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Introduction

At Wilkinson's English Language School (WELS), we take great pride in providing a nurturing,
inclusive, and secure learning environment for all our students. Committed to upholding the
standards of safety and well-being, we align our practices with The Education (Pastoral Care of
Tertiary and International Learners) Code of Practice 2021. This commitment is an integral element
of our strategic objectives, designed to ensure our adherence to the code's standards and principles.

Our dedication to learner well-being and safety manifests through a rigorous self-review process, in
line with the code. This process entails continuous evaluation, incorporating valuable input from our
diverse student body and stakeholders. It also includes in-depth analysis of quantitative and
qualitative data, encompassing student feedback and concerns. This self-review summary report, as a
pivotal component that reflects our unwavering commitment to transparency and accountability.

We are honoured to present this report, which sheds light on the strides we've made in fulfilling
NZQA's expectations and further enhancing the well-being and safety measures for our students.
The report is structured to provide insights into our progress across the outcomes, highlight our
performance. It also delves into an overview of the complaints and grievances we've addressed,
reinforcing our commitment to providing a supportive and secure learning environment.

Code Self Review Summary Report — 2025, Wilkinson’s English Language School October 2025 2



Outcome 1: Learner Well-being and Safety System

Summary of Performance

WELS prioritizes learner safety and well-being through its strategic and annual plans. Regular
engagement with learners and stakeholders helps ensure policies are relevant, culturally inclusive,
and responsive to diverse needs.

Evidence and Analysis

e Policies are regularly reviewed and updated to maintain a safe, inclusive learning
environment.

e Continuous improvement is supported through classroom check-ins, bilingual
communication, and learner feedback.

e The Te Tiriti Strategic Plan and effective safety and crisis management highlight a strong
focus on cultural inclusivity and well-being.

e Staff receive regular Code of Practice training, and a dedicated pastoral care team and First
Aiders are in place.

e Strong governance oversight ensures ongoing monitoring and resource updates to support
learner safety and wellness.

WELS maintains a holistic and proactive approach to learner well-being, combining clear processes,
professional development, learner empowerment, and community engagement to create a secure,
high-quality, and culturally responsive educational environment.

Outcome 2: Learner Voice

Summary of Performance

WVELS values learner participation and ensures all voices, especially those of vulnerable learners, are
heard and respected. Feedback is gathered through face-to-face interactions, group discussions, and
structured tools like Individual Learning Plans and Student Needs Analysis forms.

Evidence and Analysis

¢ WELS maintains an open-door policy and engages students during orientation and
throughout their learning journey.

e Translators are used to support cultural and age-specific needs.

e The Student Diversity Union (SDU) provides representation and supports inclusivity across
all learner groups.

e Regular course evaluations and Student Voice meetings show high satisfaction levels and
inform ongoing improvements.

e Feedback is used to adapt teaching, improve communication, and refine policies, ensuring
natural justice in complaint handling.

e Learners are informed of complaint processes, next steps, and the Dispute Resolution
Scheme for unresolved matters.

e WELS is also working on action points from learner feedback, including holding new
representative elections and strengthening communication channels.
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WLN Course Context and Pastoral Care Updates

Learner Voice and Engagement:
WLN students typically attend 2 - 4 hours per week in small groups, often during evenings or
weekends. This scheduling makes it challenging to establish a formal student representative body.

¢ Well-being and Support:
To enhance engagement beyond class hours, we have:
o Communicated the updated Attendance Policy to all students this year.
o Implemented a Friday Conversation Partner Program, pairing students with local
community volunteers for additional speaking practice.
¢ Feedback Mechanism:
The Administration team encourages students to complete both Mid-Course (40-
hour) and End-of-Course (80-hour) surveys. Links are provided online or made available
before and after class.
¢ Attendance and Safety:
To support attendance and well-being for evening classes, we:
o Send SMS reminders to students on the day of their scheduled class.
o Share daily attendance between academic and teaching teams to proactively
follow up on absences.
Keep exterior lighting on during night classes for safety.
Provide simple refreshments to help students stay focused after work.

WELS demonstrates a strong commitment to empowering learner voices through structured
feedback, transparent processes, and inclusive engagement. Continuous improvements, such as
expanding student representation and enhancing communication, ensure that every learner feels
heard, valued, and supported.

Outcome 3: Safe, Inclusive, Supportive, and Accessible Physical and Digital Learning
Environments

Summary of Performance

WELS ensures that all learners study in a safe, inclusive, supportive, and accessible environment—
both physically and digitally. The school promotes respect, diversity, and cultural safety, creating
discrimination-free spaces for learners of all backgrounds, including different ethnicities, religions,
age groups, and the LGBTQIA+ community.

Evidence and Analysis
e  WELS maintains strong health and safety processes, supported by regular reviews, risk
management, and effective communication with families.
e The 2025 Safety and Well-being Survey confirmed that learners feel respected and that
teachers show genuine interest in their cultures.
e Community and whanau engagement are encouraged before enrolment and throughout the
learner journey.

e Teaching Portfolios and feedback are used to tailor learning to diverse cultural and individual

needs.
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e WELS works with community partners to address discrimination, bullying, racism, and
harassment while promoting acceptance and inclusion.

e The organization has maintained effective communication and safety standards during times
of change, such as the Covid-19 pandemic.

e Continuous improvement plans include updating safety and inclusion practices, enhancing
feedback systems, and strengthening community partnerships.

WELS demonstrates a strong, ongoing commitment to providing a culturally inclusive and secure
learning environment. Regular reviews, community engagement, and proactive measures ensure that
every learner feels supported, valued, and safe across both physical and digital spaces.

Outcome 4: Learners Are Safe and Well

Summary of Performance

WELS prioritizes learner safety, well-being, and cultural inclusion by fostering a supportive
environment that values diversity, understanding, and respect. The school actively engages with
communities, families, and whanau to ensure learners feel safe, supported, and connected
throughout their education journey.

Evidence and Analysis

e During orientation, WELS assesses learners’ basic needs such as food, housing, and clothing,
and provides advice, referrals, and support through local healthcare providers, counsellors,
and community organizations.

e Kitchens and nearby food options are available to ensure accessibility and comfort for
students.

e The school’s well-being systems include interpreters, links with mental health teams, and a
clear reporting process for health and safety concerns.

e Regular communication with families and community partners ensures proactive
management of learner welfare.

e The 2025 Safety and Well-being Survey confirms that learners feel safe, respected, and
supported across all settings.

e Health and safety measures are regularly reviewed and updated to meet evolving needs and
align with diversity and inclusion standards.

WELS demonstrates a strong, ongoing commitment to ensuring learners are safe and well through
proactive support, community engagement, and robust health and safety systems. Continuous
monitoring, clear communication, and collaboration with external support networks strengthen the
school’s ability to maintain a secure and caring environment for all learners.
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Outcome 5: A Positive, Supportive, and Inclusive Environment in Student
Accommodation

Summary of Performance

WELS ensures international learners live in safe, inclusive, and supportive accommodation by
partnering exclusively with Code-compliant Homestay Agencies. These agencies maintain high
standards through rigorous safety and background checks, responsive support, and ongoing
monitoring.

Evidence and Analysis

e Partner Homestay Agencies conduct comprehensive safety inspections, police vetting, and
provide 24/7 emergency assistance to ensure student welfare.

e  WELS maintains close communication with agencies, students, and hosts, ensuring under-18
learners receive appropriate supervision and culturally sensitive care.

e Orientation programmes and emergency management education prepare learners for
independent living, with multilingual staff offering guidance on health, safety, and community
connections.

e Accommodation processes are regularly reviewed to align with Code of Practice 2021
requirements, including updates to house rules, clear communication of rights and
responsibilities, and feedback collection from residents.

e Planned improvements include streamlining homestay contracts, enhancing transparency,
and gathering regular feedback to strengthen accountability and responsiveness.

Through strong partnerships, continuous oversight, and proactive communication, WELS upholds a
safe, respectful, and supportive accommodation environment. Ongoing evaluation and collaboration
with compliant Homestay Agencies demonstrate WELS’s enduring commitment to learner safety,
inclusion, and well-being.

Outcome 6: Accommodation Administrative Practices and Contracts
Summary of Performance

WELS meets all Code requirements under Outcome 6 through transparent and well-managed
accommodation practices. Although WELS does not provide on-campus housing, it ensures
international learners are placed with a trusted Code Compliant Homestay Agency. Students under
18 are not permitted to live independently, and all accommodation arrangements are closely
monitored for safety and suitability.

Evidence and Analysis

e  WELS maintains comprehensive administrative oversight, including record-keeping of
caregivers, police vetting, and regular safety checks of all approved homestays.

e A dedicated staff member manages accommodation and pastoral care queries, ensuring
effective communication between students, caregivers, and agencies.

e For learners aged 18 and over, WELS verifies that housing arrangements comply with legal
and safety requirements, providing clear guidance on tenant rights and responsibilities.
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The school promptly reports any significant concerns to relevant authorities and maintains
strong accountability mechanisms.

Planned improvements include gathering resident feedback, streamlining accommodation
contracts, and increasing student awareness of their rights and obligations as tenants.

Through strong administrative practices, regular monitoring, and a proactive approach to safety,
WELS ensures all learner accommodation meets Code standards. The planned enhancements in

feedback collection and communication will further strengthen transparency, safety, and
responsiveness.

Outcome 7: Student Accommodation Facilities and Services

Summary of Performance

WELS fully meets the Code requirements for Outcome 7 through effective management of student

accommodation facilities and services. The school ensures secure, supportive, and well-monitored
homestay environments that prioritise student safety and wellbeing. Clear guidelines define the

roles, responsibilities, and expected conduct of all parties involved, fostering a positive and
respectful living environment.

Evidence and Analysis

e  WELS conducts regular assessments, interviews, and safety checks to ensure homestay

accommodation meets quality standards and remains compliant with the Code.

e The school maintains financial transparency by managing advance homestay payments and

implementing clear withdrawal and issue-reporting procedures.

e Continuous support and monitoring of homestay providers enhance the standard of care

and responsiveness to student needs.

e  Staff maintain open communication with students, caregivers, and agencies to promptly

address any accommodation concerns.

e Improvement plans include regular reviews of procedures to align with updated regulations,
increased training and guidance for homestay carers, and strengthened feedback systems to

enhance student satisfaction and safety.

Through structured monitoring, transparent processes, and ongoing support for homestay

providers, WELS ensures that student accommodation remains safe, inclusive, and conducive to
learner wellbeing. Planned improvements in communication and training will further reinforce the

quality and compliance of accommodation services.
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Outcome 8: Responding to the Distinct Wellbeing and Safety Needs of International
Tertiary Learners

Summary of Performance

WELS is committed to supporting the unique wellbeing and safety needs of all learners in line with
Outcome 8 of the Code of Practice. Staff receive training on cross-cultural awareness and mental

health preparedness to ensure inclusive, age-appropriate support. A proactive pastoral care policy
helps identify at-risk learners early and connect them to the right support services.

Evidence and Analysis

e Cross-cultural and pastoral care training ensures staff understand diverse learner
backgrounds and can provide culturally sensitive guidance.

e Policies and procedures are in place to address mental health and unexpected issues, with
plans to strengthen partnerships with local mental health services.

e Te Tiriti principles are embedded in practice, promoting a holistic and inclusive approach to
learner wellbeing.

e Improvement plans include expanding staff cultural sensitivity training, reviewing readiness
measures regularly, and maintaining clear communication channels for international learners
to access support easily.

Outcome 9: Prospective International Tertiary Learners Are Well Informed
Summary of Performance

WELS ensures that prospective international learners receive clear, accurate, and comprehensive
information through a dedicated Marketing Code and well-structured communication processes.
Updated marketing materials, quality assurance details on the website, and direct engagement with
the international marketing team support transparency and informed decision-making.

Evidence and Analysis

e Comprehensive information is provided on programmes, staff, facilities, qualifications, study
pathways, costs, and fees.

e  Education agents are managed through a structured five-stage process that includes
reference checks, written contracts, performance monitoring, and compliance reviews.

e Regular communication and training for agents promote accuracy and integrity.

o Self-review confirms that learners receive essential materials such as programme and
student handbooks, and that student experiences have been positive overall.

e Improvement plans include developing concise video guides, translating key information,
adding real-life examples, and conducting regular audits to maintain Code compliance and
relevance.

Outcome 10: Offer, Enrolment, Contracts, Insurance, and Visa
Summary of Performance

WELS demonstrates strong compliance with the Code of Practice requirements under Outcome 10,
ensuring all international tertiary learners receive accurate information and fair, transparent
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enrolment conditions. Processes are in place to safeguard students’ rights and ensure that their
educational experiences align with legal, academic, and wellbeing expectations.

Evidence and Analysis

e  WELS provides timely, clear, and tailored information about programmes, facilities, staffing,
insurance, visa requirements, and related costs through the website, application forms, and
handbooks.

e Contracts of enrolment are fair, reasonable, and transparent, detailing enrolment terms,
grounds for termination, disciplinary procedures, and appeal rights.

e The disciplinary process adheres to the principles of natural justice, ensuring impartiality and
fairness.

e All international learners studying for two weeks or longer are required to maintain
comprehensive insurance covering travel, medical care, repatriation, and death-related
expenses.

e Student fees are securely protected through a Public Trust Account, with clear refund
policies covering visa refusals, voluntary withdrawals, programme termination, or school
closure.

o Self-review indicates WELS’s practices are effective, transparent, and aligned with Outcome
10 objectives.

WELS will continue to strengthen its processes by:

e Regularly reviewing the accuracy of enrolment and insurance information.
e Updating disciplinary procedures to reflect best practice and Code requirements.
e Providing ongoing staff training to ensure compliance and consistency.

WELS demonstrates a strong commitment to transparency, fairness, and student protection. The
organisation’s robust systems for offers, enrolments, contracts, insurance, and visas uphold the
integrity of its international education provision and support the wellbeing and success of all learners

Outcome 11: International learners receive appropriate orientations, information and
advice

Summary of Performance

WELS meets the requirements of Outcome 11 by providing a comprehensive, culturally sensitive
orientation program for international tertiary learners. The program aligns with the principles of the
Treaty of Waitangi and supports learners’ well-being, engagement, and sense of belonging.

Evidence and Analysis

e The orientation program is accurate, age-appropriate, and culturally responsive, integrating
health and safety measures and parental communication.

e Small cohort sizes allow for tailored, personalized orientations, enhancing student
engagement and fostering a safe learning environment.

e Robust health and safety structures, including the Wellness, Health, and Safety Committee
and Learner Success Plans, support learner well-being and academic success.
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e Orientation documentation aligns with WELS’s strategic goals and reflects continuous
attention to cultural inclusivity and diversity.

Annual review of orientation content and delivery methods.

e Gathering feedback from international students to inform continuous improvements.
e Strengthening staff involvement in supporting international learners.

Expanding cultural understanding initiatives, including Treaty of Waitangi workshops, and enhancing
the integration of Te Reo Maori and tikanga Maori.

WELS demonstrates a strong commitment to providing high-quality, culturally responsive
orientation, information, and advice. Continuous improvements ensure international learners are
well-prepared, supported, and engaged within the learning environment.

Outcome 12: Safety and appropriate supervision of international tertiary learners

Summary of Performance

WELS is not currently enrolling international students under 18, but robust policies and procedures
are in place to ensure compliance with Outcome 12 if such students are admitted. These policies
guarantee that under-18 learners are under the care of a parent, legal guardian, or Code Compliant
Homestay caregiver.

Evidence and Analysis

e  WELS maintains ongoing communication with parents, guardians, or caregivers to monitor
student well-being and academic progress.

e Policies cover all stages of the student journey, including enrolment, caregiver appointment,
accommodation standards, interviews, and information on rights and responsibilities.

e Accommodation procedures ensure safety, regulatory compliance, and suitability through
Code Compliant Homestay Agencies.

e Detailed, documented procedures demonstrate readiness to manage under-18 students
effectively, even though none are currently enrolled.

Future Focus

e Regular monitoring and review of policies and procedures.

e Simulations or test cases to ensure readiness for under-18 student management.

e Staff training focused on the supervision and support of under-18 students.

e Staying informed of regulatory changes and adapting procedures to maintain compliance.

WELS demonstrates strong preparedness for safely enrolling and supervising international learners
under 18. Continuous monitoring, staff readiness, and proactive policy management ensure that the
school can uphold safety, well-being, and compliance requirements effectively.
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Complaints and grievances

Complaint signifies an expression of discontent with any procedure, result, or service provided by
the school. Grievance denotes a perceived or actual injustice that serves as the basis for a complaint.

We revisited our policy on complaints and grievances, involving our SMT (Senior Management
Team), students, and the Board. WELS ensures that a fair and transparent process is applied to all
issues relating to student complaints and grievances. The school endeavours to resolve such issues
internally to the best of its ability. All enrolled students, and prospective students who believe they
have received inaccurate information or been subjected to inappropriate or unjust treatment, have
the right to utilize the established complaints procedure.

Grievance and Complaint Resolution Procedure (4-Step Structure)

¢ Step 1 - Internal Process (Informal): Students are encouraged to discuss concerns
privately with a teacher or relevant staff member for prompt and informal resolution.
Proposed solutions consider input from all parties, and support persons may attend
meetings.

¢ Step 2 - Internal Process (Formal): If informal resolution is unsatisfactory, students can
submit a written formal complaint to the Student Services Manager within five working days.
The complaint is reviewed by senior staff, ensuring procedural fairness, and outcomes are
communicated in writing.

e Step 3 - Internal Process (Appeals Committee): Students may appeal Step Two
outcomes within five working days if new information arises or procedures were incorrectly
followed. Appeals are submitted in writing and reviewed by the designated committee for
reassessment.

e Step 4 - External Process (External Agencies): If internal procedures do not resolve
the complaint, students can escalate to NZQA or the independent Study
Complaints/Nga Amuamu Tauira service. These agencies review provider compliance
with the Code and assist with financial, contractual, or pastoral care disputes, but do not
provide personal remedies.

Evidence and 2025 Complaint Management Performance

The established procedure effectively addresses key areas of concern, including both formal and
informal complaints and feedback. It provides clear, accessible guidelines for students, ensures
prompt and efficient responses, and accommodates complaints of varying complexity and sensitivity
while adhering to the principles of natural justice. The process allows for cultural responsiveness
through the presence of a cultural advisor and includes mandatory documentation for recording and
reporting complaints data. We actively engage with the Student Diversity Union (SDU) to promote
student voice and proactively de-escalate issues before they become formal complaints.

2025 Complaints and Resolution Data Summary
There have been no formal complaints escalated beyond Steps 1-3 of the procedure. Any informal

concerns, such as level change requests or teacher feedback, are addressed immediately by the
Academic Team through direct follow-up with the teacher.
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Critical incidents

We have revised our critical incidents policy, and a critical incident is defined as a major incident
with the potential for damage to people, operations, reputation, and requiring a strategic response.
It can involve large-scale impact on the school, critical services being impacted, and necessitates
complete campus evacuations or lockdowns. Critical incidents have a significant impact on school
operations, reputation, finances, and often receive media exposure at a national or international
level. This definition categorizes such incidents as Level 2 in the Critical Incident Management
Framework. The response to critical incidents is managed by the Critical Event Management Team
(CEMT), indicating that they are exceptional situations requiring a structured and strategic approach.

In 2024 and 2025, we haven’t had any critical incidents.

Conclusion

In closing, Wilkinson's English Language School (WELS) has taken significant strides in our ongoing
commitment to ensuring the safety and well-being of our diverse student community. This
comprehensive self-review summary report reflects our dedication to transparency and continuous
improvement, aligning our practices with The Education (Pastoral Care of Tertiary and International
Learners) Code of Practice 2021.

Throughout the self-review process, we have diligently assessed our performance across the twelve
critical outcomes. These evaluations, guided by input from our students, staff, and stakeholders, have
allowed us to identify areas for enhancement, ensuring that we remain at the forefront of
safeguarding our students' well-being and security.

e Strategic action plans address identified gaps and aim to improve institutional practices.

e Enhancements include refining emergency response plans and strengthening communication
channels.

e Age-appropriate support systems are being implemented for international learners.

e Proactive measures include ongoing staff training and continuous communication efforts.

o A safe, inclusive environment is being fostered to celebrate diversity and support all
learners.

e Communication is prioritized through:

o Sharing complaint reports with learners and NZQA.
o Providing dispute resolution training for admin and marketing staff.
o Collaborating with the Student Diversity Union (SDU) to amplify learner voices.
e The institution remains committed to continuously monitoring, adapting, and refining
policies and practices.
e The overarching goal is to ensure a secure, inclusive, and supportive learning environment
aligned with evolving international education standards.

Wilkinson's English Language School (WELS) extends its sincere appreciation to all learners, staff,
and stakeholders for their valuable contributions throughout this self-review process. Together, we
will shape a safer, more inclusive, and supportive learning environment for our global community of
students.
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