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It’s all about context…

The Code must be implemented in a way that:

• is appropriate to learners’ needs and contexts and 

• consistent with Code Administrator expectations (Clause 3(2)).

The purpose of the Code is to require providers to:

• take all reasonable steps to maintain the wellbeing of domestic 

tertiary students and to protect international students

• ensure as far as possible that domestic tertiary students and all 

international students have a positive experience that supports 

their educational achievement.



• Who you are, and what your organisation and role is.

• Who your learners are, what is the duration and mode of 

delivery of educational content?

• What are the educational goals of your learners?

• How does/will this information help you to put pastoral 

care practices into context?

• Is there anything you are aware of that you don’t know 

about your learners that needs to be discovered?

So, what’s your context?



Wellbeing and safety

Te Tiriti o Waitangi

Learner Voice

Whole-of-provider approach

Cornerstones of the Code



Structure of the Code

1. Scope

7. International school learners (10) 

8. Code Administrator

3. Organisational 

structures 

for whole-of-provider 

approach (2)

5. Student 

accommodation (3)

6. International tertiary

learners (5)

2. Definitions

4. Wellbeing and 

safety practices for all 

learners (2)



Applying the Code

1. The Code must be implemented in a way that is appropriate to learners’ 

needs and contexts and consistent with Code Administrator’s 

expectations (clause 3(2)).

2. The Code also applies to any activities provided by – or organised by or 

on behalf of – a provider for enrolled domestic or international tertiary 

learners, whether in New Zealand or offshore (clause 3(3)). 

3. As Code Administrator, NZQA expects providers to take responsibility 

for determining what is appropriate practice for their learners, including 

practice undertaken by any contracted third party.  



Working out what is ‘appropriate’ 

1. Work proactively with learners and other stakeholders to understand 

what ‘appropriate’ means to them. 

2. Use quality evidence, i.e.: 

• input from diverse learners and other stakeholders 

• relevant data on what you know, such as feedback surveys, focus 

groups, attendance rates, achievement data etc. 

3. Consider this evidence in light of your organisation’s strategic goals and 

plans. 

4. Make robust, defensible, and documented decisions about what is 

appropriate and why. 



22(1)(f) “Providers must have practices for – identifying 

learners at risk and having clear and appropriate pathways for 

assisting them to access services when they need it.”

How can you and your organisation work out what is 

‘appropriate’? 

(5 minutes)

Breakout Room Discussion (Pairs)
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The 12 tertiary outcomes

Outcome 1: Learner wellbeing and safety system

Outcome 2: Learner voice

Outcome 3: Safe, inclusive, supportive and accessible physical and digital learning environments

Outcome 4: Learner wellbeing and safety

Outcome 5: A positive, supportive and inclusive environment in student accommodation

Outcome 6: Accommodation, administrative practices and contracts 

Outcome 7: Student accommodation facilities and services

Outcome 8: Responding to the distinct wellbeing and safety needs of international tertiary learners

Outcome 9: Prospective international tertiary learners are well informed 

Outcome 10: Offer, enrolment, contracts, insurance and visa

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

Outcome 12: Safety and appropriate supervision of international tertiary learners



Outcome 1

A learner wellbeing and safety system

“Providers must take a whole-of-provider approach to 

maintain a strategic and transparent learner wellbeing and 

safety system that responds to the diverse needs of their 

learners.”



Outcome 1: key required processes

• Process 1: Strategic goals and strategic plans

• Process 2: Self-review of learner wellbeing and safety practices

• Process 3: Publication requirements

• Process 4: Responsive wellbeing and safety systems



• involve learners and stakeholders when developing learner wellbeing and 

safety goals and plans 

• ensure the goals and plans address all Code requirements and contribute to 

an education system that honours Te Tiriti o Waitangi and supports Māori-

Crown relations

• publish goals, plans, and reviews, making them accessible to learners and 

stakeholders

• have practices  for learner wellbeing and safety within and beyond pastoral 

care staff and teams

Outcome 1: overview



• have the capability and capacity to enact goals and plans by ensuring all staff 

are provided with the necessary information and training

• take a planned approach to learner safety and wellbeing

• are proactive in addressing any concerns or improvements 

• improve learner wellbeing and safety systems by effectively reviewing and 

changing practices based on feedback from learners and stakeholders, to 

ensure practice is fit for purpose. 

Outcome 1: overview



Getting started

• Ensure there are learner wellbeing and safety 

goals and plans in place and published. 

• Continue, or initiate plans, to work proactively 

and build partnerships with learners and 

stakeholders to review, develop and improve 

strategic goals and plans. 



Getting started

• Plan when self-review will be conducted and 

identify the relevant stakeholders you need to 

work with.

• Identify existing training and resources for staff, 

and any additional needs. 



Getting started

• Have clear, documented processes for 

identifying and raising concerns about the 

wellbeing, safety and behaviour of learners.

• Have plans in place to effectively respond to 

emergency situations in your learning or 

residential communities and have information 

readily available for learners. 



Outcome 2

Learner voice

“Providers understand and respond to diverse learner voices 

and wellbeing and safety needs in a way that upholds their 

mana and autonomy.”



Outcome 2: key required processes

• Process 1: Learner voice

• Process 2: Learner complaints

• Process 3: Compliance with the Dispute Resolution Scheme



• have practices for building and maintaining effective relationships with diverse 

learner groups and their communities 

• use processes and tools to partner and work with learners to create an 

environment that empowers learners to have their say and raise concerns 

• work with learners and their communities to develop, review and improve 

strategic goals, plans and practices for learner wellbeing and safety

Outcome 2: overview



• ensure learner voice is heard and responded to when making decisions and 

making changes to the organisation 

• ensure the complaints framework and processes are clear and accessible to 

learners. both internally and externally

• effectively respond to and process complaints. 

Outcome 2: overview



Getting started

• Review current processes for gaining learner 

voice against the requirements of this 

outcome and plan to make improvements.

• Consider the diverse needs of learners, 

including Māori, Pasifika, disabled and 

international learners, and how to 

incorporate their voices.

• Plan to work with learners to ask what 

timely and accessible resources they need to 

support their voice being given and heard.



Getting started

1. Have a complaints process for learners (based on previous and current 

regulations).

2. Help learners to understand what an accessible complaints process would be 

for them.

3. Record complaints and report them annually to management, learners, other 

stakeholders and the code administrator.



Getting started

Student contract Dispute Resolution Scheme rules:

1. For tertiary education providers, plan to become familiar with the relevant 

DRS rules for domestic learners, and support learners and staff to be aware 

of and understand the scheme. 

2. For international Code signatories only, be familiar with – and comply with –

the relevant Disputes Resolution Scheme (DRS) rules for international 

learners.



Spectrum of learner voice

Expression Consultation Participation Partnership Activism Leadership



https://www.students.org.nz/whiria-nga-rau

https://www.students.org.nz/whiria-nga-rau


https://www.students.org.nz/whiria-nga-rau

https://www.students.org.nz/whiria-nga-rau


https://www.students.org.nz/whiria-nga-rau

https://www.students.org.nz/whiria-nga-rau


https://www.students.org.nz/whiria-nga-rau

https://www.students.org.nz/whiria-nga-rau


https://www.students.org.nz/whiria-nga-rau

https://www.students.org.nz/whiria-nga-rau


How does your organisation/workgroup engage with learner 

voice and how do these engagements give effect to the Code?

Which members of your diverse learner community do your 

engagement activities work well for?

Breakout Room Discussion (Groups)



The 12 tertiary outcomes

Outcome 1: Learner wellbeing and safety system

Outcome 2: Learner voice

Outcome 3: Safe, inclusive, supportive and accessible physical and digital learning environments

Outcome 4: Learner wellbeing and safety

Outcome 5: A positive, supportive and inclusive environment in student accommodation

Outcome 6: Accommodation, administrative practices and contracts 

Outcome 7: Student accommodation facilities and services

Outcome 8: Responding to the distinct wellbeing and safety needs of international tertiary learners

Outcome 9: Prospective international tertiary learners are well informed 

Outcome 10: Offer, enrolment, contracts, insurance and visa

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

Outcome 12: Safety and appropriate supervision of international tertiary learners



Working out what is ‘appropriate’ 

1. Work proactively with learners and other stakeholders to understand 

what ‘appropriate’ means to them. 

2. Use quality evidence, i.e.: 

• input from diverse learners and other stakeholders 

• relevant data on what you know, such as feedback surveys, focus 

groups, attendance rates, achievement data etc. 

3. Consider this evidence in light of your organisation’s strategic goals and 

plans. 

4. Make robust, defensible, and documented decisions about what is 

appropriate and why. 



Outcome 3

Safe, inclusive, supportive and accessible 

physical and digital learning environments

“Providers must foster learning environments that are safe and 

designed to support positive learning experiences of diverse learner 

groups.”



Outcome 3: 

key required processes

• Process 1: Safe and inclusive communities

• Process 2: Supporting learner 

participation and engagement 

• Process 3: Physical and digital spaces and 

facilities



• Support learners to prepare for, and adjust to, tertiary education

• Foster culturally safe and inclusive learning environments, where learners can 

raise issues affecting their wellbeing and ability to learn

• Recognise, reduce and respond to discrimination, racism, bullying, harassment 

and abuse 

• Create opportunities for learners to form networks, and connect to their 

identity and culture

Outcome 3: overview



• Monitor learner achievement and engagement, and support learners with any 

issues that affect their ability to study 

• Offer advice to learners on future pathways, both study and career 

opportunities

• Ensure physical and digital learning environments, services and facilities are 

accessible and appropriate for learners. 

Outcome 3: overview



Outcome 3: getting started

• Review current practice against the 

requirements of this outcome and make and 

begin to implement goals and plans to improve 

practices to address any gaps.

• Use learner-voice processes (Outcome 2) to 

determine what key practices and 

opportunities would be appropriate and 

effective for learners and their communities. 



Outcome 4

Learners are safe and well

“Providers must support learners to manage their physical and 

mental health through information and advice, and identify and 

respond to learners who need additional support.”



Outcome 4: 

key required processes

• Process 1: Information for learners 

about assistance to meet their basic 

needs

• Process 2: Promoting physical and 

mental health awareness

• Process 3: Proactive monitoring and 

responsive wellbeing and safety 

practices



• Support learners to identify and manage their basic needs, and how to 

maintain a healthy lifestyle

• Give opportunities for learners to improve their physical and mental health

• Make space for learners to raise any health and safety concerns they have for 

themselves, and/or their peers

• Make arrangements with disabled learners to accommodate their learning 

needs

Outcome 4: overview



• Proactively identify, monitor and respond effectively to learners’ at risk and 

learner wellbeing and safety concerns 

• Have clear, appropriate pathways for learners at risk to access services when 

they need it

• Record and inform learners’ nominated contacts when appropriate. 

Outcome 4: overview



Outcome 4: getting started

• Review current practice against the 

requirements of this outcome and make and 

begin to implement goals and plans to improve 

practices to address any gaps.  

• Have processes in place to proactively identify, 

monitor and respond to the wellbeing and 

safety needs of learners and risks to learners.



Protecting learners’ privacy 

Have a clear and lawful 

purpose when obtaining, 

using and sharing learners’ 

information.

Learners agree to the 

collection of their 

personal information and 

knowing how it will be 

used and shared.

Have transparent 

processes for obtaining, 

using and sharing a 

learner’s personal 

information.

Balance a learner’s right to 

privacy with engaging 

proactively to offer 

support or connect them 

to services when needed.



Scenario:

A learner faints in class and falls out of their chair. 

Under the Code, what does the provider need to do (or have 

in place) to respond effectively?

What would a response to this situation look like in your 

organisation?

Breakout Room Discussion



Scenario:

A learner faints in class and falls out of their chair. 

During a check over with staff, the learner discloses 

that they’ve not had anything to eat today and that 

they don’t have any money for food until next 

week’s Student Allowance comes through. 

How does this change what an appropriate response is for 

this learner? 

Under the Code, what else needs to be considered?

What would your next steps be?

Breakout Room Discussion



Scenario

In a follow-up meeting, the learner says that they 

often have a short-fall in their budget and resort to 

eating from the flat’s communal cooking supplies 

after everyone else has gone to bed or gone out, 

mixing the oil and sugar just to have anything to eat.

Under the Code, what support must be available to meet the 

long-term needs of this learner? 

How can you ensure it is appropriate?

Breakout Room Discussion



The 12 tertiary outcomes

Outcome 1: Learner wellbeing and safety system

Outcome 2: Learner voice

Outcome 3: Safe, inclusive, supportive and accessible physical and digital learning environments

Outcome 4: Learner wellbeing and safety

Outcome 5: A positive, supportive and inclusive environment in student accommodation

Outcome 6: Accommodation, administrative practices and contracts 

Outcome 7: Student accommodation facilities and services

Outcome 8: Responding to the distinct wellbeing and safety needs of international tertiary learners

Outcome 9: Prospective international tertiary learners are well informed 

Outcome 10: Offer, enrolment, contracts, insurance and visa

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

Outcome 12: Safety and appropriate supervision of international tertiary learners



Workshop Review

What’s your context

Cornerstones

‘Appropriate’

Whiria ngā rau

Outcomes 1-4



Guidance and Tools
To support providers and learners to we 

have created the following resources which 

are available on our website:

• Guidance 

• Gap analysis tool-kit 

• Code-to-code comparison tools 

• User-friendly versions of the Code

• Learner videos 

• Social media campaign for the Code

https://www.nzqa.govt.nz/providers-

partners/tertiary-and-international-learners-code/

https://www.nzqa.govt.nz/providers-partners/tertiary-and-international-learners-code/


• www.nzqa.govt.nz

• code.enquiries@nzqa.govt.nz

• 04 463 3000 / 0800 697 296

Contact us:

http://www.nzqa.govt.nz/
mailto:code.enquiries@nzqa.govt.nz

