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mentors@vetnurse.com.au (ACVN)

mentors@animalcarecollege.com.au 
(ACAC)

mentors@avbmc.com.au (AVBMC)

WEB

http://clinical.partners (ACVN)

http://workplace.partners (ACAC)

PHONE

03 9040 3600

Monday to Friday 8am to 5pm.

Harrie Phillips
Managing Director

Thank you for choosing to be a mentor for a student of Veterinary 
Nurse Solutions Pty Ltd training group.  We proudly offer Australia's 
leading animal care and veterinary nursing qualifications and courses 
through the Australian College of Veterinary Nursing and the Australian 
College of Animal Care. We also offer a range of business qualifications 
designed for the animal care and
veterinary industries through the Australian Veterinary Business & 
Management Centre.

This handbook contains useful information to assist you with 
understanding your role as a Mentor. You will find information on 
how we operate here at Veterinary Nurse Solutions including general 
information about our organisation, the services and facilities available 
to you and the student and some useful references and information 
about responsibilities and policies.

It also details your role as a Mentor and some other information you 
will find useful. Please keep this in a handy place so you can refer back 
to it when needed.

Remember we are here to help and support you as well as the student.  
If you have any questions or concerns, please do not hesitate to contact 
us. We have dedicated phone lines for Mentor support so you can talk 
with one of our Educators when you need help. 

This is adult education, so we expect the student to take charge 
of their own study. This is a new experience for many students 
and sometimes it does take some students longer to adjust than 
others. Some students have also not had much experience in an 
animal care or veterinary environment so everything will be new 
to them. We will make contact with you early in the first week of 
the student starting in the workplace to check that everything is 
going smoothly. If you feel at any point that a student is not coping 
please let us know so we can attend to the situation as soon as 
possible.

We welcome your feedback and suggestions to ensure that our service 
to you meets your expectations. Our courses are updated regularly in 
accordance with any government changes, student input and assessor 
feedback to ensure that our courses are delivered to a best practice 
whilst making it a positive learning experience for our students

Everyone here at Veterinary Nurse Solutions wishes both you and 
your student all the best and we look forward to seeing our students 
succeed with your help.

WELCOME!

Our postal address is:

Veterinary Nurse Solutions

Po Box 4208 

Hoppers Crossing VIC 3029

Posting in Documents

Contacting Us!
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communication and feedback is an essential 
part of your role. The student should be able 
to approach you with any question, or feel 
confident to ask you to show them a new 
task or skill. 

In a dynamic industry such as ours, 
recommendations are always changing. We 
teach current best practice to our students 
to enure they are as up to date with their 
skills and knowledge as possible. This may 
mean that they are taught something a little 
differently to how you might do it in your 
clinic, this does not mean that what is being 
taught or practiced is wrong, simply that 
there might be something new your entire 
team can learn about via your student.  This 
is part of the reason that a mentor-mentee 
relationship is two way. You should look at 
your role as a Clinical Mentor as professional 
development for yourself as well as the 
student. 

with their own development and confidence 
in their own abilities through self-reflection, 
and teach the relevant skills and knowledge 
necessary for professional and general career 
development. Your role is not to be the “master” 
who is dictating to the “apprentice”, these 
forms of relationships do not lead to successful 
outcomes, instead your role is to facilitate a two-
way learning partnership.

Guidance and coaching of the student is of 
course the primary objective of mentorship 
and placement but cannot occur without 
some careful planning and strategizing. The 
time necessary for mentoring to occur and 
the mentor-mentee relationship to develop 
is often cited as a cause of mentorship failure, 
as both mentors and mentees are often time 
poor. You will need to make time, through 
careful time management and planning of your 
own workload, to ensure you are available to 
the student not only for direct teaching, but 
also for open communication pathways and 
the provision of feedback to enable you to 
monitor the student without obstructing the 
learning process. Facilitating the growth and 
development of new skills requires a mentor to 
stand back and let the mentee practice and gain 
confidence, without feeling like they are under 
constant scrutiny. 

Mentoring for Clinical Competency 

In this course, a formal mentorship strategy 
under the guide of placement/practical skills 
is utilised for the development of clinical 
competency. To enrich the clinical experience, 
students receive the appropriate support, 
guidance and supervision from their clinical 
mentors. This is in partnershiip with the Nurse 
Educators at ACVN, who instruct the student 
on the theoretical aspects of nursing and skill 
mastery. Your overall role is to facilitate the 
development of the student's clinical skills 
and answer your own skills and knowledge. In 
some cases, you may also be involved in the 
emotional and social support of the student, 
especially where the student may be new to the 
veterinary industry.

More than just your professional knowledge and 
skill level goes into a successful mentor-mentee 
relationship. Your attitude and communication 
skill also plays an important role in the learning 
process. Keeping positive and encouraging the 
student to undertake tasks, and fostering open 

Successful mentoring is imperative for veterinary 
nurse clinical competency building, and your 
role as a mentor is critical to the success of the 
student.

Mentoring is a relationship-based process 
where a senior or more experienced person, 
the ‘mentor’, which is you, guides someone less 
experienced, the ‘mentee’ - or in our case, the 
student.

‘Shadowing’ of an experienced worker enables 
observation of work tasks and tacit knowledge 
transfer, as well as the ability to request 
to participate in tasks with guidance. This 
enables the student to learn new skills and 
become aware of the knowledge and expertise 
required of them. On-the-job experience alone 
is not considered to produce expertise, and 
proper instruction and engagement with other 
professionals is required - this is why placement 
in a real world clinic is so vital to students to 
really gain the expertise necessary to become a 
highly competent veterinary nurse.

Mentoring can occur through an informal or 
structured formal approach. Regardless of 
the structure, effective mentoring requires the 
voluntary engagement of both the mentor and 
student, including shared responsibility and 
mutual respect, and the relationship must enable 
the empowerment of the student. Effective 
mentoring is a skill that must be developed, 
and to be successful an understanding of the 
mentorship process, desired characteristics 
(from the perspective of a mentee) and the 
various roles a mentor may play is essential. A 
successful mentoring relationship will finish with 
the student being competent and confident in 
the skills or knowledge imparted to them, and 
equipped for future self-learning to continue 
their own professional development and work 
as an autonomous professional.

The role of the mentor will depend on the 
student’s needs at that time and therefore 
may change throughout the duration of the 
mentoring relationship.  Whilst there are many 
roles a mentor may fulfil, they predominately 
cover ‘helping-type’ functions along with 
supportive roles. A mentor should be able to 
encourage and motivate, assist the student 

MENTORING STUDENTS

Gaining clinical 
experience is vital 

for the development 
of veterinary nursing 

students’ learning and 
skill development. Not 

only do they benefit 
from learning the 

technical side of the 
profession, but the 

interaction with other 
nurses and veterinarians, 
and patients and owners, 

during the placement 
helps to cement 

interpersonal and 
communication skills.
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graded. The instructions for each 
assessment will also tell the student 
what needs to be included. 

Each Learner's Guide also lists all 
assessments at the front, along with a 
suggested submission schedule to help 
students keep on track. Encourage the 
student to use this to design their study 
schedule and as a method of checking 
results and progress in each subject.

everything required. We ask them to make 
changes to the original document, with the 
font in a different colour so we can easily 
identify them. Assessments without the 
changes in a different colour are returned 
for editing prior to assessment occuring. 

Assignments are marked as either 
'Satisfactory' or 'Not Satisfactory'.  
Remember if the student is asked to 
resubmit, there is not a final result yet, they 
have not failed!

With our satisfactory result we may give a  
credit or distinction when the student has 
done well. Consider this extra feedback. It 
makes no difference to the overall result 
for a unit of competency. This will still be 
either 'Competent' or 'Not Competent'.

However, students do need to receive a 
'Satisfactory' result on all assessments to 
pass the subject and be deemed competent 
on the associated units for that subject. 
Some subjects have more than one unit of 
competency in them, some will just cover 
part of a unit.

Many subjects have learning activities 
in them where the student receives a 
percentage result. These activities do 
not count as evidence of assessment, 
instead they are evidence of training. 
Students can "fail" some of these yet still 
pass the assessments that count towards 
their overall competency. These are still 
mandatory to complete as they give the 
Educators and students valuable feedback 
on the student's learning to date. They also 
prepare students for their assessments 
and the knowledge necessary to pass. 

To help students understand what is 
required to pass each assessment, there 
is a notification page for each one in the 
Learner's Guide, showing how it will be 

Competency based training is quite 
different to school and university. It has 
been designed for workplace skills, where 
the student needs to be able to do the task 
correctly each and every time to be useful 
in their role. At school or uni you could "fail" 
an assessment yet still pass. In competency 
based training, all assessments must be 
passed to gain the qualification.

One cannot be partially competent at 
a task at work, or your boss might have 
something to say! The same goes for 
competency based training. The training 
and assessment continues until the student 
can show that they are competent as per 
the skills and knowledge required by the 
training package. 

This does not mean students will get 
unlimited attempts to pass. Students 
have two attempts at all assessments, and 
sometimes we may offer a third when they 
are almost there! If they cannot demonstrate 
competency in the two attempts, then they 
are deemed 'not yet competent'. This is not 
the end of the world, it just means they need 
more practice or study before attempting 
again. When the student is ready, they just 
reenrol in that subject.

This competency based system is why 
students are asked to resubmit an 
assessment if they have missed out 
discussing a point we asked for (same as 
missing a question entirely), or if they have 
not  included enough detail.

Being asked to resubmit is not a fail. In 
fact, it just means we have not finished our 
assessment of them yet as we need more 
information.

When we ask for a resubmission, the 
student should read the feedback carefully 
to ensure their answer fully covers 

COMPETENCY BASED TRAINING

All nationally recognised 
vocational level qualifications 

in Australia are 'competency 
based'. This means the student 

must demonstrate skill and 
knowledge to set criteria.

There are no varying grade 
levels or percentages in the final 

results. Students are deemed 
'Competent', or 'Not (Yet) 

Competent'.
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Tegan has an abundant passion for animals, their care, and 
welfare. Prior to working for the Australian College of Animal 
Care, she worked in animal control for various municipal 
councils across Melbourne, and in the council pounds caring 
for the impounded animals and reuniting them with their 
grateful owners. Tegan also worked as a professional groomer 
for many years and competed in grooming competitions. She 
has also worked within pet stores and offers a broad skill set 
to our students and their careers.

Prior to working in the animal care industry, Tegan completed 
a Bachelor of Arts, majoring in Sociology. She has also travelled 
to Namibia to work with wildlife as a volunteer, Thailand to 
work with elephants and South Africa to work with suffering 
dogs in the Tin Can Township, Bliikiesdorp.

Tegan Thiele

Jaime is a fully qualified veterinary nurse with over 10 years of 
experience of nursing in a variety of clinics and the RSPCA.  Her 
last clinic was a cat only clinic, so Jaime is our go to Nurse for 
feline nursing.

Part of her role at the Australian College of Veterinary Nursing 
is to assist students with the arrangements for undertaking 
placement and work experience related to their courses.

Prior to working for us, Jaime has worked in several training 
and assessing roles in Melbourne.

Jaime Pearson

Tabatha is a very experienced vet nurse and has been nursing 
since 1998. Having worked in several different clinics in 
Brisbane including general practice (small and large), specialist 
and emergency practice, as well as avian practice - she brings 
a diverse range of veterinary nursing skills and knowledge to 
the team. 

For the past 10 years Tabatha’s career has steered towards 
the management spectrum of the veterinary industry and in 
that time she has managed both a large specialist centres and 
medium sized general practices. In early 2015 Tabatha joined 
the team at ACVN shortly after starting her own consultancy 
business and online pet store. She now divides her time 
between her businesses, working as a casual nurse and 
working with the team here at ACVN.

Tabatha Whitehead

Natalie has been veterinary nursing for over 10 years, the last 5 of 
these working as a senior nurse with a dynamic team of vets and 
nurses in a large and busy general practice in Adelaide's southern 
suburbs. 

Natalie has a range of qualifications to match her experience 
including a Certificate IV in Canine Behaviour, Diploma in Veterinary 
Nursing (Surgical, ECC), and a Diploma of Vocational Education & 
Training,

Prior to veterinary nursing, Natalie worked for ten years in private 
research companies looking into diseases such as hypertension 
and Parkinson's disease.

Natalie Woolley

Harrie Phillips is a highly qualified veterinary nurse holding 
both her surgical and ECC Diplomas and has worked in a variety 
of clinics from general practice, emergency and critical care, 
specialist centres and in universities. Harrie also has qualifications 
in management, human resources, training & assessment, and 
vocational education course development/design. In addition, 
she is qualified in human hospital level sterilisation and infection 
control. 

She regularly publishes articles in veterinary nursing publications 
and you’ll probably see her at various conferences lecturing on 
foundation and surgical nursing skills. 

Harrie Phillips

Here at VNS we have Educators with over 150 years of veterinary 
nursing and animal care experience between them, and a skill set 
that covers every aspect. Who better for you to learn from?

MEET THE EDUCATORS

Bruna is a Qualified Veterinary Nurse, who graduated in 2015. 
She started her career in the animal care industry in 2008 as a 
Dog Groomer. In 2012 she decided to complete her Certificate II 
in Animal Care (Veterinary Nursing) with ACVN, which helped her 
to get her first veterinary nursing job in Sydney. Within 3 years, 
she became the Head Nurse in one of the busiest vet clinics on 
the Northern Beaches in Sydney and completed her Certificate 
IV in Veterinary Nursing. Bruna loves the challenge of improving 
nursing practices within veterinary clinic and brings this drive to 
her position as a Nurse Educator.

Bruna Sefrin
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Mahni Brooker - Admin
Mahni completed her Bachelor of Science majoring in Zoology, 
Reproduction and Development in 2008. After graduation she 
has worked in a variety of animal care roles including managing 
a large busy doggy day care centre in Melbourne, various roles in 
pet stores, and as a veterinary nurse.

She has also worked as an animal attendant and in the education 
centre at the RSPCA, and in an administrative role at Central Animal 
Records dealing with animal welfare. Mahni has a well rounded 
background that is an asset to both VNS and our students at the 
Australian College of Animal Care.

Nicola Caley
Nicola is a UK qualified and RCVS Registered Veterinary Nurse. 
After qualifying in 2005, she worked in both small and mixed 
animal practices in the UK before moving to Australia in 2009. 
Nicola fell in love with Australia and gained sponsorship while 
working as a Senior Vet Nurse in Central Australia

Nicola has a strong passion for veterinary nurse education and 
gained her Cert IV in Training and Assessment in 2015. Nicola 
joined the ACVN Nurse Educator at the beginning of 2016. She still 
works in small animal general practice in Far North Queensland 
and is the work place assessor for a handful of students.

Lara arrives at ACVN with 9 years’ experience working in general 
practice and 6 years in Emergency and critical care where she was 
fortunate enough to be mentored by some of the most dedicated 
and hardworking vets and nurses.

Over the last 4 years Lara has taken on the role of Nursing Manager 
at a large emergency clinic, where her passion for critical care 
nursing has continued to develop along with the skills required to 
lead a successful team.

Lara Cooke
Kerin is a very experienced dog groomer and qualified 
veterinary nurse with over 20 years of experience.

Kerin’s passion for animals and their wellbeing led to 
her acquiring a small grooming salon on the outskirts of 
Adelaide some 13 years ago. Over the years Kerin has trained 
numerous staff for her salon, some of who have gone on to 
have successful businesses of their own. The business has 
grown to be a successful and rewarding extension of Kerin’s 
passion for the animal care industry.

Kerin enjoys learning herself and helping others to achieve 
their goals. She currently works in a small animal practice as 
a senior nurse where she is also responsible for mentoring 
of the junior nurses. She has completed her Diploma of 
Veterinary Nursing (General Practice) and also helps assess 
the veterinary nursing students at the Australian College of 
Veterinary Nursing.

Kerin Aspinall

Jess Male
Jess is a qualified Veterinary Nurse and Registered Nurse (human) 
in orthopaedics and plastics. She holds Bachelor degrees in 
Biological and Biomedical Science from Murdoch University, WA. 
Jess has worked in a variety of busy veterinary practices over her 
11-year vet nursing career, and has maintained special interests 
in wound care, the pre and post-op care of critical and trauma 
patients, and animal behaviour. Jess is passionate about the 
education and development of veterinary nurses in practice, 
seeing this as a key aspect in achieving greater respect and 
recognition for the vital role that veterinary nurses contribute.

Jess is currently studying for her Diploma of Veterinary Nursing 
(ECC).

THE EDUCATORS
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As an approved Mentor you are able to access 
all our short courses across the Australian 
College of Veterinary Nursing, Australian 
College of Animal Care and the Australian 
Veterinary Business & Management Centre 
with a $50 discount, whilst you are actively 
mentoring a current student.

To arrange enrolment in any of our short 
courses, please just give the Mentor HelpLine 
a call and we will arrange an invoice for you. 
Once paid, we will send you all your resources 
and get you set up to log in.

Short Course Discounts

MENTOR PERKS A range of workshops are available across 
Australia and are open to anyone that wants to 
attend. Our students and mentors with current 
students are offered a considerable discount 
(or are free in some cases). 

You will gain specialised knowledge and will be 
provided with a certificate of participation at 
the end of the session. 

Workshops  are advertised via our Facebook 
pages, our website and in the student 
newsletter. Booking  a place is essential.

Practical Workshop 
Discount

As an approved Mentor, 
we appreciate the extra 
time you spend with 
our students, helping 
them master their 
clinical skills. As a thank 
you, we offer a range 
of discounts for you, 
including some free 
continuing education.

We have launched a new website that enables 
clinics, nurses and students to connect for 
employment and placement. This website is 
free to use. Our registered clinics, mentors, and 
students are upgraded to 'featured' listings for 
free. Just let us know when you have posted and 
we'll pop in and upgrade it for you. To post a job 
or placement position, just head on over to the 
website to list your details. You can also browse 
the website for nurses looking for employment 
or placement. 

Free Advertising on vetnurse.careers
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If during the placement period you feel that there are 
some issues that you would like to address, we encourage 
you to communicate with the student as you would with 
any other employee. 

The student has a responsibility to the clinic to behave as 
any other employee would. This means showing up on 
time, phoning the clinic if they will be late or are unable to 
make placement, showing all staff members the respect 
that they deserve and acting in a safe and courteous 
manner around the clinic. 

If at any time you feel that the student is not meeting 
their responsibilities, please feel free to give us a call on 
the dedicated Mentor phone line 03 9040 3600.

What if the student is not 
performing well?

MENTOR TASKS & RESPONSIBILITIES
Part of your role as a mentor is to supervise the student's learning of the practical skills required and 
record your observations on the Key Skills, Worksheets and other training log books ('practical logs'). 
These practical logs are in addition to the video assessments the student is responsible for coordinating 
and filming.

Each student will have a set of key skills and videos that cover the tasks that they need to master in order 
to meet the requirements of their qualification. They should show you these on their first day along with 
their first day induction paperwork. They will then approach you for signing when they feel they have 
mastered the tasks. Students are advised to approach you regularly to discuss and sign off tasks, and 
not to leave it all to the last day. If you do not agree that they have mastered the task, do not sign it off.

Not all students will master all the necessary skills in the time they are in your workplace. This is ok - you 
should never sign off unless you are 100% satisfied that the student can perform that task unassisted, 
like an employee. It is perfectly fine to refuse to sign off if you are not happy - we will work with the 
student on how to gain those skills. Also, students can still pass if some areas are not signed off, as long 
as the student can demonstrate a range of skills related to that area. Our Nurse Educators will make this 
determination once they receive the practical logs back. 

We expect that you will observe the students performing the necessary tasks on numerous occasions, 
and record a range of dates across all the log sheets. Just being able to correctly demonstrate a skill once 
does not mean the student can perform it correctly again and again. 

It is important that you observe the student completing tasks to the same level you would require of an 
employee, on multiple occasions, in about the same time frame. Part of the definition of competency is 
the ability to regularly perform the task in a timely manner. So if it takes you 30 seconds to perform, a 
student who takes 30 minutes is not yet proficient. Only proficient attempts should be recorded in the 
Log Book. Do not sign off because you have demonstrated a task to the student, or a student has done 
it once slowly, even if correct. 

Whilst it is the students responsibility to make sure the practical logs are complete we do ask that you 
take some time to ensure all the pages have been completed and signed and dated accordingly.

There will of course be some tasks that would not 
be suitable for a student to do in your workplace. 
For these situations we ask that you could simulate 
this task and ask them to perform it as normal, 
allowing them to demonstrate they have acquired 
the necessary skills. 

This may be a nurse acting in the role of a client, 
or you may use a stuffed animal in the place of a 
patient. If you have a situation like this, please feel 
free to call us so we can assist you with ideas. We 
also have some equipment that can be hired out to 
clinics and students (at the student's cost). 

Sometimes, simulation is not possible or you cannot 
replicate a real life situation. In these cases, please 
indicate this on the skill log. Students may be able to 
perform the skills instead with a Nurse Educator at 
one of our practical skills sessions.

What do we do if our clinic 
doesn't do a task listed, or 
we cannot allow the student 
to do it?

Case Study Declarations
When a student is to submit a case study for an assessment, it must be an accurate reflection of their involvement in 
the case. They may still be required to discuss areas they were not involved in, and in some cases, discuss how they 
should have performed a task.

For each case study, the student must show you prior to submitting so you can verify they have accurately described 
their involvement. You will need to sign a case study declaration form, which the student will scan and upload with their 
assessment. Do not sign this unless the information provided is accurate, and the declaration lists the students name 
and the case study description.
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Our Melbourne office offers practical skills sessions to 
our students in our purpose built Practical Skills Lab. 
This is an opportunity for students (and all nurses!) to 
gain or practice specialised skills with our Educators. 

We also run a range of workshops across Australia and 
are open to anyone that wants to attend. Our students 
and mentors are offered a considerable discount (needs 
discount code). You will gain specialised knowledge and 
will be provided with a certificate of participation at the 
end of the session. For students new to the industry, we 
recommend our Foundation Nursing Skills workshops 
prior to placement - get some  skills before you enter 
the clinic.

Workshops  are advertised via our Facebook pages, our 
website and in the student newsletter. Booking  a place 
is essential and workshops often book out in advance. 
If you book 6 or more weeks prior, you can save even 
more with the early bird rate. 

Tip: To ensure you do not miss any workshops coming 
up, from our Facebook pages, select subscribe to 
events. This ensures you are notified by Facebook when 
we create an event. You’ll be the first to know and less 
likely to miss out.

Practical Workshops

To meet training package and audit requirements, students are required to complete video 
assessments of themselves performing specific skills. Full instructions are provided to the 
student on what needs to be included. Students often find these daunting and making time in a 
busy clinic can be challenging. Not all videos need to be done in a workplace environment and as 
a mentor you do not need to be the person assisting or filming the student each time. Students 
can liaise with their mentors and employers to arrange time outside of their clinical  hours to 
create these videos if necessary. 

It is important to be aware that the videos are for the purpose of being assessed only, we do not 
share this footage with any third parties nor do we make any judgment based on the footage 
with the exception of the students’ actions and words.

Video Assessments

VIDEO & PRACTICALS
Proficiency at a task is when the student has mastered the task, to your expectations 
of a regular employee, and can repeatedly perform to this level each time they 
undertake the task. The student should be able to do this unassisted and unprompted. If 
you have to gently remind them of steps, they are not yet proficient at the task.

To sign off a student on a skill (or tick the yes box on older logs), all the following must apply:-

All tasks performed by the student must be as per your clinic policies and procedures or 
industry standards. This includes written protocols and verbal instructions.

All tasks should be completed within an acceptable time frame for that task that you would 
expect of any employee performing the same task. For example if your clinic considers 
it appropriate to take 30 minutes to damp dust and set up the theatre for a orthopaedic 
procedure, and the student takes 2 hours to complete, then you cannot sign off yet, as 
the student is not completing the task in an acceptable time frame.

The student should have demonstrated their skill to you a minimum of three times where 
supervision or instruction was not necessary for them to complete the task. Tasks should 
be demonstrated to you on a number of different days or weeks and not just the one 
occasion. 

If the student requires direction or prompting on the task, then you cannot tick ‘Yes’ or 
sign off, as the student is not yet proficient at performing the task.

The student must always act in a safe manner and follow any WHS policies or procedures, 
and treat all animals in a humane way with empathy. If they do not do this, please do not 
sign them off.

Determining Proficiency

WHEN TO SIGN OFF
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Whilst not a mandatory part of your role, we 
do recommend helping the student by proof 
reading their assessments - especially the case 
studies. The student can utilise other non-
mentors for this role as well and in no way 
should insist you do it for them.

Proof Reading Assessments

As part of educating students as professionals, we feel that it is important that students learn to 
use correct grammar and spelling within ALL the assignments.  

Additionally part of the Government stipulated training package for all vocational qualifications 
requires us to assess  language, literacy and numeracy skills as adequate for the tasks the industry 
expects graduates to perform.

When in the workplace, using correct grammar and spelling  is essential to provide a professional 
image. Students may also be performing drug calculations, which if wrong, can have disastrous 
consequences for patients.

If an Educator finds an excess of spelling, grammar or typos in an assessment, they will be returned 
to the student for resubmission prior to marking the assessment. Minor errors here and there 
won't affect passing - we are all human after all! Students will never fail on spelling and grammar 
alone, however if we cannot understand what they are writing - we may not be able to pass them!

Spelling & Grammar

Presentation is important! All written assessments 
must be a size 11 arial font in black and double 
spaced. Resubmission changes must be in blue, and 
third attempts in red.

Students should ensure they use paragraphs and we 
recommend using pictures to help explain answers. 
Some assessments it is mandatory to supply specific 
pictures of the student completing a task to pass (check 
the instructions).

All assessments must be submitted as a PDF unless it 
specifically states otherwise in the instructions. They 
also have to be under 2mb in size, so students may 
have to compress images and shrink the file size.

Assessment Presentation

WRITTEN ASSESSMENTS Students can locate feedback in the same 
area that they uploaded the assessment in 
the Learning Centre. Students will generally 
receive an email to alert them via their stu-
dent email (check spam if they cannot see it). 
It is important however that students keep 
on top of their studies, including checking 
for results and feedback regularly. There is a 
space in each Learner's Guide to record the 
submission date and result.

Educator Feedback

Feedback forms have 4 columns that will receive a tick. If there is a tick in the “Point Missing” 
column this will indicate that the student has forgotten to include an important point in their 
response. If there is a tick in the "Needs More Detail” column, this indicates that the student is 
on the right track, however has not quite met all of the criteria required or the response needs a 
little clarification. 

If the student has ticks in the “meets standard” or “above standard” means they have met the 
criteria required and do not need to make any additions or changes.

The Educator will also provide comments to help guide the student in the right direction and may 
include some extra information to aid in learning. If a student is unsure of what the assessor is 
asking or the feedback is unclear, they should get in touch with student assist for further clarifica-
tion before attempting to resubmit. 

If a student believes they have met all the criteria and do not agree with the assessors comments, 
they have the opportunity to appeal. More information regarding the appeals process is provided 
to you later in this guide. 

Students have two attempts for all assessments. If they are asked for a resubmission, this is not a 
“fail”, but rather means that they have not quite met all of the assessment requirements and need to 
provide some further detail in order to meet competency. 

We may grant a free third attempt if the student has just missed one small point. If they have missed 
a few points, they may be eligible for a third attempt. In this instance, this will incur a fee for extra 
Educator time. Students can only have one third attempt per subject.

If the student does not meet the eligibility requirements for a third attempt they will be graded as 
“not satisfactory” for the subject overall and will be required to re-enrol.  

The key to avoiding third attempts and their fees is to always read the assessment instructions 
fully, discuss "what, why, how", and if it requires a resubmission (2nd attempt) - read the 
Educator feedback carefully and call us to discuss if they do not understand what else is 
required.

Third Attempts

M E N T O R  H A N D B O O K  2 0 1 7  1 8  O F  4 6 M E N T O R  H A N D B O O K  2 0 1 7  1 9  O F  4 6



Each course we deliver has a set enrolment 
period for the student to complete it. Most of 
our qualification course durations are between 
1 and 2 years. The  Course Handbook  states 
the particular enrolment period, which starts 
the day we set the student up.

Students  must ensure that all assignments, 
including resubmissions, are submitted 
before the course enrolment period expires, 
allowing time for marking and resubmissions. 
We strongly suggest they hand in the last 
assessment at least 6 weeks prior to expiring. 

Course Length

This allows for marking time and time for resubmissions if required. 

All our courses are delivered self paced - this means there are no due dates for particular 
subjects or assessments. We have discovered over the years that this is what students prefer. 
After all, everyone needs a good work/life/study balance to be successful! This does mean that 
STUDENTS are responsible for setting  a study schedule enabling them to complete the course 
in time. In the front of every learner's guide, students will find a suggested schedule for that 
subject. Following these will mean students will finish before expiring. It might seem daunting, 
but the courses are possible to complete before expiry.

We are more than happy to offer enrolment extensions as the overall enrolment period draws 
to an end, if the student has been submitting work regularly. There is a fee involved to cover 
the software licensing fees that we pay, and the fee will differ depending on the period of the 
extension requested – 1, 3 , 6 or 12 months.

All students are required to submit work regularly to remain active on the system and keep their 
enrolment open. If they fail to send in work for eight (8) simultaneous weeks and do not contact 
Student Assist to advise them of a break in study, they may be withdrawn from the course. No 
refund will be given.  It is the student's responsibility to ensure they keep on top of their studies 
and submit work. We will not chase them to keep getting work submitted because as adult learners 
they are responsible for their own time management.

To avoid this, students can just drop us an email to let us know that life is busy and they are 
still planning on studying. It is completely OK to take a break from study, or have a holiday! Just 
remember this does not alter the expiry date and students may need to extend if they can't finish 
in time.

Of course, submitting regularly is the key to graduation! If students are not submitting regularly, 
they won't be able to finish in time. Students who do not submit regularly are also not eligible to 
extend their enrolment - so if they are struggling to keep up or with motivation - they must contact 
us! We can help!

Actively Studying

We deliver best practice standards within our  courses and 
pride ourselves on the quality of our learning resources, course 
content and our graduate students level of knowledge and 
confidence.  

To ensure that we are delivering a high standard of education 
at all times, our policies and procedures, forms, handbooks and 
resources may be reviewed or updated throughout the student's 
enrolment.  The latest versions will always be issued  when the 
next folder is sent, and for forms and handbooks, downloadable 
from the Help Box. 

Students may be required to update their learning resources if 
they extend for any subjects yet to be commenced. There is a 
small fee for reprinting.

Students are alerted via student email or newsletter of any 
changes that affect them as a student. It is vital they check their 
student email account regularly to not miss out on any important 
communications from us.

Updates, Changes & New Resources

If a student moves on from your work place 
- you must advise us ASAP. In some rare 
circumstances, this may affect their ability to 
keep studying - especially if employment or 
placement is mandatory for enrolment. 

Student leaving
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Too hard to discuss via email? That's OK - we 
offer Live Online Chat. When students are on 
any of our Learning Centres, look for the Chat 
Now box and follow the prompts. An Educator 
is only a few minutes away. 

Live chat is suitable for quick admin or 
feedback questions, but if students need help 
understanding the content of a subject or 
multiple points on an assessment feedback - 
the a phone call is easier and quicker. If the 
enquiry is too complex for Live Chat, your 
Educator will inform you and arrange to 
phone you.

Live Chat

Can't find an answer in the Help Box, then 
students can email us at here at Student 
Assist. We respond to emails several times 
each day, including Saturdays. So an answer 
will be through quickly. 

Students must email the appropriate college 
to get the Educators who can assist them.

Email

We have several dedicated student assist 
phone numbers, where students can reach 
us between 8am to 5pm Monday to Friday, 
Melbourne Time. Weekends and after hours 
students should email or use the Student 
Facebook Group.

Phone

STUDENT ASSIST
Here at Veterinary Nurse Solutions we pride ourselves on our student support. We know that 
students want to learn, but we also know that to learn, they need support.

All students have access to the industry's best student support structure. If they need help, there 
are several ways to reach us, 6 days week! That's right, we offer support on Saturdays as well. Our 
Educators often pop into the Facebook Student Groups and answer questions out of hours and 
weekends as well.

If you, or a student, has a question on how we operate here or what's expected, and this 
guide hasn't answered it, then the first stop is the Help Box where all the FAQ can be found. 
Just look for the Help Box on the bottom left side of the Learning Centre. You don't need to 
be logged in to access. 

EMAIL STUDENT ASSIST

ACVN: help@vetnurse.com.au 
ACAC: help@animalcarecollege.com.au 
AVBMC: help@avbmc.com.au

LIVE CHAT - from any of the Learning Centres

PHONE (All numbers come to Melbourne Office)

Melbourne: (03) 8376 6455
Brisbane: (07) 3102 0749
Adelaide: (08) 7200 5389

Monday to Friday 8am to 5pm. 

Student Assist Contact

We have one of the fastest assessment marking turnaround times in the industry. 

We ask students to allow 14 to 21 days for marking to occur, but our average (in 2015-2016) is 7.9 
days. That's lightening quick when most other training providers ask for 6 to 10 weeks. That's right, 
weeks!

If an assessment has been uploaded and its been close to the 21 days, students should go back in to 
check that they have clicked 'Submit for Marking'. Just uploading the document does not submit it to 
the marking queue. Students must press the Submit button and accept the student declaration for it 
to appear at our end. 

If a student has done this and it's still not marked by day 21, we ask them to drop us an email and we 
will put an Educator straight onto it.

Assessment Marking & Feedback

These are closed Facebook groups for current 
students. Educators and assessors moderate 
the page, and most students are great at 
helping each other out.

Students should be encouraged to join.

We also have a group for mentors
https://www.facebook.com/groups/
ACVNClinicalMentors/

Facebook Groups
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If a case of academic dishonesty is determined 
to be the result of genuine misunderstanding, we 
will allow you to resubmit an edited submission. 
You will receive an informal warning for the 
instance, which is noted in your file.   Subsequent 
instances of plagiarism will not be treated as the 
result of a misunderstanding.

All other plagiarism will be categorised as low, 
medium of high, depending on the actual 
percentage of plagiarism after an Educator has 
reviewed your assessment and removed any 
incorrect tags of plagiarism.

Low Plagiarism - This is between 5 and 15% 
of actual detected plagiarism. For a 1st offence, 
your assessment will be returned to you for 
editing and it won't count as your first attempt. 
It will be recorded in your student file however 
no further action will be taken.  For repeated 
offences, your assessment will be returned to 
you for editing and it will count as an attempt. 
A formal warning will be given and recorded in 
your file. 

Medium Plagiarism - This is between 15 
and 25% of actual detected plagiarism. 
Your assessment will be returned to you for 
amendment and it does count as an attempt. 
You will receive a formal warning and it will be 
recorded in your file. 

High Plagiarism - This is when we detect over 
25% of actual plagiarism. Your assessment 
(and therefore the subject) will be marked Not 
Satisfactory and require reenrolment.

In the event of receiving repeated (2 or 3 
depending on the level of plagiarism) formal 
warnings you may be withdrawn from the 
course.

Ensure everything you hand in as part of an 
assessment is in your own words and you 
reference where you obtained the information 
from. Referencing does not automatically 
mean you are not plagiarizing, the only thing 
that ensures you are not plagiarizing is to write 
in your own words unless you specify a direct 
quote.

Plagiarism is the act of passing off another 
person’s work as your own. All academic 
dishonesty is unacceptable. You must not 
submit for assessment any assignment that is 
not referenced appropriate and not in your own 
words.  You cannot copy and paste from the 
internet and just change a few words or swap 
the sentence around. This is plagiarism even if 
you reference your source.

You cannot copy straight from the Learner's 
Guide, even if you reference it. You must write 
everything in your own words. Sure this is hard 
sometimes, as there are only so many ways to 
say something, and we will make allowances for 
this. On the whole however, your assignments 
must be your own work.

Please refer to the ‘Plagiarism & Referencing 
Guide’ for instructions in what plagiarism is and 
how to avoid it. This guide will show you how to 
properly reference in the Harvard style and how 
to pick appropriate sources of information.

We have also published a 'Cheat Sheet' showing 
you examples of how to reference the kinds of 
resources you will access during your course. It's 
available in the Student Lounge.

We automatically submit all written assessments 
to a Plagiarism Checker online called URKUND.  
Educators are then provided with a report of 
the percentage of plagiarized work and detail 
on what was plagiarized and where from. There 
is no single definition for a set percentage of 
plagiarism that is ‘acceptable’.

Students do not receive this report but will be 
contacted if the percent of plagiarism is high, 
and after review, the Educator can see that the 
work is not your own. Urkund checks against 
all Learner's Guides, the internet and other 
submitted assignments.

Plagiarism falls under 'Academic Dishonesty'. 
All allegations of academic dishonesty will be 
dealt with (and penalised where substantiated) 
in accordance with the Academic Dishonesty 
Procedure.  A summary of the penalties, which 
may be applied under these procedures, is as 
follows.

PLAGIARISM & REFERENCING

Students are required to 
reference any sources they 

access when preparing 
assessments in the Harvard 

method. 

They may fail an assessment 
if they do not adequately 

reference and ensure the work 
they hand in is their own – this 
is especially important in Cert 

IV & Diploma when students   
are doing case studies and 

undertaking further research. 

Refer to the Plagiarism, 
Researching & Referencing 

Handbook for detailed 
information on the requirements 

and how to reference.
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5. Students will actively endeavour to 
maintain and support VNS’s reputation of 
excellence, respect and equity throughout 
their enrolment both in the learning 
environment and the wider community. 
This means through your behaviour and 
conduct, you will strive to maintain VNS’s 
reputation for excellence and be mindful of 
this at all times by being respectful, showing 
manners, being polite, punctual, treating 
everyone fairly and without discrimination 
(See point 3). You will follow all reasonable 
directions promptly and without argument 
whenever they are involved in activities that 
represent VNS (when studying, doing exams, 
completing practical skills or Internships, 
seeking advice or discussing their learning and 
assessments). 

6. Students  will  actively participate in the 
learning process and submit assessment 
tasks regularly, unless unforeseen or 
exceptional circumstances arise. This means 
you agree to commit a reasonable amount of 
time each week to completing your studies. You 
will complete all studies within the enrolment 
period and log in regularly to remain active, or 
else will extend  your enrolment by completing 
the required form and making the associated 
payment before your current enrolment expires.  

7. Students will be familiar with the 
program and resources made available or 
recommended by VNS to assist students 
in conducting their studies, including 
resources to avoid plagiarism. This 
means you will utilise VNS resources and 
recommendations to complete your study. 
Resources available include the Learner’s 
Guides, Self Assessment Tasks, Reference Text 
books (required texts are to be purchased 
within the first weeks of starting the course), 
Learning Centre, Online tutorials and video 
presentations, Facebook groups, Student 
assist (phone, email and live chat), Plagiarism 
(copying) checkers and Workplace supervisors. 

1. A condition of enrolment is that students 
inform themselves of VNS’s rules and 
policies affecting them and conduct 
themselves in accordance with these at all 
times. The rules and policies are found in your 
Student Handbook and in the online Student 
Lounge under Documents and Forms.  

2. Students will act with integrity and respect 
in all academic work and ensure that this 
work is always carried out ethically and 
safely and will never unfairly advantage 
themselves, or disadvantage another 
student. Students will act honestly in 
all assessments and will not plagiarize 
the work of others, collude when writing 
assessments, and will always reference 
appropriately using the Harvard 
Referencing System. This means you will 
ensure that submitted work is in your own 
words, not copied from another student or 
resource and is referenced appropriately 
where you have utilized external sources or the 
ideas of others. All work, both practical and 
theoretical, will be carried out with respectful 
treatment and care for animals, staff, students 
and supervisors. Students not abiding by this 
regulation will be subject to the Academic 
Dishonesty Procedure. 

3. Students will observe standards of equity 
and respect in dealing will all members 
of the College community and extend this 
respect to all members of the Internship 
placement and workplace. This means you 
will treat all staff, other students and work 
placement personnel equally with respect and 
without bullying or discrimination based on 
age, gender, disability, race, education, culture 
or any other reason. 

4. Students have an obligation to use VNS 
resources in a respectful and lawful 
manner at all times. Resources published 
or distributed by VNS will only be used for 
personal learning and reference and not copied, 
duplicated or distributed without VNS’s prior 
consent. 

STUDENT CONDUCT POLICY

8. Treat all VNS staff, other students 
and the extended learning support 
persons with courtesy, tolerance and 
respect. This extends to teaching 
and supervisory staff in clinical 
placement. You agree to show respect, 
use manners and exercise tolerance 
towards other students, VNS staff and 
extended learning support persons (QATC 
employees, workplace supervisors) when 
communicating with them.  

9. You must comply with any reasonable 
request from all staff members at 
internship and work experience 
locations and perform duties within 
the Internship placement and practical 
skills assessment without argument, 
attitude or disrespect. The rules and 
policies of the placement venue will 
be followed at all times with regard to 
appropriate clothing, meal breaks, personal 
conduct, use of personal communication 
devices and respect to staff and clients 
at all times. Students will comply with 
workplace health and safety policy of the 
location in all respects and follow verbal 
and written directions. All animals will be 
treated and handled with respect and care 
and to ensure their welfare and safety at all 
times.
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(15) working days of the date that the alleged 
incident that prompted the formal complaint 
occurred.  

3. The written complaint should be submitted 
to the Program Coordinator.  The Program 
Coordinator will undertake an investigation to 
determine if the complaint has merit and if the 
complaint can be resolved by mutual consent of 
the parties involved.

4. The student/client will be informed at this 
point of their right to invite a support person to 
attend any further discussions relating to the 
disciplinary procedure

5. If the matter is not resolved within five (5) 
working days, to the satisfaction of all parties 
an appointment should be arranged with the 
student/client, their support person, any staff 
members directly involved in the grievance, and 
the Program Coordinator.

6. In the event of an issue not being resolved 
internally, the student/client will be advised of 
external resources available to them to pursue 
the issue further. A request for an appeal of a 
decision made in relation to a complaint must 
be made within five (5) working days of the 
complaint outcome being reached.  

7. Details of the complaint will be filed in a secure 
location and held on the student file.

8. The Program Coordinator may take any of 
the following actions in relation to a charge of 
Student Misconduct:-

• Modify or dismiss the complaint
• For assessments, grade the assessment as 

Not Satisfactory
• Withdraw the Student
• Recommend that further action must be 

taken.

In the event that a student conducts him/herself 
in a manner which causes harm or distress to 
others or that contravenes the ethical practices 
of training delivery as identified in ‘Student 
Behaviour & Responsibilities Policy’ Veterinary 
Nurse Solutions may bring disciplinary 
procedures into effect.  

A student may be immediately suspended from 
attendance at a training course or a workplace 
for a period not exceeding 72 hours by their 
Educator, a senior Veterinary Nurse Solutions 
staff member or the Program Coordinator for 
serious and life threatening contraventions of 
the Code of Practice.  A student misconduct form 
must be completed detailing the circumstances 
of the suspension and immediately forwarded 
to the Program Coordinator. 

The Program Coordinator must advise the 
student, and where the student is under 18 years 
of age, the Parent or Guardian of the misconduct 
charge.

Students involved in disciplinary procedures 
will be given every opportunity to present their 
viewpoint with regards to the matter involved 
and every attempt will be made to secure a fair 
and reasonable resolution.

The Student Discipline Procedure follows the 
general format of the Complaints, Grievances 
and Appeals procedures: 

1. The Veterinary Nurse Solutions staff member 
or representative should discuss their concerns 
with the student.  If the matter is not resolved to 
the satisfaction of all parties the Veterinary Nurse 
Solutions staff member or representative should 
inform the Program Coordinator regarding the 
nature of the complaint.

2. A formal complaint must be filed by the 
Veterinary Nurse Solutions’ staff member, 
workplace or representative within fifteen 

STUDENT DISCIPLINE POLICY
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4. The Educator will again endeavour to 
resolve the grievance, once again please 
allow 3 to 5 business days for investigation 
to occur. At this stage, we still handle this as 
an informal complaint and will do our best 
to resolve the issue before it needs to be 
escalated.  

5. Should your grievance remain unresolved 
you should once again advise the Educator, 
and complete the 'Formal Complaint' form 
to start the formal investigation by VNS 
management. Once a Formal Complaint 
has been lodged, you will need to allow 21 
days for us to fully investigate and make a 
decision. We may contact you for further 
information.

6. A Review Panel shall conduct an 
appropriate investigation and respond in 
writing to the you within the 21 day period. 
This process may involve interviewing 
you as well as others and negotiating an 
acceptable outcome.  

7. Any action taken to resolve the 
grievance shall be recorded in writing 
using the Continuous Improvement 
Log, and together with any associated 
documentation be filed in the Customer 
Feedback Reports file. This enables us to 
improve our customer service for future 
students who may be in the same position 
as you. Documentation will also be saved in 
your Student File.

Veterinary Nurse Solutions has a formal 
Complaints Policy, documented below.  The 
policy requires students with a complaint to 
approach their Educator and communicate 
the grievance in the first instance.  

The Educator will endeavour to resolve the 
grievance.  If unresolved the student should 
again communicate the grievance to the 
Educator who will again attempt to resolve it.  

If still unresolved the matter can be formally 
referred to VNS management and/or the RTO, 
by the completion of a Formal Complaint form 
and attaching any necessary documentation 
or evidence.

At any stage of this process the Program 
Coordinator, Academic Director  or Managing 
Director  may  intervene to  achieve  resolution. 

1. In the first instance you should advise 
your Educator of the grievance. Where 
investigation needs to occur, please allow 
3 to 5 business days for this to occur.                                                

2. The Educator will endeavour to resolve 
the complaint if possible.  

3. Should your complaint not be resolved 
you should again approach the Educator 
and clearly state this is the case and 
why you believe the issue has not been 
resolved.  

COMPLAINTS POLICY
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and provide all the necessary evidence. You 
have the right to invite a support person to be 
involved in any further discussions relating to 
the appeal. You will be notified in writing of the 
outcome of the discussions and appeal.

If the matter is still not resolved to the satisfaction 
of all parties within five (5) working days an 
appointment should be made to discuss the 
grievance with the RTOs involvement. You will 
be notified in writing of the time and online/
venue for the meeting.

You will be advised of the result of the meeting 
within ten (10) working days, the appeal will 
either be:

→ Dismissed;
→ Upheld and the initial assessment of the 
competency endorsed; or 
→ Subject to re-assessment. 

In the event of a grievance not being resolved 
internally within ten (10) working days, the 
student will be advised in writing of external 
grievance procedures through the Department 
of Training and Employment, State Training 
Board or Training Accreditation Council.

You can download the Assessment Appeal 
Lodgement & Payment form from the Help Box.

If you are dissatisfied with a final result for an 
assessment, you can request that a second 
remarking of the assessment is performed. 

You will be charged a fee for remarking of the 
assessment. Remarking of your assessment will 
occur by a different Nurse Educator and from 
scratch. We will then compare the two feedback 
forms and the Program Coordinator will make a 
decision on the final result.

We will refund you the remarking charge if you 
then pass on the remark. If your result is not 
changed due to the remarking, then the fee 
is not refundable, and your original result will 
stand.

Such a request should be made to the Educator 
who marked the assessment within seven 
(7) days following receipt of the result of the 
assessment.  Ensure you document the areas 
of dispute and discuss these concerns with the 
Educator. This discussion will be documented in 
your Student File.

If after the remarking has occurred, the matter 
is not resolved to your satisfaction, you have 
five (5) working days to lodge a formal appeal. 
This must be done in writing to the Program 
Coordinator. Ensure you detail your appeal well 

STUDENT: ASSESSMENT APPEALS
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educational records where you are applying for 
credit transfer. By applying for our courses and/
or credit transfers, you grant us permission to 
disclose only the personal information required 
for verification.

In some cases we may only disclose information 
with your consent. This includes information 
like contact and employment information.

We may disclose your personal information 
where we are under a legal duty to do so, 
including circumstances where we are under a 
lawful duty of care to disclose information.

Contractors
We contract out a number of services from time 
to time.  Our contractors may see some of your 
personal information.  Typically our contractors 
would include:

• IT contractors and database designers;
• Training partners.

Personal Information Quality
We rely on you to tell us when there are changes 
to your personal information that we hold about 
you.  This could be e.g. a change of address or 
employment status.

Personal Information Security
We take reasonable steps to destroy or 
permanently de-identify personal information 
when it is no longer required for any purpose for 
which it may be used or disclosed.  However it is 
not always practicable to destroy or de-identify 
electronic data.  Where it is not reasonable to 
destroy or permanently de-identify personal 
information in electronic form, we will take 
reasonable steps to prevent inadvertent access 
to it.

Inquiries and Complaints
You can make further enquiries or complaints 
about our privacy policies to any of our 
Educators whose contact details are Veterinary 
Nurse Solutions Pty Ltd. Unit 7, 6-7 Motto Ct, 
Hoppers Crossing VIC 3029. Phone 03 8376 6455, 
email help@vetnurse.com.au

You can also make complaints to the Office of 
the Federal Privacy Commissioner.

National Privacy Principles
Veterinary Nurse Solutions Pty Ltd has elected 
to comply with the National Privacy Principles 
established by the Privacy Act 1988. 

We only seek to collect personal information 
that is necessary for the proper performance of 
our tasks and functions.  So far as is practicable, 
we may decline to collect unsolicited personal 
information from or about you and may take 
such measures as we think appropriate to purge 
it from our systems.

Type of Personal Information Held
Personal information that we collect and hold 
usually falls into the following categories:

• Personal information submitted and 
obtained from the student and other 
sources in connection with application 
and enrolment for our courses;

• Employment or work experience 
information;

• Previous education information;
• Student work submissions
• Information submitted by workplace 

supervisors in relation to students they 
supervise;

• Information obtained to assist in managing 
client and business relationships;

Purposes for which we hold Personal 
Information
We primarily hold personal information for the 
following:

• Training and assessment;
• Placement operations;
• Staff management;
• Client and business relationship 

management;
• Marketing.

Disclosures
We may disclose your personal information for 
any of the purposes for which it is primarily held 
or for a related secondary purpose. This includes 
the provision of your personal information to our 
training partners, discussion of your studies and 
practical skills with your workplace supervisors, 
and discussion of progress with any government 
departments related to any form of traineeship.

We are required to verify employment for some 
entry to some courses, and verify previous 

PRIVACY POLICY

Trans-Border Data Flows
We cannot guarantee that any overseas 
recipient of your personal information will 
protect it to the standard to which it would 
be protected in Australia.  The costs and 
difficulties of enforcement of privacy rights 
in foreign jurisdictions and the impracticality 
of attempting to enforce such rights in 
some jurisdictions will, mean that in some 
instances, we will need to seek your consent 
to disclosure into a jurisdiction in place of 
seeking an assurance of protection from the 
overseas jurisdiction. 

Access
Subject to some exceptions that are set out 
in the National Privacy Principles, you can 
gain access to the personal information that 
we hold about you.  

We do refuse access if it would interfere with 
the privacy rights of other persons or if it 
breaches any confidentiality that attaches 
to that information.

If you wish to obtain access to your personal 
information you should contact our 
Educators.  You will need to be in a position 
to verify your identity.

We might impose a moderate charge in 
providing access.  Our Educators would 
discuss these with you.

You should also anticipate that it may take 
a little time to process your application for 
access as there may be a need to retrieve 
information from storage and review 
information in order to determine what 
information may be provided.
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GLOSSARY: HELPFUL TERMS
Academic Transcript
An official record of a student’s achievement with a list of Units 
of Competency (UoC) from a Nationally Recognised Training 
qualification. 

Assessment
An assessment is a piece of work that is submitted by the 
student that is assessed and is evidence towards competency.  

Case Study 
A case study is an in depth discussion on student involvement 
in a specific situation. They are most often used as an 
assessment method that ties together multiple subjects and 
topics applied to a real world situation.

Collusion
Collusion is a form of plagiarism. It refers to the unauthorised 
collaboration with another person to produce the assessment. 
Collusion is a breach of a student conduct policy. All work 
submitted in any form should be strictly in the students own 
words.

Competency
Competency is gained when a student is assessed as being 
able to demonstrate consistent application of knowledge and 
skills to the standard of performance required.  Competency 
is required to be able to work in the workplace AND to have 
the qualification issued.

Competency Conversations
In some cases an Educator will arrange a time to contact a 
student in order to have a discussion regarding assessment 
content. After having a discussion, the Educator can assess if 
the student has a competent understanding of the topic. 

Continuing Education (CE)
This is education you undertake outside your qualification 
that adds to your own professional development. A variety 
of formats such as webinars, seminars, conferences, short 
courses, and in house training can count as CE.

Course extension 
At the time of enrolment, a course end date is provided. A 
student may make arrangements to extend past this date 
by requesting this via student assist. The length of possible 
extension will depend on the payment method and student 
progress and active involvement .

Credit / Credit Transfer
A credit transfer is assigned when a student already holds a 
unit of competency from a previous course. A credit can only 
be awarded if it is the same unit or is deemed equivalent by the 
training package. Some units are similar but not equivalent, so 
they cannot be a transfer.

Currency
Any evidence submitted is required to be 'current'. Currency 
relates to the age of evidence presented - if you did something 
10 years ago, it's likely not current. If you did it 3 years ago, it 
is. If you are submitting evidence of prior learning, this needs 
to demonstrate competency in current performance. 

When requesting a clinic mentors qualification, this needs 
to be current or the  mentor will need to provide further 
evidence of continued education to demonstrate currency 
within the industry. 

Educator & Assessor
Educators/Assessors hold a Certificate IV in Training & 
Assessment AND related qualifications to the field they are 
assessing. They are responsible for assessing student work 
and providing tutorial support.

Feedback sheets/forms
Feedback forms are completed by an assessor to provide 
feedback on assessments. The forms highlight areas that 
students have gained competency as well as the areas that 
may need further information to gain competency. Individual 
comments are provided to help point students in the right 
direction. 

Handbook
A guide book detailing important information. ACVN has 
handbooks for students, courses and workplace mentors. 
They are all available in the Help Box.

Inactivity
A period of time in which a student has not been actively 
logging in to the learning centre or submitting work. Familiarise 
yourself with our inactivity policy in the handbook. 

Induction
Each student enrolled in a nationally recognised qualification 
is required to complete an induction before commencing 
training. Induction covers information on studying with VNS 
and the responsibilities and expectations of students. 

Key Skills
These are reports from workplace supervisor that are used as 
evidence to demonstrate student ability to perform tasks in 
the workplace (Veterinary clinic, boarding facility etc.) as per 
the workplace policies and procedures. 

Learning Activity
These are quizzes completed in the learning centre that are 
designed to test student knowledge of topics and to prepare 
for assessments. These are compulsory to complete but do 
not affect grade or ability to gain competency. They provide 
us and the student with feedback on learning.

Learning Centre 
The learning centre is where students will access online subject 
areas, extra resources such as videos and presentations and 
where they will upload and receive feedback for assessments. 

Learner's Guide
Each subject has a printed learner's guide that contains all the 
learning resources, worksheets, and assessment instructions. 
Each student is sent a folder made up of individual learners 
guides for their enrolled subjects. These are continuously 
being reviewed and updated to provide students with the 
most current, gold standard of education. 

Live Chat
When you are logged into your learning centre, you will see 
an option for Live Chat. This is a student assist option that 
provides students with the opportunity to speak directly 
with an Educator via a messenger type service. Live Chat is 
designed for quick questions that will take less than 5 minutes 
to discuss. For complicated or in-depth content related 
question, it is best to email or call student assist. 

LLN
LLN is an acronym for Language, Literacy and Numeracy. 
During student  induction, all students are required to 
complete an LLN quiz.  Students cannot fail this quiz, but if 
they score below 70% an Educator may contact them to 
discuss the possibility of gaining extra, external support in 
these areas in order to meet the LLN requirements for your 
enrolled course. 

Mentor
A mentor is a suitably qualified employee within the workplace, 
approved by VNS, that can assist students in the workplace 
and sign to verify key skills and attendance hours.

Mentor registration approval
Before a student can commence placement a suitably 
qualified employee will need be approved to act as a student 
mentor. This approval process is in place to meet government 
auditing requirements and to ensure that each mentor has 
the current skills required to assess VNS students.

Nationally Recognised Training (NRT)
Only Registered Training Organisations  can deliver Nationally 
Recognised Training and issue a nationally recognised 
qualification or statement of attainment. 

Placement
This refers to the practical component of the course completed 
in the workplace.  Employed students can complete the 
practical requirements at their workplace.

Plagiarism 
Plagairism is the act of using someone else's work and handing 
it in as your own. It may be an entire assessment or a few 
paragraphs. All work must be in the students own words and 
referenced. Just referencing alone does not mean the text is 
not plagiarised.

Practical Skills Lab
Our practical skills laboratory is located in our Melbourne 
office. Students can schedule time in the lab by contacting 
student assist. This will provide students the opportunity to 
help gain various practical skills that they may not necessarily 
be getting during their placement or to practice a skill area 
that may require more practice. 

QATC
Queensland Agricultural Training College. QATC are the 
Registered Training Organisation for our nationally recognised 
courses. 

Qualification
When all requirements of a course are completed and all units 
of competency have been deemed competent, a qualification 
will be awarded to the student.  Qualifications  are issued for 
nationally recognised training only. 

Referencing
Referencing is where you acknowledge the source of the 
information you used in your answer.

Reattempt (Third Attempt)
A third attempt at an assessment which allows the student 
to make minor edits to an assessment they have almost 
passed. Strict criteria apply to eligibility and an additional fee 
is payable. Also called third attempt.

Resubmission
A second attempt at an assessment which allows students 
to add in more detail or missed points from their original 
attempt - giving an additional opportunity to demonstrate 
competency.

RPL
Recognition of prior learning (RPL) is applied when your 
industry knowledge and skills equal those of somebody 
who has completed the normal study course. This includes 
a working knowledge of terminology and practical skill areas 
across the professional area. In most cases you will require 
approximately five years experience in the industry to have the 
appropriate level  of knowledge and skills to complete the RPL 
process successfully.  To provide evidence for RPL, a student 
is required to present a variation of evidence across multiple 
formats. This often includes filming yourself completing tasks. 

RTO
Registered Training Organisation (QATC). A training 
organisation is required to be registered to allow the delivery 
of Nationally recognised Training. The RTO will issue your 
qualification or statement of attainment. VNS trains on their 
behalf.

Statement of Attainment
An official report issued from an RTO listing the Units of 
Competency that have been awarded as “competent” or “not 

competent” where the student has not completed an entire 
qualification.

Student Declaration
This is a form that needs to be completed, signed and 
returned to VNS as part of the induction process. This 
form is an agreement confirming that you understand your 
requirements as a student. The option to provide third party 
access is also on this form. 

Subject
We deliver each course divided up into subjects which together 
cover all the UoCs necessary to have your qualification issued. 
A subject may cover one, multiple or parts of a UoC.

Training Package
Training packages are developed by the Industry Skills Council 
to meet the training needs of an industry. The training package 
contains the details of the UoCs and rules for delivering a 
qualification. It does not contain the course material - this is 
designed by the individual training provider.

Unit Of Competency (UoC)
A UoC details the minimum level of skill and knowledge 
required by a student to be deemed competent by an 
assessor. Each qualification is made up of set of UoCs and 
these guide us in what we include in the course, and what we 
must collect as evidence towards competency.

URKUND
URKUND is the plagiarism checker we utilise. All assessments 
that are uploaded will automatically be scanned through this 
software and provided with a plagiarism percentage. URKUND 
matches results with the learners guide, the Internet, 
previously submitted assessments and other student’s 
assessments. 

Withdrawal
A student is removed from the course and is no longer 
an active student. This can be by student request after 
completing a withdrawal form or VNS may withdraw a student 
for inactivity, breach of student conduct, multiple plagiarism 
warnings or course payment default.

Workplace Approval
Before a student can commence placement or practical 
components, the chosen workplace must be approved.  This 
approval process is in place to meet government auditing 
requirements and to ensure that each student will have 
access to the required equipment that is needed to gain 
practical skills competency.  

Workshops
Practical workshops are run by VNS staff members to help 
you gain additional specialised skills. These workshops are run 
in various location throughout Australia, with more locations 
being added frequently.
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After entering the industry, I discovered that ACVN 
does indeed provide the highest standard of vet nursing 
training. The Nurse Educators are friendly, caring, helpful, 
and most importantly, available! 

ACVN has helped me develop my skills as a vet nurse 
and offers amazing support the whole way through. This 
course is truly a revolutionary way of supplying distance 
education without losing quality of what is taught, or that 
personable touch.

Melanie Gordon-Brooks
Cert IV in Veterinary Nursing graduate

“

”

A massive thank you to you all, the best college 
I’ve studied through by far! The knowledge I have 
gained through these studies has landed me a full time 
nursing position! A dream that has finally come true!

Katie Philips
Cert II graduate and now Cert IV student

“
”


