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PART A

During the orientation phase students are made aware of the demands of study at UBSS
and at the same time the support systems that are in place.

As part of the orientation exchange (either in person or online) students are made aware of
support services that are available to them to including —

e Access to MyGCA - Student Management System
¢ Advanced Business Communication subject for undergraduate students
e Study Skills web pages

e Support Workshops

e Learning Support personnel on site

e eResources and eLibrary

e PASS program (extended)

e Credit Transfer

e Avoiding plagiarism

e Genuine student attributes

e Assessment

¢ Pathways

e Learning Management System — Moodle

e Modes of communication

e Attendance

e Study load and progress

e Academic grievances

e Code of conduct

e Use of computer laboratories and eResource room

All aspects are important, but the seven (7) highlighted areas above provide evidence of
ongoing support for students post enrolment. | deal with each in turn —
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Access to MyGCA - Student Management System

Access to MyGCA is an essential ingredient for success at UBSS given that it is the portal to
all eResources (including the LMS) that provides students with notes, presentations,
assignments, readings and a raft of other study support matters.

Access is via Student Central - https://www.ubss.edu.au/student-central/

Student Central

Student Central

As a student of UBSS, you have a lot going on — class, assignments, group-work etc. Not to
mention a social life. We want this page to help you quickly get to the resources you need.

& GCA

myGCA Connect

@ 24/7 online .
Privato MBA Business School SYDNEY o
MyGCA 7 i \YGCA 24/7 online

Student Services Online

Student Name 3

—
e

Welcome to Student Services Online.

with al the terms and conditons.
27-4an2010 25un-2010 Show term dates

83860407 2 STATUS : Completed
12302010 0102011 Show term dates

colege.

Please select your desired request rom the lefi-hand menu.

| End Date:

Students can access College Information such as
Policies and Procedures documents and Student
Handbooks via their account on Student Services
Online.

STATUS : Curent
18-Juk-2011 | 20Jun-2014 Show lerm dates

Welcome to myGCA

For all academic and administration requests please use the Student Services Online link
in the menu on the left hand side of the screen.

Central College Online
Moodle

=Link to e-resources

Student Email

=Moodle: online learning system — you must access it weekly for
Student Direct email each subject!

Page 4 of 30



e
Student Support at UBSS SCHOOL
SYDNEY

Advanced Business Communication subject for undergraduate students

A support strategy that was put in place in 2015, by means of a compulsory subject for all
students — BAS22 Advanced Business Communication, the subject has remained an
important resource and support mechanism for students -

SUBJECT OUTLINE

1. General Subject Information

Subject Code: BAS22 A

Subject Name: Advanced Business Communication
Teaching Period: Trimester 3 2019

Core/Elective status: Core — Bachelor of Business or Bachelor of Accounting
Pre-requisites: None

Class Times: BAS22 A: 8.30 - 11.30 Mondays
Class Room: 1003

Class Contact: 3 hours per week

Delivery Mode: Full-time, On Campus

Lecturer: Sue Cameron

Contact Details: sue.cameron(@ubss.edu.au

(Please do not use the Moodle email, only this one and
include your Student Number otherwise a late reply can
be expected)

Location: Lecturers Lounge — Level 11

This subject is scheduled for the first trimester of both undergraduate awards —

Bachelor of Accounting
Year 1
Trimester 1
Subject Code | Subject Name Credit Points
BAP12 Accounting for Business 3
BAS22 Advanced Business Communication 3
BAC11 Information Technology for Accountants 3
BAC21 Quantitative Methods 3
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Bachelor of Business

Year 1

Trimester 1

Subject Code | Subject Name Credit Points

BAS22 Advanced Business Communication 3

BBM123 Management Principles 3

BAC21 Quantitative Methods 3

BAP12 Accounting for Business 3

The subject is regarded as a vital means of ensuring students are literacy and award ready.

The learning outcomes of the subject are appropriate —

2.2  Learning Outcomes
On successful completion of this subject, students will be able to:

1. A competent standard of academic writing

2. Discussing the various communication tools and techniques used in businesses and
workplaces in the 21st century.

3. Demonstrating verbal, non-verbal, written and digital communication techniques used
in business.

4. Discussing the principles underpinning interpersonal skills and how they contribute to
effective business communication.

5. Implementing effective techniques to resolve conflict and negotiate in business and
workplaces.

6. Performing effective business research and communicating the findings in a project
and via oral presentation.

7. Communicating effectively across cultures and to a range of different business
audiences (managers, customers, colleagues, potential employers, etc.).

Page 6 of 30



UNIVERSAL
BUSINESS
SCHoOL
SYDNEY

Student Support at UBSS

The content of the subject has been refined and is well suited for Year 1, Trimester 1

students —
Weeks 1- 5
Week 1:
Monday 9 Introduction to subject and Lecture and Discussion
September students
Subject Outiine and Assessment | Chapter 1 Go through the Subject Outline
Timetable and Assessments
(LO-2)
Communication theory and the
communication processes and Actwvity: Introductions
modeis
Week 2: Revision on Communication
Monday 16 Theory
September Lecture and Revision of Week 1
Academic Skills Chapters 3,7
Doing and using Research and 12 Group Tutorial on
research for Academic Writing &
Academic writing — the Essay (LO-1&6) the thearies of communication
Argument, logic, persuasion and
Influence
Week 3: Revision on academic writing
Monday 23 Lecture, Q&A
September Work ready business skills
Chapler 2 Groups Tutorial on document
Document design & graphic (LO~3) design and business writing
communication
Chapler 4
Letter writing and emalls {Lo-3)
Chaplers 6 & 20
Online writing & Social Media (LO-3&T)
Week 4: Work ready business skills
Monday 30 Chapter 9 Lecture, Revision and Q&A
September Interpersonal Skills 1 — Emotional | (LO4)
Intelligence and Assertiveness Group tutorial to discuss
Chapter 10 Interpersonal skills
Interpersonal Skilis 2 - Listening, | (LO- 4)
Questioning and Feedback
Quiz No 1 due on Sunday 4
Revision for First Mid-trimester October
test in Week 5
Week 5:
Monday 7 Labour Day Public Holiday
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Student Support at UBSS
Weeks 6 — 12
Week 6: First Mid trimester Test One hour test with exenmal
Monday 14 Iwiglanors
October
Intercuitunal Communication Chapter 15 Two hour lecture and group
flo-7) wtorial on Intercutiural
communicalon
Week 7 Feodback on Assessment 1 Hand out papers with feeddack
Monday 21 comments
October Wouk ready business skils Chagter 5
Reports and Proposals fLO-3,647) | Lecture and group dutorial on
sepons and non-veral
Nonwerbal Communication Chapeer 8 communicaton
fLO-346)
Assessment No 3 Repons & Oral Quiz No 2 due on Sunday 27
preseniation Insructons (due October
Week 10)
Week B: Wouk Ready Business Skils Lecture and Revision
Monday 28 Employment Communication
October Chapoers 20,14
Confict and Negotiation £13 Group tunoriad on Conflict and
LOs-647) Employment Communication
Revision for Assessment Task 2
n'Week 9
Week & Assesament Task 2. Second One hour test with exlemal
Monday 4 Mid-Trimester Test (1 howr) Iviglanors
November
Work ready business skills Chapoer 11 2 how Lecture & Grouwp Tutoral
Oral Communication fLOs347) on Oral Communication
Presentatons and using
PowerPoint
Week 10- Assesament Task No 3 Asseess Oral Presentations and
Monday 11 Repons due & deliver oral fLO-3. 647) | mark
November presentations
Quiz No 3 due on Sundayt?
November
Week 11 Feedback on Assessment 2 Hand cut papers with feeddack
Monday 18 comments
November Wouk Ready Business Skills Chagpoers 16,
Organisational, eam and meeting | 188 19 Lecture and QBA
Communication flLOs- 2 344
7 Growp Tutoral on Organsatonal
Task 3: Complte orad Team an Meeting
presentations Communicason
Weak 122 Feedback on Assessment 3 Review Learning Outcomes
Monday 25
November Revision for Assessment Task 4 Al the above Lecture, OBA and vial axam
Triad Exam paper

Exam Period 2 -~ 13 December

UNIVERSAL
BUSINESS
HOOL
SYDNEY
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The subject is taught by a well-qualified and highly experienced staffer with many years of
experience with international students (excerpt from the subject outline on the LMS) —

Your lecturer: Sue Cameron MBA AFAIM

Originally from Dunedin New Zealand

Over 20 years in senior management in Operations, Human Resources and Marketing
Has lived and worked in Europe for two years

Been a teacher, trainer and lecturer for over six years

Currently also a tour guide at the Sydney Opera House

o ¢ 0 ¢ ©

The student feedback on this subject in from S2, 2016 through to T3, 2019 (most recent) is
best captured in the following excerpt for the subject —

Qi The subject provided useful knowledge and skills

Q2 The learning outcomes were achievable

Q3 The subject workload was manageable

The subject helped to develop relevant professional skills such as problem

a4 solving and critical thinking

Qs The lecturer was well prepared for each class

Qs The lecturer provided useful feedback

Q7 The lecturer had a good knowledge of the subject matter

The lecturer used e-learning resources eg smartboard moodle in a way that

Qs aided learning in the subject

Qs The lecturer was available to discuss learning problems outside of class time

Q10 The assessmentrequirements were clearly explained

Q11 Overall the teaching in the subject was of a high quality

AVERAGE

The longitudinal study would suggest the subject and management of the subject is highly
regarded. This endorses its important role in the student support machinery — especially for
commencing students.

Page 9 of 30



e
Student Support at UBSS E SCHOOL

SYDNEY

Study Skills web pages

A support site has been established on the UBSS website that provides valuable 24/7
access to eAssistance on a range of topics —

Student Central

Student Central

As a student of UBSS, you have a lot going on — class, assignments, group-work etc. Not to
mention a social life. We want this page to help you quickly get to the resources you need.

https://www.ubss.edu.au/student-central/

This space has been refined over the last two years to hone in on the expressed needs of
students based on feedback and focus groups. User feedback has been positive.

Student Central

UBSS offers a range of services and facilities, including useful information from before you arrive to planning your future

| |

= [ eremmmmo g

Academic Calendar Attendance Management Business Strategy Game Centre for Entrepreneurship
@ © g e - —
y 8 [ —
. -
CompusD CampusQ an CampusO k
CQ Appointments C€Q Connect CQ Queue e-Libraries
s A fhoodle
A A .
FEE-Help Frequently Asked Questions Living in Sydney Moodle
(FAQs)

[a) ‘.—‘
s 5 pod %

myGCA Connect Orientation Information Policies and Procedures Student Handbook
@ ’iﬁ||]|' @ E,yg?
Subject Selection Support & Wellbeing Test and Exam Information Tuition Protection Service
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Support Workshops

Each trimester UBSS provides support workshops that cater specifically for literacy
enhancement and eLibrary skills — regarded as the two most essential elements of student
support outside the classroom.

Literacy is the focus for undergraduate students at present —

W UNIVERSAL
k¥ BUSINESS SCHOOL
&> SYONEY

ACADEMIC LITERACY SKII.
WORKSHOPS

NINE WORKSHOPS INWEEK 1,2,3,4,6,7,8,10&11
Thursdays 2:24pm - 4:45pm in Room 1110

T 6

@ZE3D Researching for Assignments
@EZED Plagiarism, Citation and Referencing
QEZF) Critical Thinking
QEZTD Business Report Writing - Part |
QZZD Business Report Writing - Part I
Structuring an Academic Essay |
QETX) structuring an Academic Essay I

[TZZ&L) Preparing a Presentatio

GC FOR ENROLMENTS & ENQUIRIES

A Mot d Treida = Low vy Sppon Coordracs | madiled tescadubis edu ae
Sydnay | Lovels 10 4 11, 233 Cantiemmagh 52, Sycney NSW 2000
Group Cooges Avsvats  Dvect +61 28332 2523 Exvension: 123 | Abewuche: 1 300 422422 | wwwatssedun

A structured approach to assist students is provided over nine seesions. Students identified
as ‘atrisk’ are shepherded into these workshops from the outset and throughout the
semester.

The timing of the workshops has been refined to provide maximum access and timely
support.
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eResarch skills are also regarded as imperative and a series of single session workshops
are provided for undergraduate students —

VR UNIVERSAL
B BUSINESS SCHOOL
G svoney

UNDERGRADUATE
RESEARCH SKILLS WORKSHOP

Thursdays 11:45am - 1:45pm in Room 1110/ eResource Room

You only attend ONE Workshop

Enhance your research skills, expand your
knowledge and submit quality work

FOR ENROLMENTS & ENQUIRIES
Madina Tresca ~ Leaming condnumr | madiing

Universal Business School 1 Levels 108 11, 233 Castiemeah Street, Sydney NSW 2000

Owect «61 283322523 Bawnsion: 123 | Abernative 1300 422 422 | wwwubss edu s ———

The emphasis is placed on accessing the range of eResources available to students
including the extensive eLibrary at UBSS.

Students identified as ‘at risk’ are shepherded into these workshops from the outset and
throughout the semester.

Students are permitted to attend multiple sessions if desired.
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Two additional workshops are made available to postgraduate students in line with needs
and interests.

An eResearch workshop and a preparation for employment —

UNIVERSAL

o DIVERSAL BUSINESS SCHOOL
e SYDNEY

The Private MBA Business School

Employability Skills Workshop for MBA Students

IDENTIFY YOUR CAREER PATH

FOUR WORKSHOPS/SESSIONS IN WEEK 3,4,6 &7
Wednesdays 11:45am - 2:45pm in Room 1003

RESEARCH SKILLS WORKSHOP

SESSION 1 Identify your Career Path
SESSION 2 Preparing CV & Covering Letter
SESSION 3 Winning the Interview
SESSION 4 Networking - Field Trip

Wednesdays 8:30am - 11:30am in Room 1003 / eResource Room

You only attend ONE Workshop

DREAN Simmn mwwen |
J e

Pre (&n st ? emera\d

& WE
A& CENGAGE Learing:

WORKSHOP 4 - Week 7
Netwackng - el p

WORKSHOP 3 - Week &
Wenang the liteowew

WORKSHOP 2 - Week 4
Preparing (Y & Covering Letns

WORKSHOP 1- Week 3
Mentfy your Carees Path
Enhance your research skills, expand your HTTENDING LECTURES
knowledge and submit quality work o | A e
FOR ENROLMENTS & ENQUIRIES FOR ENROLMENTS & ENQUIRIES ~ -
e P
::‘u-umum-, Lok 306 11, 230 Canthommah Sorwet, Sydney NSW 2000 Lovet 1016 11, 21 Castluh Seseet, Syciney NSW 2000
Owect o6 28002 2523 Daension 123 | Abematve 1 300 422 422 | wwwibs e sy (rng (rmgen Aatate Ovect 61 28302 3820 Losenson 12) | Ademacve 100 €22 422 | wwwss o o ——

Students identified as ‘at risk’ are shepherded into these workshops from the outset and
throughout the semester.
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UBSS has in place six (6) learning support personnel. To avoid confusion they have differing
titles —

Learning Support personnel

e elLearning Coordinator

¢ Learning Support Coordinator

e Academic Coordinator

e Assistant Academic Coordinator
e Assistant Academic Coordinator
e Senior Postgraduate Coordinator

All positions are located within the Office of the Executive Dean and share the responsibility
for student and staff learning/teaching support.

A snapshot of the focus of each position is provided —

eLearning Coordinator

Kesponsiblé ror me sSmoow aaminiswauon, SUpPport and co-orainauon or LLAS oniineé and oienaea
leaming Higher Education College UBSS. To provide direct support to the Executive Dean and Academic
Coordinator as well as the organisation of the Bi-Annual Graduation Ceremonies.

Main Responsibilities:

e Giving support preparation of the Academic

e Assist in the design, development and delivery
of blended leaming across all UBSS programs

* Responsible for the training of staff and
students during orientation in ICT and
technical training material. Act as a contact
point for general ICT and systems technical
support for staff

e Placing materials on the Moodle leamning
system and undertaking reporting from the
MyGCA ISIS database;

o Updating the UBSS website to ensure accuracy
of information and market competitiveness;

e Undertaking data entry required for
government reporting and intemal purposes;

e Providing  administrative  support for
government registration and accreditation
submissions;

e Oversee subject outline, study material, exam
and moderation material between staff,
lecturers and external moderators.

e Assisting with the organisation of
examinations and student orientations.

Board and other forums, as required;

e Responding to routine enquiries from
students and academic staff, and act as the
central contact point for all UBSS matters;

e Responsible for organising two Graduation
Ceremonies per year at The Sydney Opera
House.

Performance Measures:
e Experience with organising events

e Excellent MS Office skills and the experience
in the use of complex databases:;

e Ability to work as part of a small team and
independently;

e A proactive approach to work, and the ability
to work under pressure in a busy
environment;

e Excellent organisational and time
management skills

e Experience in servicing formal committees
(minute taking)

Given the high level of eResource reliance by both students and staff — this role is vital.
Students who experience difficulty in access or support make direct contact with the
eLearning Coordinator. The LMS (Moodle) is the backbone of all learning and teaching at
UBSS.
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Learning Support Coordinator

Main Responsibilities:

Proactively promote and  conduct
workshops for students in the use of
electronic library materials, namely in
conducting sophisticated searches to
obtain desired academic results;

Provide individual advice and guidance to
students to address deferment of studies,
holiday leave, d and ex ion of
CoEs;

Proactively promote, design and conduct
employability workshops for the benefit of
both postgraduate and undergraduate
students;

Proactively promote study skills and other
learning support workshops for the benefit
of all UBSS students, and continuously
review and tailor workshop content based
on feedback provided by the Executive
Dean, student surveys, academic staff
and/or the Academic Senate to achieve
optimal outcomes;

® Collaboratively work with the
Executive Dean and Academic
Senate to ensure that
processes pertaining to ‘Early
Intervention’ and ‘AtRisk’ are
adhered to and actioned.

® Collaboratively work with the
Executive Dean and Academic
Senate to ensure learning

pportactivities ¢ 1
the needs of students and are
reviewed accordingly:

®  Collaboratively work with the
Executive Dean and Academic
Senate to ensure learning
supportactivities complement
the needs of students and are
reviewed accordingly:
Academic English Workshops.

® Monitor and record the

ber of stud di
study skills/learning
support/other
workshops, and maintain data
on student access tracking
academic student progress,
and the effectiveness of these
services.

Provide individual consultation to students

to address their academic concerns relating
to study skills or specific subject content;
and ensure records are kept of all
consultations;

Ensure that the above reviews, workshops

and group/individual student guidance are
tailored, where appropriate, for different
course levels, such as undergraduate and
postgraduate, to enable to optimal learning
outcomes for students

e Collaboratively work with and
support Executive Deanona
daily basis regarding student
issues: booking student
appointments (where
applicable), writing official
letters for students, providing
updates on non-financial
students and maintaining
communication with Student
Services.

This role has the most direct interface with undergraduate students in particular and ensures
that both students ‘at risk’ and students with special requests are supported as much as

possible.

Academic Coordinators

These roles provides students with ongoing support in terms of administrative/academic

Main Responsibilities:

The key duties of the Academic Coordinator are:

Timetable planning;
Oversight of examinations;
Handling cases of student misconduct;

Assisting with activities of the Student
Representative Council;

Collecting, analysing and reporting data ona
range of issues both internally and externally;

Training academic staff in academic and
operational policy matters and in the use of
the Moodle learning system;

Acting as Secretary to the UBSS Academic
Senate and GCA Board (governing bodies);

issues encountered.

Ensuring that academic administrative
functions comply with the requirements of the
government regulator (TEQSA):

Playing a leading role in collecting, checking
and submitting data as required by
Government Departments and TEQSA;

Ensuring that technology isused to enhance
administrative efficiencies and user
friendliness for both staff and students;

Being the point of contact (POC) on academic
matters with individual students in the MBA
program, listen to their problems, solve them
where appropriate and keep arecord of the
students involved, their concerns and the
outcomes of the meetings.
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Student Support at UBSS

Senior Postgraduate Coordinator

Key Duties:

duties of the PC are to:

Support the Executive Dean with a range
of duties with particular focus on the
MBA program.

Collaborate with the Executive Dean, the
Academic Co-grdinator and Academic

the e-library continuously meets
curriculum requirements of current
courses and any planned future courses;

Provide individual advice and guidance
to students in the use of e-library

resources;

Provide individual advice and guidance

Proactively promote and support study
skills and other learming support
workshops for the benefit of all UBSS
students (in particularly MBA students)
and work closely with the Leaming
Support and Event Co-ordinator on an
ongoing basis.

Collaboratively work with the Executive
Dean and Academic Senate to ensure
meeting materials are organized and
minutes and documentation are
completed in a timely manner.

Work with the Leamming Support Co-
ordinator to address academic concerns
relating to study skills or specific subject
content; and ensure records are kept of
all consultations and activities.

to students on matters related to credit
transfer, unit selection and attendance as
well as who to speak to about various
matters, and how to arrange for an
interview and/or meeting with the
appropriate staff member.

&

The postgraduate learning support is provided in a similar way to undergraduate students.

The emphasis is on access to eResources and encouraging participation in additional

support mechanisms.

Learning Support personnel are the backbone of the support provided to students both at
the undergraduate and postgraduate levels. Learning Support personnel work in tandem

with Academic Staff to provide as much support (literacy and intervention included) as
possible. Currently, the teams work well together and student satisfaction is high —

UNIVERSAL
BUSINESS
SCHOOL
SYDNEY

Survey Questions L e SRR

1319 T319 T319

Q1 The subject provided useful knowledge and skills 450 438 439
Q2 The learning outcomes were achievable 442 426 4.36
Q3 The subject workload was manageable 436 423 433
Q4 The subject helped to develop relevant professional skills such as problem solving and critical thinking 438 429 436
Qs The lecturer was well prepared for each class 453 425 4.46
Q6 The lecturer provided useful feedback 448 422 438
Q7 The lecturer had a good knowledge of the subject matter 451 429 450
Q8 The lecturer used e-learning resources eg smartboard moodle in a way that aided learning in the subject 448 431 439
Qs The lecturer was available to discuss learning problems outside of class time 442 418 434
Qio The assessment requirements were clearly explained 440 425 440
Qi1 Overall the teaching in the subject was of a high quality 4.46 422 4.40
Average 4.48 4.24 4.39

It is not feasible to separate learning support from direct teaching. These SFUs are

responding to the team effort of both groups.
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eResources and eLibrary

eResources are a vital part of the contemporary School and classroom. Students have
access to the Learning Management System (LMS) that provides them with a wide range of
resources —

DU UNIVERSAL
k= BUSINESS SCHOOL
23 SYDNEY

Private MBA Business School

UBSS Learning Portal

The access points are readily available through Student Central —

Student Central

Student Central

As a student of UBSS, you have a lot going on — class, assignments, group-work etc. Not to
mention a social life. We want this page to help you quickly get to the resources you need.
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Course access provides students with the entire subject package which includes the subject
outline, news and discussion fora, additional online resources and assessment details —

Organisational Behaviour MCR002 A

ﬁ Subject Outline MCRO02 AT2 2017

,- Test 1 briefing

News and Discussion Forum

% Announcements from the lecturer

Y& Discussion forum
Connect with your peers here within this forum

Please follow the Netiquette guide when using the forum. Any comments that UBSS deems inappropriate or offensive will be removed and the
author reported.

| Student guide: Netiquette

Online Resources

@ | The Power of Introverts -TED Talk Video
@ Attitude
@ | Carlos Ghosn- The CEO of Nissan

@ | workplace Stress

Assessments

& (MCROO02 A) Task1 17T2 Uddin

(MCRO02 A) Task2 17T2 Uddin

=

(MCRO002 A) Task3 17T2 Uddin

(MCRO002 A) Task4 17T2 Uddin

In addition students have access to the weekly class presentations and the end of trimester
SFU survey.
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The UBSS elibrary is also accessible via Student Central

Student Central

Student Central

As a student of UBSS, you have a lot going on — class, assignments, group-work etc. Not to
mention a social life. We want this page to help you quickly get to the resources you need.

1)

e-Libraries

This provides access to eight (8) excellent world class resources —

[ '.
: . . 4B e
EBSCO R&Qgs informit GALE
e
Emerald

EBSCO PROQUEST EMERALD OXFORD INFORMIT CENGAGE
®SAGE fJ¢
Coj( §
I Hd
JSTOR
SAGE JSTOR
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PASS (Extended)

UBSS has in place a comprehensive PASS program that has three facets -

1. Peer Assisted Student Support (PASS) program supporting Accounting for
Business, Principles of Accounting and Information Technology for
Accountants where high performing students (preferably from a higher level of
qualification) tutor/mentor Bachelor of Accounting and/or Bachelor of Business
students.

2. PASS on-line is a form of on line chat room that provides assistance to students with
an on-line avenue to seek assistance with specific topics.

3. PASS in class where the PASS assistant provides assistance in selected classes in
support of lecturer during tutorials

This program is comprehensive and has taken the PASS concept (common at a number of
institutions) to a whole new level.
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TEQSA has for some time been critical of the Support Services provided at UBSS -
without foundation.

In addition to the resources and support mechanisms on offer there are a further five (5) full
time support personnel including Program Directors (one for each program) and student
services staff that provide ongoing support in a range of domains.

All students are well aware of the support mechanisms in place — the big question is whether
they wish to access the support.
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Program Director (illustrative PD)

Position Overview:

The Program Director — Bachelor of Accounting is responsible to the Executive Dean and
the Academic Senate for providing program direction, program success, academic input,
academic integrity, subject expertise and leadership for the Accounting degree and
nested awards. This will ensure that UBSS continues to deliver quality, professionally
recognised business programs within TEQSA’s Threshold Standards and the ESOS Act
for international students.

Organisational Context:

UBSS is a registered, non-self-accrediting, private higher education provider and
operates as a semi-autonomous department within its parent Company, Group Colleges
Australia (GCA). UBSS is autonomous in academic matters, and shares corporate-level
administration with GCA in the areas of student services, marketing, financial
administration, IT support and student systems, physical infrastructure and
accommodation.

Key Duties:
The dimensions of this role include working with the Executive Dean and the Academic
Senate to:

e Control Service Delivery Quality

¢ Undertake lecturing and leadership in the Bachelor of Accounting degree,
disciplines and subjects

¢ Monitor and control the quality of delivery of all subjects in Bachelor of Accounting
degree including identifying qualified and experienced lecturers, fostering
professional development of lecturers, preparing teaching timetables and
undertaking formal post-semester performance reviews with lecturers

e Oversee Compliance
e Program Management and Promotion

e Pursue networks and formal linkages with the business profession and
professional associations (AICD, IML and others) to promote UBSS and
opportunities for its graduates;

¢ Enhance the scholarly profile of UBSS;

e Provide leadership in professional and/or community affairs to enhance the
reputation and profile of UBSS across the business sector;

¢ Monitor, review and enhance subject content and student learning outcomes for
the Bachelor of Accounting degree and nested awards;

e Actively contribute to the academic planning and review of the Bachelor of
Accounting degree, in line with any government and professional accreditation
requirements;

e Actively participate in the UBSS Academic Senate, Course Advisory Committee,
Academic Integrity Committee and Grade Review Committee - and other forums,
as required

¢ Provide an advisory role for MBA Accounting stream as required

Further, the Program Director plays a vital role in the oversight and support of students ‘at
risk’ as well as monitoring their progress once identified.
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An Academic Progress Report spreadsheet is created each trimester via MyGCA Connect.
Program Directors monitor this data base.

The process, then, is in three parts (stages), best described in the MAP model —

Managing Academic Progress (MAP) Procedures

All students’ academic progression are monitored after each major assessment. This
happens after the Mid-trimester Test in week 5, and again in week 9. Feedback is received
from all lecturers on students’ performance and those that need early intervention.

Stage 1

A student who demonstrates unsatisfactory course progression in a trimester will be sent an
email to both their College account and their private email requesting them to attend an
interview with the Program Director or Academic Coordinator. Students will be given two
weeks to set up the appointment for the interview

At the meeting, students are counselled on their progress and reminded of their
commitments to progress academically.

Avenues of assistance are explored and students may be referred to academic skills
sessions or they may be referred to the respective lecturer for additional support. The most
recent assessment will be reviewed and the rights of appeal of marks is available to the
student. This is handled at the lecturer level if requested.

At the meeting, students will be required to sign a Learning Contract.
The Learning Contract requires students to:

a. Improve their academic performance

b. Set up future meetings with the Program Director to monitor progress against the
learning plan.

c. Reaffirm the students commitment to the subject/program

If the student does not wish to sign the Learning Contract, he may have his COE cancelled.

Stage 2

A student who achieves unsatisfactory course progression over two trimesters will be sent a
Show Cause letter. Emails will be sent to both their private email and the College email.
The email would inform students of the non-academic progression and request them to meet
with the Program Director for an interview. A Stage 2 agreement will then be signed by the
student.

If students do not respond or are unsuccessful in their Show Cause appeal, the next stage
would be to send them an Intent to Cancel Letter.

Stage 3

Students will be sent a letter to their local home address to inform them of the intention to
cancel their enrolment and subsequently their CoE. Students will then have 20 working days
to submit an appeal to the Executive Dean.
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The steps are clear.

A sample Stage 1 agreement -

UNIVERSAL
BUSINESS
SCHOOL
SYDNEY

Monitoring Academic Progression Agreement

Stage: One

Student Number: 1455584
Fomily Name:

Given Names: Gursharan
Trimester 3 Year: 2019
Agreed Actions

Having never attended any classes since September 2019 due to poor attendance and non-
participation in any assessment, | have met with the Program Director and | accept thatas a
condition of my continued enrolment at UBSS, | will abide by the following Agreed Actions:

| will enrol in subjects as advised by the Program Director.

| will maintain a minimum of 70% attendance.

| will submit all course assessments in full and on time.

| will ensure that | make satisfactory academic progression.

00 0o

| understand that my conditions of enrolment will be reviewed at the end of the trimester and |
acknowledge and accept the above conditions. | understand that non-compliance with these
conditions may affect my future enrolment at UBSS. | understand the process involved to monitor,
assess and review my academic progress during the trimester and the consequences of continuing
unsatisfactory academic progress.

Student’s Signature: Date:

Program Director’s Signature: Date:
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A sample Stage 2 agreement —

. UNIVERSAL
3 BUSINESS
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Student Study Agreement

MAP Stage 2

Student Number: 1466155
Family Name: SINGH
Given Nomes: Kgranhir
Trimester 3 Year: 2019
Agreed Actions

Having under enrolled and not passed any subject since January 201S, due to non-attendance and
non-participation, | have met with the Program Director for advice. | have requested that my COE not
be cancelled and that | be allowed to continue with the Bachelor of Business course. | will enrol in

three subjects in trimester 3/19 and | am aware that | need to pass all three subjects. | will abide by
the following Agreed Actions:

© | will enrol in subjects as advised by the Program Director and pay my fees in full.
o | will attend classes regularly.

o | will submit all course assessments in full and on time.

o | will ensure that | make satisfactory academic progression.

| understand, acknowledge and accept the above conditions and | am aware that failure to keep to
this agreement may result in the cancellation of my COE.

Student Signature: Date:

Program Director Signature: Date:

The monitoring and management of students ‘at risk’ at UBSS compares favorably to a
number of like institutions (evidenced through benchmarking activities 2017-2019).

At the heart of this support is the fact that students are University level students (adults) who
know perfectly well what support is available — and decide whether they wish to take up the
support.

Each year UBSS participates in the QILT surveys that are managed by DET. The outcomes
of the most recent surveys (2019 data published in 2020) would suggest UBSS has ample
student support in place that is well appreciated by students at both undergraduate and
postgraduate levels-
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Undergraduate -

STUDENT SUPPORT
UBSS/Universities

Matioral Avarsgs 73.7%

Maoquerie  Universityof  Universiyof  The Lhiversity
Uriversity ~ MewSouth  Techrology  of Sydrey
Sydrey

Postgraduate

Further two full time Student Services staff are located on site to provide a range of

support.

The vision of Student Services —

B

Student Services vision is to eliminate barriers and create opportunities that enable all students to experience

success. Our actions are guided by these values:

»  The well-being of all students
» Innovation in problem solving
+  Excellent customer service
»  Professionalism and ethical behavior
»  Cooperative and collaborative efforts

UNIVERSAL

BUSINESS
HOOL

SYDNEY

Extract from April, 2020 Business Unit Report to EMT
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The Main Activities of Student Services

Main Activiti

- First point of contact for students in UBSS currently in operation through various forms of communication-
face to face, email and phone.

- Implementation of GCA student policies and procedures.

- Administrative support for various stakeholders including continuous collaboration with the Executive Dean;
|Admissions Director, Marketing Director, Program Directors and all other senior staff through regular
department/team meetings on key functions and bringing areas of concerned attention in a timely manner.

- Confirmation of Enrolment (COE) management. Creation and management of procedures for the
improvement of Student Services functionality i.e. Manuals and guidelines.

- Responsible for reviewing and approving all student release letter requests in UBSS.

- EventSupport: Pivotalroleinfacilitatingorientations and examsfornewstudents across one college UBSSwith
variedintakes, assistancewith graduationforcompleting students andinvolvementwith allother GCAevents.

Extract from April, 2020 Business Unit Report to EMT

The extent of service provided -

UBSS Face to Face Statistics

Face to Face Statistics in term of number of tickets issued, tickets
served hnd individual students served

01 January 2019 - 31 Mar 2020.

*Increase traffic in the month of February due to intake time & re-enrolment application received in term 1
2020*

UBSS Student Services
Queue Performance Data - 01/01/2020 to 31032020

'7‘3 ::":!i-'.'u.v}

Extract from April, 2020 Business Unit Report to EMT
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Service and Waiting Times -

UBSS Face to Face Statistics

FaceTo Face Statistics InTerm Of Average Service
Time And Average Waiting Time From

01 January 2019 - 31 Mar 2020.

*Increase traffic in the month of February due to intake time & re-enrolment application received in term 1
2020°

VE1S Snudent Servic
Guese Performance Date - 01012029 1o 1032920

743

Extract from April, 2020 Business Unit Report to EMT

Student Traffic Management -

UBSS Face to Face Statistics

Face to Face Statistics in term of % of tickets stayed in the queue and
Duration of tickets served in%

01 January 2019 - 31 Mar 2020.

*Increase traffic in the month of February due to intake time & re-enrolment application received in term 1

2020*
UBSS Student Services
Queue Performance Data - 01/01/2020 to 31/03/2020
750 743 100
98% | | 98% 95% o5 [0 Total tickets Issued
675 o 90 % that were in the queue for more than 20 minutes
85 % of total tickets that were served in 10 minutes or less
600 80
550

75 8% | | 10

Ju:" 2Dél] F':'{' E’:r;‘.‘] Mar 2020

Extract from April, 2020 Business Unit Report to EMT
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Reasons for visiting Student Services (Month of March)

UBSS STUDENT SERVICES

Reasons for the month of March 2020

Student Services - e Ticket

Top 10 Reasons For Vigit . 01825030 %0 31009020

"I
L B

Focus on Compliance —

ESOS Regulatory Compliance 2019 —frame work

Extract from April, 2020 Business Unit Report to EMT

and National Code2018

Ensure the above standards are being followed and
procedures are consistent with the National Code/ESOS

Act.

Standard 6-Student Support Services
(support and advise overseas students who

request assistance)

Standard 7-Overseas Student Transfer

Standard 8- Overseas student visa

requirements (including course

extensions)

Standard 9 - Deferring, suspending or
cancelling the overseas student's enrolment

(processing deferments)

Standard 10- Complaints and Appeals (advising

students how to appeal)

Extract from April, 2020 Business Unit Report to EMT
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WHS —

Recent GCA Group of Companies WHS Inspection
Report & related recommendations suggested that student
services operations are compliant|

Extract from April, 2020 Business Unit Report to EMT

Student Services clearly offer a superior service to all students. Student satisfaction is high
as evidenced internally (5 out of a possible 5 in March 2020) and well above national
average in the most recent (2019) QILT outcomes —

STUDENT SUPPORT
UBSS/Unliversities

Natioral Avarage 73.7%

Uriversal Macquarie  Universityof  Universigof  The University
Busiress Uriversity MewSouth  Techrology  of Spdney
School Sydrey Widles Sydney

Further, a recent benchmarking project between 6 like iHEPS indicated that UBSS performs
very strongly in the student support domain —

w National Averagze wUBSS = KOl mHolmes Kaplan Business = Wentworth Institute = MIT

84.2%

789 — 8L s . . )
= I =T _ bl =Bl 31—
[2X1 T

|-

Overall Positive Were Positive About Rated Teaching Were Positive About Were Happy with Rated Support
Experience Their Skilss Practices Positively Their Interactions with Fadiitiesand Services Positively
Development Seaff R

Source: https://www.compared.edu.au, May 14, 2020.
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