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Policy Objectives

The Critical Incident Policy and Procedure is designed to ensure that the interests of all Griffith English Language
Institute (GELI) students and staff are managed appropriately in the event of a critical incident.

Distribution of this Policy

This policy and procedure is circulated to campus staff as part of induction. Griffith English Language Institute security
personnel and students are made aware of the policy during orientation.

Scope

This policy applies to all visitors, staff and students at:

The Griffith English Language Institute - Gold Coast, International Building (Building G52), Gold Coast, Griffith University
Parklands Drive, Southport QLD 4215.

The Griffith English Language Institute - Brisbane City, Level 8,333 Ann Street, Brisbane City QLD 4000.

The GELI campuses have differing security arrangements so procedure will be detailed accordingly in this policy. Where
Griffith English Language Institute staff witness an event that may be considered a critical incident, the policy and
procedures should be followed. For any incidents occurring off campus but involving or impacting Griffith English
Language Institute staff or students, this policy applies.

This policy does not include cases of minor injury or cases of academic misconduct.

Note that Griffith English Language Institute is also referred to as ‘GELI’ as the trading name for both campuses in scope
and delivered by Navitas English Pty Ltd on behalf of Griffith University. Griffith English Language Institute is part of the
Navitas Group and so these terms are referred to at times accordingly within this policy.

Definitions

A critical incident is a sudden, unexpected and traumatic event outside the normal range of experience of the individual
or community affected but having the potential to cause death, injury, severe emotional stress or distress, destruction,
loss of property, shut down or disruption of business operations. A critical incident may occur on or off-campus.

Critical Incident These are incidents relating to but not limited to:

e  Fire, explosion, gas leak

e  Chemical, radiation or bio-hazard spillage

e Incidents involving siege, hostage, firearms

e  Serious accidents

e Natural disaster

e  Outbreak of disease

e  Pandemic

e  Death, serious injury or any threat of these

e  Missing students

e  Natural or man-made disaster

e  Socio-political disruption

e  Social issues such as domestic, drug or alcohol abuse
e Incidents involving mentalillness

e  Severe verbal or psychological aggression

e Issues related to sexual assault and sexual harassment

CIMT Critical Incident Management Team
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Designated Officer: any Griffith English Language Institute staff member who is either a witness to, or first to be
informed about an actual or potential critical incident. The Designated Officer is to assume responsibility for alerting the
Centre Manger & Director of Studies or a member of the CIMT. The Designated Officer may need to assume temporary

control of a critical incident site and assign duties to available persons (such as calling emergency services, Griffith
English Language Institute security and alerting other staff, assisting with first aid, crowd control etc).

CIMT: The Critical Incident Management Team will be responsible for the formulation, implementation and
management of the critical incident response and resource allocation. The CIMT will maintain relationships and liaise
with any other appropriate external organizations including those who share the same building and with pathway
partners whose students may be impacted. The CIMT will consist of, but will not be limited to, the following staff
members:

Griffith English Language Institute’s CIMT
e  Director, English & Testing
e  Director, Centre Operations (DCO)
e  Centre Manager & Director of Studies (CM-DoS)
e  Student Services & Experience Manager (SSEM)
e  First Aid Mental Health Officers (FAMHOs)

e  First Aid Officers (FAOs)

5. Escalation Hierarchy

Every critical incident is unique and may need to be dealt with differently, according to the needs of people affected and
severity. The table below serves as a risk guideline and escalation hierarchy when assessing a critical incident. Most
CIMT team members work as a group responsible for their respective campuses as onsite employees but as per the table
below, the CIMT will liaise with senior levels of Navitas’ divisional management when severe-risk incidents occur or have
potential to occur. The escalation hierarchy is to be contacted and informed in conjunction with the Critical Incident
Procedure in section 6 below i.e. the Designated Officer may contact emergency services and Navitas security in the first
instance and depending on their initial assessment of the situation.

LEVEL OF RISK:

RESPONSIBILITIES:

EXAMPLES:

Severe

UPA CEO UPAEGM
Head of HR Head of WHS

Corporate Communications Team Director, English &
Testing Director, Centre Operations (DCO)

Centre Manager & Director of Studies (CM-DoS)

Death, suicide, life-threatening injury
deprivation of liberty, threats of violence,
assault, rape/sexual assault and
harassment, burglary, use of firearms,
threat of wide- spread infection and or
contamination, fire, bomb, explosion,
gas/chemical hazard, pandemic

Student Services & Experience Manager (SSEM)
First Aid Mental Health Officers (FAMHOs)
First Aid Officers (FAOs)

Significant Director, Centre Operations (DCO) Centre Manager & Severe Health and Safety Risk, serious
Director of Studies (CM-DoS) injury incurred by either staff or student,
Student Services & Experience Manager (SSEM) evacuation of building is necessary, missing
First Aid Mental Health Officers (FAMHOs) student, incident involving U18 student
First Aid Officers (FAOs)

Moderate Centre Manager & Director of Studies (CM-DoS) Suspicious package unattended, Health

and Safety Risk, illness of staff or student
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LEVEL OF RISK: | RESPONSIBILITIES: EXAMPLES:
Severe UPA CEO UPAEGM Death, suicide, life-threatening injury
Head of HR Head of WHS deprivation of liberty, threats of violence,

assault, rape/sexual assault and
harassment, burglary, use of firearms,

threat of wide- spread infection and or
Centre Manager & Director of Studies (CM-DoS) contamination, fire, bomb, explosion,

Corporate Communications Team Director, English &
Testing Director, Centre Operations (DCO)

gas/chemical hazard, pandemic

Significant Director, Centre Operations (DCO) Centre Manager & Severe Health and Safety Risk, serious
Director of Studies (CM-DoS) injury incurred by either staff or student,
Senior Teachers (ST) evacuati(?n Qf buil.ding i§ necessary, missing

) . student, incident involving U18 student

Student Services & Experience Manager (SSEM)
First Aid Mental Health Officers (FAMHOs)
First Aid Officers (FAOs)

Moderate Centre Manager & Director of Studies (CM-DoS) Suspicious package unattended, Health
Student Services & Experience Manager (SSEM) and Safety Risk, illness of staff or student

Senior Teachers (ST)
First Aid Mental Health Officers (FAMHOs)
First Aid Officers (FAOs)

The Navitas Group have a separate, stand-alone policy that covers all Navitas divisions, business units and functions:
Immediate Incident Escalation and Reporting policy. This Navitas Group policy provides additional policy and process
on the escalation and reporting of incidents that involve risk of:

Moderate and major reputational damage

Moderate and major regulatory investigations or breaches

Significant operational or supply chain disruptions

Material litigation claims (resulting in losses of more than AUD $150,000)
Material customer client issues (resulting in losses of more than AUD $500,000)
Material whistle-blower report

Major cybersecurity incident or privacy breach

Fraud

Significant negative public media coverage

Environmental harm

Significant event causing harm to indigenous cultural heritage and/or culture
Significant event causing harm to local communities

Notification of significant public protest or demonstration

Other incidents likely to cause catastrophic consequences

6. Critical Incident Procedure

Whilst every critical incident is unique, it will be dealt with according to the circumstances and the cohort of people
affected. In the first instance, and if appropriate to the circumstances, the response to most critical incidents will be the
notification of the emergency services (police, ambulance, fire brigade) followed by campus security:

Griffith University on-campus security (GELI Gold Coast campus) or in working with the GELI Brisbane City senior team &
Griffith College management Committee (CICT, GELI Brisbane City campus).

There may be situations where security is notified first, and they will contact the relevant emergency service.
Notification should include the type of incident, the exact location and details of any person or person who might be
injured, in distress, or at risk.
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6.1

6.2

6.3

6.4

6.5

7.2

The Designated Officer (see definition) is to assess the situation and consider any risks to their own or others’
safety. If there is a threat to anyone’s safety or the safety of students and other staff around, they are to be
alerted and removed to a safe location. Every effort must be made to contact the CIMT members once it is safe to
doso.

Each situation is different. If the situation is life-threatening, 000 is rung first, then Navitas or Griffith University
security or CICT and GELI management at Campus and reception third. If the situation is not life-threatening, the
Designated Officer’s own judgement is to be used. The Designated Officer or other staff member is sent to
reception, and Griffith University security (GELI Gold Coast), or the GELI Brisbane senior team and CICT (GELI
Brisbane City) is contacted. Security / Senior teams will decide whether to contact the relevant emergency
services.

Where the Designated Officer considers a critical incident to be apparent or likely, they must alert a CIMT/CICT
member and preferably the CM-DoS as the overarching manager.

After alerting the relevant person/s and provided there is no threat to personal safety in doing so, the Designated
Officer is to assess the practical needs to stabilize the immediate environment.

The immediate response to any critical incident will be the assessment, planning and the rapid implementation
of intervention needs. When notified by the Designated Officer, the CM-DoS or another member of the CIMT is to
assume responsibility for reassessing the incident and for convening a meeting of the CIMT if deemed necessary
where the task would be to:

e Develop a profile of the incident: What has happened? Who has been affected by the incident? How might it
have affected them?

e Decide on the range of supportive actions which can be offered to students and/or staff members affected
by the incident. This mayinclude:

o Notification of counselling services (within the first few hours)

o Establishment of a quiet area for the use of victims and/or their families. This area will be protected
from intrusion by anyone not immediately involved in theincident

e  Evaluate which individuals/organizations need to be involved and what their potential roles might be

e  Re-establish a sense of personal control, by considering linking students to parents/care givers and
significant others

e  Decide: when, how and what to communicate to parents, staff and students regarding the incident. This
may include: briefing staff and establishing a central information point to provide up-to-the-minute,
accurate information to staff, students, andfamilies

e Advise the UPA CEO, UPA EGM and the Director, English & Testing of the incident. If relevant, direct all
enquiries from the media to the Corporate Communications Team (mediaandcomms@navitas.com) as per
the Media, Social Media and SpeakingPolicy

o Assessment will be ongoing until the incident is resolved

Students Under 18 Years of Age

In the absence of a parent, a legal guardian or a suitable relative, Griffith English Language Institute assumes full
responsibility for the accommodation, support and general welfare arrangements of students under the age of
18.

On systematically identifying a student under 18 years of age, in their class, teaching staff have the duty to
ensure that these students remain safe in the classroom, and in the case of an emergency, in the building and in
the designated assembly area.
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7.3

7.4

7.5

8.2
8.3

If an under 18 student is absent for one (1) day the processis:
i) Teachers’ class roles have all U18 students clearly highlighted

ii) Teachers notify senior teachers via a link on their class rolls to a central report (checked by senior teachers
daily) identifying any U18 student who has been absent for one full day of study

iii) Upon notification, the senior teacher calls the student as soon as practicable (same day) to check welfare. If
no response, the student is sent a text asking them to reply to confirm they are safe and well (or to provide an
explanation otherwise)

iv) If no contactis made, the senior teacher notifies either the SSEM or CM-DoS as the centre’s primary contacts
who will call the student again as soon as practicable (if not the same day, no later than the following day)

V) If no contact is made, either the SSEM or CM-DoS will contact one of the following contacts (who depends on
factors such as location and who has been provided at the application stages): the emergency contact, the
carer, the parent or legal guardian, a homestay parent, the agent, known friend of the student

Vi) If no contact or update is provided still, either the SSEM or CM-DoS will contact the police as a missing person

Similarly, where Griffith English Language Institute becomes aware of, or has reasonable justification to suspect
that, an under 18 student has been involved in any incident or allegation involving actual or alleged sexual,
physical, or other abuse, the CIMT must be contacted immediately, and the authorities notified as per state
legislation required under the child mandatory reporting laws.

If the situation necessitates that the student be removed from their usual place of living, Griffith English
Language Institute will place the student in emergency accommodation. Griffith English Language Institute
partners with the Australian Homestay Network (AHN) as the sole homestay provider for U18 students. AHN have
a24/7 emergency support line and documented policies for managing critical incidents in addition to an AHN_
sexual harassment and abuse prevention policy

Evacuation

Both Griffith English Language campuses are equipped with alarms which will be used to warn people in an
emergency. The alarm will be raised by the Chief Fire Warden and/or Fire Wardens. Upon hearing the evacuation
alarm, staff and students are asked to be aware that there is a real or potential emergency in the building. Upon
hearing the alarm or upon being instructed to evacuate, staff and students should obey any directions given by
fire wardens and assemble at the nominated emergency evacuation point.

Both campuses have evacuation diagrams on every floor that are accessible to staff and students. Staff and
students are made aware of the location of the designated assembly points during fire and evacuation drills, in
orientation and onboarding and as displayed by the evacuation diagrams.

Students under the age of 18 must be supervised by ateacher.

At all times, staff and students are required to follow instructions from emergency services personnel (police, fire
brigade, ambulance).

Missing Students

Please refer to clause 7.3 of this policy document. In addition to this critical incident policy, Griffith English
Language Institute’s attendance policy includes the process of reporting all absentee students. Whereas in
clause 7.3 ii) of this policy under 18 students are contacted by Griffith English Language Institute to check welfare
after one full day of absence from class, students who are 18 years old and above are contacted via the same
process but after being absent from class for 3 full consecutive days from class. These welfare check processes
are outlined in student orientation and in onboarding documentation for teaching staff.

Navitas English Services Pty Ltd (CRICOS 00289M) trading as Griffith English Language Institute
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10. Sexual Assault and Sexual Harassment (SASH)

Issues relating to SASH are considered a critical incident and categorized a severe risk as per the escalation
hierarchy table in this policy. The procedure for such cases may differ from the general incident procedure as per
section 6 of this policy in order to apply the appropriate levels of confidentiality. Griffith English Language
Institute sits within the University Partnerships Australasia division which has a Sexual Assault Prevention and
Response Policy which therefore applies to Griffith English Language Institute and is available in Navitas’ Policy
Hub.

SASH training is a mandatory requirement for all Navitas employees (therefore including GELI employees) and
training is conducted online via HR shared services as part of a prevention strategy. Managers and key staff have
a duty to prevent SASH and may be held responsible unless all reasonable steps have been taken to prevent or
eliminate an issue.

10.1 Reporting - all staff have a responsibility to:

e report any incidences of SASH that they witness to a CIMT member, preferably to the CM-DoS as overarching
manager at each campus location

e respond to all complainant’s calls for assistance and report to a CIMT member, preferably to the CM-DoS as
overarching manager at each campuslocation

e maintain confidentiality of information provided during an investigation of acomplaint
10.2 Witnessing a person experiencing SASH - all staff:

e should refuse to join in with any sexually harassing behaviour

e can back them up or support the person to say no to theharassment

e  canofferto act as witness
10.3 Whata victim of SASH can do:

e if possible and if they feel able to, promptly speak to the offender directly or in writing to say their behaviour
is offensive and unacceptable and request it stopimmediately

e reportand seek advice from the campus management staff

e when harassers seem dangerous (e.g. they are refusing to leave the premises and/or demonstrating
threatening behaviour) call for security to contact the police before reporting to the campus management
staff

e lodge a complaint to the campus management staff who will act upon thecomplaint

Once a SASH incident has been reported to campus management, the relevant CIMT member should take any action to
ensure the immediate safety of the complainant and any other stakeholders, ensure appropriate confidentially is
maintained and report the incident as per the escalation hierarchy in section 5 of this policy whereby an investigation
will ensue.

11. Post Incident Management

The CIMT, in conjunction with Navitas divisional managers depending on the significance of the incident, will convene
within 48 hours following a critical incident to determine what follow-up procedures must be implemented in the areas
of counselling, information dissemination, debriefing and the continued allocation of personnel. Post incident
management responses may include:

e Disseminating information to all staff, students and their families of the incident and establishing post-
incident communications and processes
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e Monitoring the need for counselling and maintaining contact with staff and students who are likely to need
ongoing support
e  Psychological debriefing of students and staff after the incident (except if legal processes contra-indicate)
e Notifying embassies and consulates
e  Training workshops in stress management and coping strategies
e Liaising with the families of affected students. If necessary, interpreters will be appointed
e Arrangements for visits from family, including accommodation travel and expenses
e  Liaising with police, hospital and other medical staff
e  Funeral, memorial or repatriation service arrangements
e  Deathnotices
e Administrative/enrolment matters including fee refunds
e  Reporting a Student Course Variation on PRISMS to cancel student’s CoE
e  Assisting students with access to legal services
e  Personal items and affairs (household and academic) of students
e  Monitoring reactions within the campus, including significant dates and anniversaries
e  Encouraging teaching and administrative staff to continue to be alert in recognizing post-traumatic reactions
e Allowing opportunity for the campus community to continue to talk about the incident and their reactions
and offering support where needed
e Disseminating regular and up to date information via email to the campuscommunity
e  Monitoring media coverage as this may continue to cause distress to staff andstudents

12. Review

Once a critical incident is resolved, the CIMT will evaluate the critical incident response which will form the basis of
subsequent and improved responses.

Staff and students will be encouraged to provide their thoughts and experiences in order to assist in the review process.

13. Keeping Accurate Records

Navitas and therefore GELI uses a WHS digital platform whereby staff are instructed to log detail of all incidents in
addition to potential incident hazards. All staff undergo mandatory online training for these WHS aspects in their
onboarding phase and the platform is accessible via the Navitas intranet and via QR codes which are displayed on
campus. The platform can be accessed via mobile phones and laptop devices.

Once submitted electronically, a member of the HR WHS team reviews the incident and contacts the sender for any
necessary follow up actions. All incidents are filed for a minimum of 5 years.

14. Post Incident Staff and Student Support

All staff have access to an Employee Assistance Program on behalf of Navitas whereby free initial counselling if offered to
employees and/or immediate family members. GELI campuses ensure they have trained first aid mantal health staff and
first aiders to assist both staff and students. They can also assist with trusted third-party counselling services for staff
and students to be referred to. Griffith English Language Institute will assist students for any medical or counselling
needs via their overseas medical insurance plans.

15. Privacy

In accordance with the Privacy Act 1988 and National Privacy Principles, individuals are entitled to and shall be granted
the protection of their personal and private information. However, Griffith English Language Institute will exercise its
discretion and may disclose information in the following circumstances:

15.1  If Griffith English Language Institute reasonably believe that the use or disclosure is necessary to lessen or
prevent a serious and imminent threat to public safety or an individual’s life, health or safety.

15.2  If Griffith English Language Institute has reason to suspect that unlawful activity has been, is being or may
be engaged in, and uses or discloses personal information as a necessary part of its investigation of the matter orin
reporting its concerns to relevant persons or authorities; or the use or disclosure is required or authorised by or
under thelaw.
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16. Related Documents

GRIFFITH ENGLISH
LANGUAGE INSTITUTE

e Immediate Incident Escalation and Reporting Policy
e  Sexual Assault Prevention and Response Policy

e  Student Code of Conduct
e  Staff Code of Conduct

e  Media, Social Media and Speaking Policy

17. Key Positions and Contacts at Griffith English Language Institute

Griffith English Language Institute - Gold Coast, International Building (Building G52), Gold Coast, Griffith
University Parklands Drive, Southport QLD 4215

Director, Centre Operations +61 412 905 980
Centre Manager & Director of Studies +617 30310530
Student Services & Experience Manager +617 30310530
24-hour out of office hours emergency number 1800 628 482 (or 1800 NAVITAS)
Griffith University security staff +617 5552 7777

Griffith English Language Institute - Brisbane City, Level 8, 333 Ann Street, Brisbane City QLD 4000

Director, Centre Operations +61 412 905 980
Centre Manager & Director of Studies +617 30310530
Student Services & Experience Manager +617 30310530

24-hour out of office hours emergency number

1800 628 482 (or 1800 NAVITAS)

18. Emergency and Support Services

Griffith English Language Institute - Gold Coast, International Building (Building G52)

EMERGENCY SERVICES

Fire, police, ambulance 000

Griffith University security staff +6175552 7777

Local police station 131444 or +617 5571 4222
State Emergency Services 132500

National Security Hotline 1800 123 400

Australian National Security

HOSPITALS & MEDICAL

Gold Coast University Hospital

Phone 1300 744 284 1 Hospital Blvd, Southport, QLD, 4215

South Day Hospital

Phone (07) 5620 1000 1/98 Marine Parade, Southport, QLD, 4215

Allianz medical insurance for overseas students

1800814 781
http://www.oshcallianzassistance.com.au/

FREE COUNSELLING SERVICES

Medicare Mental Health

Phone 1800 595 212 Mon-Fri 8:30am to 5pm

Lifeline QLD

Phone 1311 14 Phone crisis support available 24/7

Phone 1300 659 467
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Suicide Call Back Service

Queensland Mental Health Services

Phone 1300 642 25 Phone crisis support available 24/7

For under 25-year-olds - Kids Helpline

Phone 1800 55 1800 Phone crisis support available 24/7

Griffith English Language Institute - Brisbane City, Level 8, 333 Ann Street, Brisbane City QLD 4000

EMERGENCY SERVICES

Fire, police, ambulance 000

Local police station (07) 3258 2582
State Emergency Services 132500
National Security Hotline 1800 123 400

Australian National Security

HOSPITALS & MEDICAL

Royal Brisbane & Women’s Hospital

Phone (7) 3646 8111 Open 24/7

Princess Alexandria Hospital

Phone (07) 3176 2111 Open 24/7

Allianz medical insurance for overseas students

1800814 781
http://www.oshcallianzassistance.com.au/

FREE COUNSELLING SERVICES

Medicare Mental Health

Phone 1800595212  Mon-Fri 8:30am to 5pm

Lifeline Brisbane Counselling Centre

Phone (07) 3250 1900

Suicide Call Back Service

Phone 1300 659 467

Lifeline QLD

Phone 1311 14 Phone crisis support available 24/7

Queensland Mental Health Services

Phone 1300 642 25 Phone crisis support available 24/7

For under 25-year-olds - Kids Helpline

Phone 1800 55 1800 Phone crisis support available 24/7
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