off.

	Name badges/Polo shirts
(for placements if required) 
	
	
	
	
	
	
First point of contact
	
	
	
	Campus Central processes payment. Receipt handed in at School. School orders items.

	Overrides
(enrolment)  
	Full class 
Unit overload
Requisites 
	
(Sign off only)
	
(Sign off only)
	
	
First point of contact
	
	
	
	
	Campus Central – processing only. Time clash override, does not need school approval. 
Full class –  refer to School Timetabler
Unit overload – refer to Program Director
Requisites – refer to Course Coordinator

	Overseas Students Health Cover (OSHC)
(HDR students –international)
	
	
	
	
	
	
First point of contact
(premium payment)
	
	
First point of contact
(future)
	
First point of contact
(HDR)
	LTU would be the first referral point for student advice and queries relating to OSHC

	 Police check queries
	
	
	
	
	
First point of contact
	
	
	
	
	

	Proof of enrolment 
	Bonafide letters for Centrelink, employers, Department of Immigration, Job Network Agencies
	
	
	
	
	
First point of contact
	
	
	
	School assists CC with special requests such as attendance records

	Program transfers
	General information
Nested programs
Internal transfers
From double to single degrees
	
	
	
	
	
First point of contact
(Internal transfers)
	
If not an internal transfer
	
	
	Future Student inquiries assists with new SATAC admission,

	Research Education Support Activities (RESA)
	Available workshops
	
	
	
	
	
	
	
	
First point of contact
	

	Research Ethics
	Provision of research ethics information
	
	
	
	
First point of contact
	
	
	
	
	Additional advice can be obtained from the Division Research Ethics Advisors
Dr Glenn Cupit       Dr Chris Klinger
t: 830 24580           t: 830 24587

	Research Publications
	Internal publications
External publications
Statement of authorship
	
	
	
	
First point of contact
	
	
	
	
	This includes all creative works (as per the ERA definition)

	Research student resources
	Desk allocation
Telephone / PC
Printer access / availability
	
	
	
	
First point of contact
	
	
	
	
	

	Results enquiries
(HDR students – domestic or international)
	
	
	
	
First point of contact
	
	
First point of contact
	
	
	
	Schools assist with missing grades, and with results appeal processes

	Scholarship & Prizes queries
(HDR students – domestic or international)
	
	
	
	
	
	
First point of contact
	
First point of contact
(future)
	
	
First point of contact
	Uni-wide Scholarships & Prizes – queries may be referred to MDU.
Division & School based Scholarship and Prizes – queries referred to the respective Division. 

	Student exchange / mobility 
	Enrolment issues from incoming exchange students 
	
	
	
	
	
First point of contact
	
	
	
	 Queries may be referred to UniSA International (Student Mobility team) for further information.
PD’s may need to provide sign off or an academic reference.

	Student finance 
	BFS
Internal payments
	
	
	
	
	
First point of contact
	
	
	
	 

	Student ID cards
	 
	
	
	
	
	
First point of contact
	
	
	
	 

	Student placement 
	
	
	
	
	
First point of contact
	
	
	
	
	 

	Student Registrations 
	Professional Board registrations
	
	
	
	
	
First point of contact
	
	
	
	Head of School may be involved in sending a letter to registration board. 

	Study plans
(also refer to Enrolment Advice entry)
	
Refer to appendix for circumstances where study plans are to be issued to students
	
	
First point of contact
	
	
First point of contact
	
	
	
	
	All students (both domestic and international) are to continue to be encouraged to plan their own study progress and take responsibility for their own enrolments in line with the program information available on the program and course web pages

	Teaching and Learning of specific course
(HDR students – domestic or international)
	
	
First point of contact
	
	
First point of contact
	
	
	
	
	
	Queries relating to teaching of a specific course (academic queries) = Course Coordinator or Program Director

	Thesis review / support (HDR)
	Enquiries relating to HDR thesis review and examination
	
	
	
	
	
	
	
	
First point of contact
	

	Thesis submission (HDR)
	Enquiries relating to HDR thesis submission
	
	
	
	
First point of contact
	
	
	
	
	

	Variations to candidature
	Change of supervisor
Applying for leave
Upgrades and downgrades
Applying for extensions to candidature
Confirmation of candidature
Statement of agreement
	
	
	
	
First point of contact
	
	
	
	
	

	Withdrawal from program
(HDR students – domestic or international)
	
	
	
	
First point of contact
	
	
First point of contact
	
	
	
	For international students (except HDR) LTU is the first point of contact. 
International Student Officer must review (for visa and CoE implications) and sign off prior to being provided to Program Director for approval & sign off.
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Additional information / examples of student queries listed in the previous table
[bookmark: _Toc302555411]Course queries 

· Confusion regarding which courses to enrol in for particular programs 
· What courses to study under current program, when a transfer is not yet possible
· Help with choosing electives
· Help with choosing a sub-major – understanding what a sub-major is; selecting courses; ensuring that prerequisites are met (or making enquiries on students’ behalf if these are not met/ cannot be met)
· Helping students to ‘reshuffle’ courses to fit in with sub-majors/ professional majors/ electives, etc, if programs have been transferred or if sub-major has been changed; seeing if/ how previous courses can be counted 
· Selecting alternative courses where others leading up to this point have not been enjoyed. International students require extra time to explain their options 
· Special permission to study courses at providers that may not have otherwise been approved
· Help with rescheduling courses where these have previously been failed or ‘dropped’
[bookmark: _Toc302555412]
Credit queries & applications

· General information 
· External credit not in Credit Assessor
· Internal credit
· RPL, life or work experience
[bookmark: _Toc302555425]
Study Plans

The requirement to issue a study plan to a student is a decision that is made by the School on an individual basis but can be guided by the following recommendations:
· All International students when applying for admission to a University program and requesting recognition for prior learning / studies completed.
(If a student is beginning a program with the University and is not applying for credit they do not require a study plan)
· All International students applying for a new CoE
· Students who have received credit that significantly affects their program sequence (e.g. more than one year of credit - if it is spread unevenly across  the program (1st, 2nd, 3rd years) - not if it is only the first year courses)
· If there is any change from what is published on the program website (when a change of course name or substitution is noted on the website – a study plan is not required)
· Students with unsatisfactory progress
· Students with programs that are transitioning or withdrawn
· Students in transnational programs that are being exited
· Students undertaking programs where the choice of major, sub major, minor or elective options can significantly impact their progression through the program
· Associate Degree in Languages and Culture Studies

Study plans are not mandatory for domestic students and do not need to be provided unless one or more of the above reasons apply. 
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