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1.0. Welcome from CEO

A verywarm welcome té\scendi The English Professionals.
The purpose of this handbookf@aurfold.

First, to introduce you tdscendi The English Professionamdour key staff and values as educators.

Second, to let you know abowbur rights as a student of our Centre by introducing you to criiméaies
proceduresind processeashich are in place to protect you.

Third, to inform you of your obligations asstudent of the Centre.

And finally, to give you updated information gour studiesand our support services as wellpasviding
you with general information abolitzing in thecosmopolitarand vibrantity-state ofSingapore.

We hope you find theandbooknformative

If we can be of any assistance in helping you during your stay with us please do not hesitate tasontact

YoursFaithfully,

David Doyle

CEO

AscendEducationCertre
www.ascend.edu.sg

Emai: david.doyle@ascend.edu.sg
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2.0. About Ascend - The English Professionals
2.1. Vision

To be aCentre ofchoice andnspirationfor English language education

2.2. Mission

To motivate our learners to communicate with configenc

2.2.1. Educational Goals

To build up the attitudes, 21century skills and knowledge of learners so they can become more
independent in thought and action as well as being more culturally aware and cooperative in their
communication with others.

2.3. PRIDE Values

WetakePRIDE in our five shared values. They form a key component of our strategic planning process
which drivesh e Cent r eds busi nreflected id our abjectivesp policiesTpnoeegurea r e
and processes and help us to sgige in our daily work activities. Here we define what they are and

what value they have for us in our day to day work.

Professionalism is the execution of competenand reliability. We value professionalism because
we believe in doing the right thingf our learners.

Respect is treating others as you would like to be treated. We value respect as our suibcedsly
depends on the quality of our relationghipith our students, staff and stakeholders

Professionalism and Respect are the founding val ues upon whi ch ou
educational philosophy is based.

Our Spirit comes from our integrity and dynamism.

Integrity is doing what we say anbeing held accountable fayur words andactions We value
integrity to ensure the name of the Centreaas inspires trust.

Dynamism is demonstrating a cado attitude in our daily work activities. We value dynamism as it is
the positive energyhatpropels us towards realizing our mission and vision.

At the apex of these four values is our core valugf Excellence.

Excellence is the habitual pursuit of continual improvemefs educators, we value excellence as we
are committed to learning and to continually improving our courses and services to serve our customers
better.

2.4. OPEN Culture Statement

Based on our shared values, we are committed to building a culture for our staff, stakeholders and
students which i©pen, Positive, Enabling and Nurturing
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2.5. Policies

In line with our commitmentto our values and culturenve have the following policies and
proceduresn placefor our studens:

1.

ProfessionalTeaching Staff Pdlicy: We guaranteeexperiencedind qualified teaters

in the English as a Second Language field with a reaognised primary degree ard a
suitable qualificationin ESL & one of: CELTA, TEFL, TESOL, MA Applied Linguistcs,
BA English) to teachour students

Teacher Student Ratio Pdicy: We have a maximum teache-studentratio of 1:16 for all
part-time and full-time certificate coursesto ensureyou have enoughtime to practice your
speakingandfor your teachetto be ableto give you individual attention

Student Protection Pdlicy: Under the EduTrust Education schemén line with the
stipulationslaid down by the Committe for Private EducatiofCPE),a governmentstatutay
board, have in place a Fee Protection Schemefor all studentsand a Medical Insurance
Schemdor all full-time international studentsith Liberty Insurance Pte Ltd

Transparent and Fair Refund, Withdra wal, Transfer Policiesand Procedures

FeedbackPdicy: We havea comprehensivdeedbacksystem in place to ensurethat you
are listenedto.

Student Confidentiality Policy: We have a commitment to confidentialiynd integity of any
personal information provided by yothis informationwill be keptstrictly confidential and is used
only for the purpose of administering admission into Asdedhacation Ceng:

2.6. Service Quality Targets 2017

1.

2.

Resolveall complaintg/disputeswithin 20 working days.
Procesall RefundRequest within 7 daysuponrece pt of writtenrequest
Achieveateacheratingof 4.2 out of 5 corsistenty based orstudent feedback

Achieveanoverallstudentsatisfactiorrating of 4 out of 5 consistery.




2.7. Board of Management

David Doyle, CEO of Ascend Educatio Centre,

an Irish citizen and Singapore PR, is the CE@sxtend Education Centwith a
diversebackground in the education indusstyetching over two decadeBavid

L was a research and teachiagsistant at the University of Wales, Aberystwyth

where hewas a BritishCouncil Chevening Scholar in International Relations from

19961997. He holdsa primary degree in Economics and a Masters Degree in

International RelationsSince 2001, David has made Singapore his home, working

and teaching in thEducationindustry. In 203, he completed his CELTA with the

British Council Singapore. In June 2004, David, in partnership with fellow

Irishman Garet© 6 Br i en, started Ascend Educati ol

ENGLIY

Ranitha Naidu Doyle, Deputy CEO of Ascend Education Centre

a Singapeean, graduated from the National University of Singapore with a
Bachelor of Arts. She has a Cambridge CELTA from The International House,
London. Ranitha's work experience in the private education indus8ingapore
spans ovell8 years. Ranitha has wad as a Marketing Manager aRdoduct
Development Manager in an MNC. She has also taught and masagksnhts
from across the globe and specialises in the teaching of Englisividnraveller
herself, Ranitha enjoys meeting students from all over thielwo

Vinitha Mukherhee, Academic Manager

a native of India and has lived in Singapre and Malayda for the last 12
yeas. Shehasa badelor'sdegreein Englishliteraturefrom the Universty of
Bombay India as well as a TESOL certfication from SEA English
Acadany (Australig. She has taught ESL at all levels, IELTS and
conducté public speakng and communicationworkshops. She believes in
leveraghg her teachng experience and academicbackground to design
engagng and inspiring lessons to effectivdy address the curriculum and
help studentsrealize ther individual paenial. She firmly believesthat a
comfortableanchjoyableclassroomexpelienceis the key to positive learning.




2.8. Customer Service Team

Ben Chang, Assistant SalesManager

Ben graduated from Singapore Polytechnic with a diploma in

Computer Information Systems. Through his earlier work

experience, he had picked up customer service skills with the
Ministry of Education, mastered sales negotiation techniques during
his days as anstate salesperson dealing with commercial properties,
- as well as having enjoyed the privilege of being under the tutelage of
\,) Ms Nanz Chongomo, founder of One.99 business. Prior to

Ascend, Ben worédas a business development manager with one of
the locallearning centres, where he focused on selling education
programmes to clients. All in all, Ben is a peceplkerson who enjoys
working with others and looks forward to meeting students from all
over the world.

Balachandran, AssistantAccounts Manager

Bala is from Sri Lanka and isow a Singapore citizen. Hpined
Ascend EducatiorCentre in 2010 as an Accounts Executive. Bala
loves working with numbers and is currently studying to become a
practicing Accountant.Bala is methodical andoves detail He dso
enjoysworking in amulticultural environment wittstudents and staff
from all over the world Before joining Ascend Education Centre
Balaalsoworked in the educatiomdustryhere in Singapore

Hai Yen, Assistant Marketing Manager.

Hai Yen is from Vietnam. She joined Ascend Education Centre as a
Customer Service Executiven 2014. She has worked in
theeducational industry here in Singapore for a number of years.
She loves interacting with people, understandingotnst needs

and concerns in order to provide the best service. With a positive
attitude, she is always willing to learn and face new experiences and
is up for the challenge. She believes that Ascend Education Centre
is not only @ employment opportunity bukscend will help her to

gain knowledge and become a better person.




2.9.

Teachers

Victoria Fury,

is a Canadian who has lived and worked in Singapore and Indonesia for
20 years. She has taught EGL at all levels, as well as Business and
Hospitality English and IELTSVictoria holds a TESOL Certificate

with aducational background in English Lit. and Psychology. Her
teaching approach is one of patient guidance, aid and encouragement,
combined with a liberal dash of humor to make learmingyable. She
firmly believes that the friendly, open, caring learning environment and
experienced, committed teachersAatend Education Centage a key
factor in the success of its students.

Anna Beatrice Manyam,

is a Singapore citizen, and her filhguage is English. Her main duties
have been to teach English as a first language in the public schools and
English as a second language in the International schools and at the
National University of Singapore. She has organised and managed
Summer Schdoprogrammes for various International Schools and
assisted the ESL department in writing the curriculum for their new
ESL programme and she was also involved with student placement. In
addition she experience in assisting foreign students in achievihg hig
marks in IELTS. At present she is in the part time employment of the
National Institute of Education as a supervisingcoordinator helping

to conduct the practicum for student teachers

Bart Van Laere,

comes from GhenBelgium, and has lived in Asia for over 11 years. As

a student, he quickly took a liking to learning English as a second
language besides his native language. As a young adult, he was keen to
explore more of the world, in particular, Asia. He pursuetiaoquired a
TESOL Certificate as well as a Cambridge CELTA certificate and gained
experience as an English Teacher in various institutions ranging from
Government schools to Private schools. He believes in breaking down
communication barriers by teachindnis students to embrace
communicating in English.

Robin Hull,

is a UK citizen who first visited Singapore three years ago. Instantly being

drawn to Singaporeds diversity of peopl
much time here as possible. Having dperany years in customer service

he wanted a change in direction and he decided to retrain to become an

English teacher. Driven by a desire to know more about his own language,

he embarked on a degree course at Roehampton University in London

where he hasrecently completed a BA in English Language and

Linguistics. He has also completed a University of Cambridge CELTA

qualification. Robin enjoys fitness training and running, he also likes more
sedate activities such as ingnaykisdado, radi o
keep things as enjoyable as possible with plenty of student interaction.
Whenever he can, he tries to relate | esc




2.10. Student Counsellor

Sebastian SeetStudent Counsellor

has more than 20 yearsdé experience as a
a registered associate member of Singapore Association for

Counsell or. He holds a masterodés degree
University of South Australia. He worked at phkyatric rehabilitation

centre for 5 years. He counselled numerous people suffering from

mental illness and has extensive experience of running psycho

education and group counselling for choric depression, bipolar,
obsessiveeompulsive disorders and schmoenia. He also conducted

workshop on social skill training for teens and parenting talks. He is a

counsellor supervisor with Monash University (Kaplan, Singapore).

He was featured in a Singapore document
Red Dot- CopingwithDe pr essi ono, whereby he helped
person suffering from major depression for 15 years to recovery. He is

the author of AProphetic Promises & Bl es
Gift from the Heart o and ADown but not C




3.0. Student Fee Protection Insurance

With the implementation of the Private Education Act in 2009, tben@iteeof Private
Educaton (CPE), a government statutory body, was established to regulate the private
education sector in Singapore. Ritivate Education Institutions (PEI) are required to comply
with the regulations under the new Act. Undlee Private Education Act, tHéommitte for
Private Educatiorwill implement two scheme8 the Enhanced Registration Framework
(ERF) and a quality assurance scheme called EduTrust. As required under the Enhanced
Registration Frameworldscend Education Centrendertakes to inform CPE and sisidents

of any change in ownership or management within 14 working dessend Education
Centrehas put in place some mandatory requirements, namehSfRHEent Contract, Fee
Protection Scheme (FPS) and Medical Insurance Coverage, under the EduT rfisati@ert
Scheme regulated by the @mitte of Private Education (CPE)

3.1. PEI-Student Contract

The aim of the new quality assurance, Edutrust, is to enhance the confidence of students and

their parentdn the quality of education in Singaporéscend Edcation Centrewill enter

into a standard PE$tudent Contract with thetudent. The purpose of the contract is to
safeguard the studentsodé r i gtohddgiondbgoverhimgytheng out
relationship between the student astend Educabin Centre

3.2. Fee Protection Insurance

AscendEducation Centrés a Private Education Institution (PEI) that participates in the Fee
Protection Scheme (FR.All fees collection from students, both local and international will

be protected via an esw bank account or insurance scheme. Asdéddcation Centre

adopts theLiberty Insurance FPS insurance scheme. A copy of the master insurance
agreement between CPEberty Insurancd t he A Mautreamce Agreement 0)
to by Ascend Education @erefor the purpose of insuring, among other things, the Student is
available at www.ascend.edu.sg.

All studentsare required to sign the StandarePEl Student Contract, applying for the

FPS and acknowledge the Form 12 of Private Education(No.21 of 2009) to verify that
they fully understand the FRRegulation 25(5)(b). The FPS protects all students' fees in the
event that Ascend Education Centre is unable to continue operations due to:

91 Insolvency events
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1 Regulatory closure
9 Direction ssued by CPE

It also protects the student under personal accident cover of S$10,000 payable upon death or
permanent total disablement arising from an accident in Singapore.

For the FPS insurance protection, insurance will be purchased within 7 wogkiayid the

Liberty Insurance portal when fees are collected and receipt of payment is issued. The student
is protected during this seven day period through acpver arrangement whereby the

s t u d eoarsedegs arnmsuredfrom the date of course fepayment to Ascend Education
Centeruntil whichever is earlier:

The date of commencement of the Period of Indemnity in a subsequent Certificate of
Insurance issued to Student; 8even (7) working days after the payment

All update on changes to studertatss will be notified to Liberty Insuranc&mail
notification from Liberty Insurance will be sent to the student directly.

11



4.0. Refund, Transfer, Withdrawal Policies & Procedures

Refund Policy

4.1. Ascend Education Centre Refund Policy

Ascend Education Centre is committed to having a fair, reasonable and transparent refund
policy on the managing and handling of refunds for students under various conditions for any
payment made. The refund policy shall includd,ibunot limited to, the following:

1 the circumstancesee 4.2 4.6 below)in which a refund can be grantettiuding
the status of fees should a coursecheacelled(see4.4 below:withdrawal with
cause)

9 the time frame for all forms of refundshust nd be more than 7 working days)

9 conditions (if any) for refunds

1 any nonrefundable fee paid (where applicable)

If you withdraw from your course, you may be eligible for a refund depending on when you
notify Ascend Education Centre.

4.2. Withdrawal and Refund Policy without Cause

% of [the amount of I f Studentdés written notice
fees paid under
Schedules B & C]

(A Ma x i mum JBeforeithedCours€ommencement
[95%] Date and after, but not more than [7] days after the Course
Commencement Date

More than ¥] days after the Course Commencement

0
[0 % Date

If the application for the transfer/withdrawal (form available at reception counter and on website)
is submitted tAAscend Education Centre Offibefore the course commencement date or after,

but not more than sevdi@) calendaidaysafterthe commencement date of the coulseStudent

is entitledto a 95% refundof the coursefeeless any applicable administrative fees charged
properly paid under the Fee Protection Scheme

The following paynent is norrefundable: Course Application Fee
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4.3. Withdrawal and Refund Policy during Cooling off Period

Ascend Education Cent&fers studentsa cooling-off periodof seven (7)working days
after signing their studentcontract Studentscan sulmit written notice of withdrawal to
Ascend Education Centrand receivethe Maximum Refund amountstipulatedabove
(95%). Students who withdraw during the cooling off period will receivarthefund
wihtin seven working days from receipt of the completedl signed withdrawal ot
transfer form.

The following payment is nerefundable: Course Application Fee.

4.4. Withdrawal with Cause and Refund Policy

All students shall be entitled to immediately withdraw from the Course by giving written
notice to Ascad Education Centre Pte Ltd of their intention to do as a result of one or more
of the following circumstances where Ascend Education Centre Pte Ltd:

I. does not commence the Course on the Course Commencement Date;
[I. terminates the Course before the Course Cenu®mment Date;
[ll.  does not complete the Course by the Course Completion Date;
IV. terminates the Course before the Course Completion Date;
V. not ensured that the Student meets the course entry or matriculation
requirement as set by the organisation stated ined&db A within any
stipulated timeline set by CPEg
VL. The Studentods Pass application is rejected
Authority (ICA

The Student will be entitled to a refund of the entire Course and Miscellaneous Fees already
paid should the Stent decide to withdraw, within seven (7) working days of receiving
notice from Ascend Education Centre regardivg i

The Course Application Fagnonrefundablen the caseofth St udent 6 s Pass applica
beingrejected by Immigration and Checkpoiitsthority (ICA).

4.5. Centre Initiated Withdrawal & Refund Policy

Students must adhere to the guidelines issued by the Centre. The withdrawal and refund

policy stated in the Standard P&ludent Contract applies, should any student be expelled

from the ourse by the Centre due to misconduct, inappropriate behavior or failure (in the

case of international student pass holders) to attend classes for seven consecutive ways

without informing the Centréplease se&entre rules and regulations p.33he Cent

reserves the right to terminate the enrolment of any student if that student continues to

misbehave despite two written warnings issued by the Centre. On the issuance of a second

|l etter of warning and no i mpr oveooghitstBoardn t he st ude
of Management, reserves the right to terminate the enrolment of the student. The decision of

the Board of Management is final. The Centre will as soon as practicable and no later than 7

13



(seven) wor ki ng days aéenrobment teerQentre eefuridrtihg t he st ude
student if any amounts are due based orsthadard PEStudent Contract

The following payment is nerefundable: Course Application Fee

4.6. Withdrawal in Special Circumstances & Refund Policy

The standard efund policy for withdrawal without cause shall apply for transfers and

withdrawals unless otherwise agreed by the Deputy CEO and CEO. The Deputy CEO and

CEO will consider individual student requests for transfer or withdrawal outside of the refund

window (more than seven days after the course commencement date or after the cooling off

period, whichever is later) where documentation is available to support such a request from a

student. If approval for a refund is granted by the Deputy CEO and CEO in a&set the

student sd cour se fraes basia The Canteefwill asdaoid as practicablep r o

and no | ater than 7 (seven) working days after
withdrawal plus all supporting documentation refund the stude

The following payment is nerefundable: Course Application Fee
If the Student and the Centre cannot settle a dispute using the dispute resolution framework

arranged by the Centre, the Student and the Centre may refer the dispute to the CPE
Mediation-Arbitration Schemevjww.cpe.gov.sj

14
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4.7. Course Withdrawal Policy

WITHDRAWAL POLICY
OVERVIEW

Ascend Education Centre Pte Ltd has a Withdrawal Policy that outlines:

1 The crcumstances in which Withdrawal Applications will be granted

9 Status of Student Pass (where applicable)

1 Conditions of Refund of any fee paid

1 Time frame for assessing and replying to any request for a Withdrawal

Students who apply to withdraw from thewourse at the Centre shall be deemed to have
terminated their studies with the Centre on approval of their withdrawal application. For an
approved withdrawal request, tR&StudentContract is terminated and the student is no
longer a student of the Cee.

4.8. Circumstances in which Withdrawal Application will be granted

A student can decide to withdraw from a course prior to its compl&i&equesto
withdraw will be granted in the following circumstances:

1 Withdrawal during Cooling off Period (thin seven working days from signing of PEI
Student Contract)

1 Withdrawal with Cause

1 Withdrawal without Cause (within seven calendar days of course commencement)

1 Withdrawal without Cause (after 7 calendar days from course commencement)

Guardian/Parents written consent for students under age of 18 to withdraw

There are additional circumstances for course withdrawal applications which apply to

students below the age of 18 before an application will be granted. The Centre will seek
approval from the sthent 6 s parent or guardian before approv
wi thdrawal . Supporting documents must be produce
approves or rejects the request. I f the student 6:
(seven working days, the Centre will treat the request as withdrawn.

4.9. Status of Student Pass (where applicable)

Full-time international students holding a student pass will have their pass cancelled. The
Centre shall declare the attendance record ofréresferring student on the SOLAR system

15



and provide the transferring student with any necessary documentation requested to process
their transfer to another PEI.

4.10. Conditions of Refund of any fee paid

The terms and conditions of refund are govdrbg the PEIStudent Contract agreed upon

and entered into between the PEI and the student. The Deputy CEO and CEO will consider

individual student requests for withdrawal outside of the refund window (more than seven

days after the course commencemeng aatafter the cooling off period, whichever is later)

where documentation is available to support such a request from a student. If approval for a
refund is granted by the Deputy CEO and CEO in
refunded on a proated basis. The course Application Fee is-refandable.

4.11. Time frame for assessing and replying to any request for a Withdrawal

The outcome of the withdrawal application will be decided and communicated to the student
in writing within 7 (seven) wiking days from receipt of their application to withdra®nce

a withdrawal application has been approved by Ascend Education Centre Pte Ltd and if there
is any sum of money to be refunded by Ascend Education Centre Pte Ltd as a result, the
Centre shall nify the student in writing that the refund will be made within 7 (seven)
working days from the receipt of the withdrawal form and advise the student on the Refund
Method if the withdrawal has been approved.

4.12. COURSE WITHDRAWAL PROCEDURE

This withd-awal procedure applies when a student has requested to stop his/her course and
cease to be a student of Ascend:

1) Studens who wish to withdraw from their studies should first consult the Customer
Service Team at the front reception desk;

2)The Customer Serse Team will counsel the student and provide advice on how to
complete the withdrawal form to avoid any delays or misunderstandings. The student is
encouraged if willing to state the reasons for their withdrawal by ticking one of the
appropriate boxes ithe Withdrawal Form;

3)If the student is under 18 years of age, his parent/guardian must agree to the withdrawal.

I f the student is sponsored by a third party,
the student in the Withdrawal Form, if the studentampany sponsored, the student
must fill in the companyés detail s;

4)The Customer Service Team will pass the completed Withdrawal Form to the Academic
Manager or a member of the Board of Management so they can arrange to meet with
the student to discuss thansfer request. The Academic Manager or a member of the
Board of Management will interview the student to gather feedback for continual
improvement and make a decision on the status of the application. On completion of

16



the form the relevant Manager wpkss the form to the Customer Service Team. The
Customer Service Team will deposit the Withdrawal Form in the Withdrawal/Transfer
Box located in the Administration Staff Room;

5)The Assistant Accounts Manager or in his absence, the CEO checks the
withdrawaltransfer box every day. The status of the student is checked and any refund
owing to the student is calculated based

6) The Assistant Accounts Manager will present the Withdrawal Form to the Deputy CEO
& CEO to approve any eowse fees refundable;

7)The Customer Service Team will inform the student of the outcome in writing, together
with the following information, within seven (7) working days from receipt of the
completed withdrawal application form and inform the student of:
1 Unconsumed course fee (if any);
1 Outstanding course fee (if any);
9 Details on how to collect refund (if any);
9 Details on how to make payment (if any);
1 Cancellation of Student's Pass, if applicable;
8)The Customer Service Team will cancel the students pasgppifcable) and if the
student is transferring to another PEI declare the students attendance on the Solar

System and assist the student with any documentation required,;

9)The Assistant Accounts Manager will inform the FPS service provider of the change of
student's status within three (3) working days (if applicable);

10) The Assistant Accounts Manager will update the F1 data.

17
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4.13. Course Withdrawal Process

Student should consult with Customer Service Team
at the front desk

A

Customer Service Team will counsel the student and
assist in completing the Withdrawal form.

i Guardian must give their consent in
’—> the withdrawal form within 7 (seven)
working days.

Yes

Is the Student under age of 187

No
h 4

Withdrawal form is passed to a member of the Board
of Management for consideration.

.

Academic Manager or member of Board of
Management interviews student to ascertain reason
for Withdrawal.

s there any feedback that
would be useful for
improvement?

If withdrawal approved by member of Board of
Management, the Assistant Accounts Manager
checks Fee status of student and what (if any)
course fees are owing or need to be refunded and Yes
Deputy CEO & CEO approve.

Customer Service team writes email to student
stating the outcome and actions required. In Feedback is recorded and reviewed by
addition, the email will state (if applicable) when the the Board of Management for
refund is available. This must be within 7 (seven) improvement action.
working days from receipt of withdrawal form.

v
Customer Service Team will cancel the student pass
(if applicable) & declare the students attendance on
Solar if requested by another PEI and provides
student with necessary documentation.

A

Assistant Accounts Manager informs FPS Service
Provider of change of student status within three
working days (if applicable).

A

Assistant Accounts Manager will update F1 data (if
applicable).

18



4.14. Transfer Policy (within Ascend Education Centre)

—— v e c

_—

Ascend Education Centre Pte Ltd has a Transfer Policy that outlines:

The circumstances in which Transfer applications will be granted
Status of Student Pass (where applicable)

Conditions of Refundfaany fee paid

Time frame for assessing and replying to any request for a Transfer

= =4 —a A

Students who apply to transferfrom one course to another or transfer to another intake

within the Centre (i.e. defer) shall be deemed to have terminated from the cwoarge on
approval of their transfer application. For an approved transfer request, the original student
contract is terminated and a new contract is signed. The student remains a student of the
Centre.

Students transferring to another institution are demed to have withdrawn from the
Centre (see withdrawal policy below).

4.15. Circumstances in which Transfer Application will be granted

Request of transfer will only be granted if the student meets all pre-requisites of the course
the student intends to transfer to as stipulated by the Centre.

4.16. Defer Course
In cases where a student requests to defer a course, it will be treated as a transfer request
and the transfer request will only be granted if the student states the reasons for requesting

to defer their studies in the transfer form. Students are only allowed to defer once per course
of study. The period of deferral cannot exceed 12 months.

4.17. Change Course Level

In cases where a student requests to move to a higher or lower level course within the
Centre, their request will be treated as a transfer request. Students are only allowed to
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transfer once during their studies at the Centre. The transfer request will be granted if the
student meets all the entry conditions for the course they request to move to as stipulated by
the Centreds Exam Board.

A studentsd request to move to a | ower |l evel <cl ass
I. the availability of a seat in the lower level course;
II. the request must be approved by the class teacher and the Exam Board.

A student who requests to move to a higher level course must meet the following three
entry conditions to the higher level course for the request to be granted:

I. Requests to transfer to a higher level course are also subject to the
availability of a seat in the higher level course;

Il. A Student can request to transfer to a higher level course only after they
have scored a minimum of 80% in their Module One Test and have the
support of their class teacher;

lll. If both the first two conditions are met, the student will be asked to sit for a
Module One Test at the higher level course they have requested to
transfer to as soon as practicable. And if the student scores at least 60%
for the Module One Test the Centhe ebds Exam
transfer request to a higher level course.

Additional Requirements for Course Transfer Applications to be Approved

There are additional requirements for course transfer applications to be approved
which apply to students below the age of 18 before an application will be granted. The

Boe

Centre wildl seek approval from the studentoés paren

student 6s request for transfer. I f the student 6s
7 (seven) working days, the Centre will treat the request as withdrawn.

There are additional requirements for course transfer applications to be approved
which apply to students who are sponsored before an application will be granted. The

pa

Centre wildl seek approval f rppr dwviengs ttuldee ng O 5 d esrptodnss
request for transfer. I f the studentds sponsor fai

days, the Centre will treat the request as withdrawn.
4.18. Status of Student Pass (where applicable)

For deferment cases, the Centre shall apply for a renewal of Student Pass with ICA
where the student is deferring their current course (no change of course) to a future
date as the validity period of the students pass needs to be changed.
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For internal transfer cases (change of course from one level to another level of the
English as a Global Language program), the Centre shall apply for a transfer of
Student Pass with ICA if the validity period of the existing student pass does not cover
the entire duration of the course the student is transferring to (if applicable).

4.19. Conditions of Refund of any fee paid

The terms and conditions of refund are governed by the PEI-Student Contract agreed
upon and entered into between the PEI and the student. The Application fee is non-
refundable.

In cases where a transfer is approved and the student agrees to rejoin at an agreed
later date (deferral), the current PEI-Student Contract is cancelled and a New PEI-
Student Contract is issued and signed by both parties. Unconsumed course fees paid
by the student are transferred by the Centre towards the payment of course fees for
the new course as set out in the new PEI-Student Contract. If the student does not
rejoin the course, the terms and conditions of refund are governed by the new PEI-
Student Contract agreed upon and entered into between the PEI and the student.

4.20. Time frame for assessing and replying to any request for a Transfer

The outcome of the transfer application will be decided and communicated to the
student in writing within 7 (seven) working days from receipt of their application to
transfer.

4.21. TRANSFER PROCEDURE IN CASE OF DEFERAL OF COURSE

This procedure applies when a student defers to his/her study but remains as a student of
the Centre.

1) Students who wish to transfer to the same course at a later date (defer) should first
consult the Customer Service Team at the front desk;

2) The Customer Service Team will counsel the student and give the necessary advice in
completing the Transfer form to avoid any delays or misunderstandings. The student
must state the reasons for their request for a transfer in the box provided on the form;

3) If the student is under 18 years of age, his parent/guardian must agree to the request to
transfer. If the parent/guardian does not agree to the request within 7 (seven) working
days from receipt of the application, the request shall be deemed to be withdrawn.

4) If the student is sponsored by a third party; the sponsor must agree to the request to
transfer. If the sponsor does not reply within 7 (seven) working days from the receipt of
the application, the request shall be deemed to be withdrawn.

5) The Customer Service Team will pass the completed Transfer Form to the Academic
Manager or a member of the Board of Management so they can arrange to meet with
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the student to discuss the withdrawal request. After completing the interview with the
student the Academic Manager or member of the Board of Management either approves
the request or will recommend an alternative solution if possible. On completion of the
form the relevant Manager will pass the Transfer Form to the Customer Service Team
for processing. The Customer Service Team will deposit the Transfer Form in the
Withdrawal/Transfer Box located in the Administration Staff Room;
6) The Assistant Accounts Manager or in his absence, the CEO checks the
withdrawal/transfer box every day. The status of the student is checked and any refund
owing to the student is calculated based on the Cent
transferable or need to be topped up from the previous course.

7) The Assistant Accounts Manager will present the Transfer Form to the Deputy CEO &
CEO to approve any course fees refundable;

8) The Assistant Accounts Manager then returns the form to the Customer Service Team
who will inform the student in writing via email on the following within 7 (seven) working
days from receipt of the completed transfer application form and inform the student of:

For successful Course Deferral applications:
i. Amount transferrable from the previous course, if any
ii. Amount refundable from the previous course, if any
iii. Amount needed to be topped up, if any
iv. New Letter of Offer;
v. New Course Fee;
vi. Cancelation of existing PEI Contract
vii. Arrangement of signing the new PEI Contract;
viii. Renewal of Student's Pass (if applicable);
For unsuccessful Course Transfer applications:
i. Reason(s) of being rejected;

ii. Alternative solution;

9) The Customer Service Team will renew or transfer the student's pass (where
applicable).
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10) The Assistant Accounts Manager will inform the FPS service provider of the change of
student's details within three (3) working days (if applicable).

11) The Assistant Accounts Manager will update the F1 data.

4.22 Course Transfer Processto Defer Cour se

Student should consult with Customer Service Team at
the front desk.

v

A member of the Customer Service Team will counsel
the student and assist in completing the Transfer form.

Guardian or Sponsor must give their
Yes———» consent for transfer in the transfer
form within 7 (seven) working days.

s the Student sponsored or under
age of 18?

No

v

Customer Service Team passes Transfer form to
member of Board of Management.

N

Academic Manager or Management Board member
interviews the student to ascertain reasons for transfer

s there any feedback that
would be useful for

application. improvement?
A
If transfer approved the Assistant Accounts Manager Yes
checks on the Fee status of the student and what (if ¢
any) course fees need to be refunded or topped up (if
any). The Deputy CEO and CEO approve. Feedback is recorded and reviewed by
the Board of Management for
l improvement action.

Customer Service Team member writes email to student
within seven working days from receipt of application
stating outcome of application and required actions.

v

The Customer Service Team will apply to renew or
transfer the student pass (if applicable).

4
The Previous PEI-Standard Student Contract will be
terminated once the new PEI-Standard Student Contract
is signed by the student.

Assistant Accounts Manager informs FPS Service
Provider of change of student details within three
working days if applicable.

( Assistant Accounts Manager updates F1 data. )




4.23. TRANSFER PROCEDURE IN CASE OF INTERNAL COURSE TRANSFER

This procedure applies when a student requests to transfer course but remains as a student
of the Centre.

1) To make a request to transfer to a lower or higher level course, students should first of all
consult with their class teacher;

2) A student may request to transfer to a lower level course with the support of their teacher
based on academic grounds and subject to the availability of a seat in the lower level
course;

2.1.To formally request to move to a lower level course, the class teacher will ask the
student to complete the Change of Level Application Form;

2.2.The request to Change Course Level is then endorsed by the class teacher and
presented to the Academic Manager who is the Chair of Ce n t Exard Board. After
completing an interview with the student the Academic Manager approves the request
or will recommend an alternative solution if possible;

3) For a student to request to move to a higher level course, the student must score at least
80% in the Module 1 test based on their current level and their request is also subject to
the availability of a seat in the higher level course;

3.1.To formally request to move to a higher level course, the class teacher will ask the
student to complete the Change of Level Application Form;

3.2.The class teacher will pass the form to the Academic Manager who will consider the
application and make arrangements for the student to sit for the Module 1 test of the
higher course level they have requested to transfer to;

3.3.1f the student scores a minimum of 60% in the arranged test, the Academic Manager
on behalf of the Exam Board will approve the request of the student to move to a
higher level or will recommend an alternative solution if possible;

4) If approved, the Academic Manager then passes the completed Change of Level
Application Form and Transfer Form to the Customer Service Team so they can process
the transfer request;

5) The Customer Service Team will counsel the student and give the necessary advice in
completing the Transfer Form to avoid any delays or misunderstandings;

6) If the student is under 18 years of age, his parent/guardian must agree to the request to
transfer. If the parent/guardian does not agree to the request within 7 (seven) working
days from receipt of the application, the request shall be deemed to be withdrawn;
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8)

9)

If the student is sponsored by a third party; the sponsor must agree to the request to
transfer. If the sponsor does not reply within 7 (seven) working days from the receipt of
the application, the request shall be deemed to be withdrawn;

The Customer Service Team will deposit the Transfer Form in the Withdrawal/Transfer
Box located in the Administration Staff Room;

The Assistant Accounts Manager or in his absence, the CEO checks the
withdrawal/transfer box every day. The status of the student is checked and any refund
owing to the student is calculated based
transferable or need to be topped up from the previous course;

10) The Assistant Accounts Manager will present the Transfer Form to the Deputy CEO &

CEO to approve any course fees refundable;

11) The Assistant Accounts Manager then returns the form to the Customer Service Team

who will inform the student in writing via email on the following within 7 (seven) working
days from receipt of the completed application form:

For successful Course Transfer applications:

ix. Amount transferrable from the previous course, if any
X. Amount refundable from the previous course, if any
xi. Amount needed to be topped up, if any

xii. New Letter of Offer;

xiii. New Course Fee;

xiv. Cancelation of existing PEI Contract

xv. Arrangement of signing the new PEI Contract;

xvi. Renewal of Student's Pass (if applicable);
For unsuccessful Course Transfer applications:

iii. Reason(s) of being rejected;

iv. Alternative solution;

12) The Customer Service Team will renew or transfer the student's pass (if applicable).

13) The Assistant Accounts Manager will inform the FPS service provider of the change of

student's details within three (3) working days (if applicable).
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14) The Assistant Accounts Manager will update the F1 data.
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4.24 Course Transfer Processto Change L evel of Course

‘ Student should consult with their class teacher.

The teacher will counsel the student and assist in
completing the Application to Change Level form.

Is the Student applying for a
change to a
higher or lower level?

higher
v

Teacher and Academic Manager must
agree to Transfer Request

Student applying for higher level course must score
80% in their Module 1 Test

v

Class Teacher then asks student to complete
Application to Change Level Form & passes to
Academic Manager to arrange Test at higher level

v
Student takes Module 1 Test at higher level and if the
student score 60% or above the Academic Manager
will approve the request

4

If transfer approved the Academic Manager will
approve the Application to Change Level form and
approve the Transfer Form and pass to a member of
the customer service team to formally process the
request for transfer

Is the
student under 18 or
sponsored?

No
v

The student& guardian or sponsor must
complete the transfer application form
within 7 (seven) working days

Customer Service Team member writes email to
student within seven working days stating outcome of
application and required actions.

4——————Yes

.

The Customer Service Team will apply to renew or
transfer the student pass (if applicable).

4

The Previous PEI-Standard Student Contract will be
terminated once the new PEI-Standard Student
Contract is signed by the student.

4

Assistant Accounts Manager informs FPS Service
Provider of change of student details within three
working days if applicable.

< Assistant Accounts Manager updates F1 data. >




5.0. Feedback Channels & Dispute Resolution Procedure

YEED B ACK

5.1. Ascend Education Centre Policy on Management of Feedback &
Complaints

Customer focus is a key principle of Quality Management and customer feedback is a vital
tool for the Centre to assess the level of satisfaction with its services. Effective customer
feedback management can improve the reputation, credibility and image of the Centre and
improve customer confidence and satisfaction.

At the Centre we embrace an Open culture that is aligned to our values and culture. We
proactively welcome, seek and gather feedback. The Centre also seeks feedback formally
from students via surveys for the courses they attend at the Centre and for the pre-course
services they are provided with.

The Centre has developed a closed loop feedback and complaint management system to
gather and address all feedback and/or complaints received from customers for continuous
improvement. Customers may refer to students, parents, the public, suppliers and partners.

It is a policy of the Centre that all customer complaints or disputes are to be
acknowledged/replied to within 2 working days and resolved where possible within 20
(twenty) working days. Failing this, they will be referred to an independent third party for
independent mediation and if necessary arbitration.

Where Centre policies and/or procedures
academic matters, then these policies/procedures will take precedence over the grievance
and dispute resolution procedure.

Effective customer feedback management can improve the reputation, credibility and image
of the Centre and improve customer confidence and satisfaction.

What is feedback?

Feedback is information provided by students or external parties that is intended to be used
as a basis for improvement. Your feedback can be made in a number of different ways.

Feedback Channels

1 The Centre gathers feedback on our pre course counselling services. The Center asks
all new full-time and part-time students to complete a Pre-Course Counselling
Satisfaction Survey during orientation at the Centre. The survey results are analysed
and any issues identified are taken up by our staff to find a resolution for continual
improvement.
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1 The Centre gathers feedback on agent quality and services. The Center asks all
students who came through agents to complete an Agent Satisfaction Survey during
their orientation at the Centre. The survey results are analysed and any issues identified
are taken up by our staff with our authorised agent to find a resolution for continual
improvement.

9 The Centre gathers feedback on our courses, teaching quality, student support services
and Centre facilities. Students are asked to complete a Post Course Student
Satisfaction Survey. Any issues identified by the Management Team in their analysis of
the results are addressed.

1 Feedback Box: The Centre has a feedback box located at the side of the reception
counter. All feedback is analaysed by the Quality Assurance Team for action and
continual improvement.

1 Approach Customer Service Staff & Teachers: All students are encouraged to approach
our staff at any time to share feedback that they in light with our OPEN culture at the
Centre. The staff member who receives the feedback can either resolve the matter
individually with the student or when considered appropriate pass the information to their
manager.

1 The Centre has a dedicated feedback email: feedback@ascend.edu.sg which goes
directly to the CEO and senior management at the Centre for their action.

In addition, the Centre is also committed to having an effective system of complaint
management that responds to complaints in a positive way and contributes to the continuous
improvement of the teaching and learning environment at the Centre.

Complaint Management System

The Centre has developedamplaint management system wjttoceseson corrective and

preventiveaction which are integral to managing and learning foomplaints A complaint

may turn into a dispute and at that stage mediation or even arbitration may be required to

resolve the issue.

What is a complaint?

A complaint is any expression of dissatisfaction, whether justified or not, however made,
about the standard or delivery of service, the actions or lack of action by Ascend Education
Centre, which affects an individual service user or group of users, or a policy we adhere to.
It may also be referred to as a grievance.

What is a dispute?

Disputes are disagreements that remain unresolved notwithstanding all attempts to achieve
resolution of a student or external part.i

Feedback/ compl aints/disputes relating to
academic matters (e.g. appeals against results, expulsion, suspension, etc) and non-
academic matters are addressed and resolved in an objective, fair and reasonable manner.
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What is mediation?

Mediation is a means of dispute resolution in which the parties to a dispute engage the
assistance of an impartial third party (called the Mediator) to facilitate negotiations between
them with a view to resolving their dispute privately and in an amicable manner. The focus
is not on who is right or wrong, nor on who has a stronger or weaker case. Rather it is on
how the parties can move forward and put the dispute behind them. The Mediator helps the
parties to adopt a problem-solving approach, move away from their respective positions
and focus on their interests, needs and concerns.

What is arbitration?

Arbitration is a process by which the parties of a dispute submit their differences to one or
more impartial parties for a final and binding decision. Being an orderly proceeding,
arbitration is substantially less formal than court proceedings. Arbitration under the CPE
Mediation T Arbitration Scheme is a paper-based proceeding under which each party
submits his representation to the Arbitrator for consideration. Confidentiality is ensured and
the disputes are resolved in a cost-effective and expeditious manner. It is an alternative to
dispute resolution by litigation in a court of law.

5.2. Student Complaint Resolution Procedure

The flow chart describes and illustrates the sequence of the complaint process which has 3
clear stages. Each stage must be recorded on the feedback log; deadlines adhered to
and advice given about the next stage.

Stage 11 the initial complaint is acknowledged within 2 working days by the manager of
the service(s) about which the complaint was made, and responded to within 7 working
days. All stage 1 complaints should be logged on the customer feedback log. If a response
cannot be made within the 7 working day timescale the complainant should always be kept
informed and given a revised timescale for the response.

On meeting with the student/student 6 s advocate the relevant manager
complaint form is completed and acknowledged by both parties as a formal record of the
proceedings.

Stage 2 1 If the complaint is not resolved at Stage 1, the relevant manager shall refer the
complaint to the CEO for investigation. The CEO shall respond within 7 working days from
receiving the complaint and attempt to resolve the issue.

Stage 3 - In the event that the Student and the PEI are unable to resolve a dispute in
accordance with the grievance procedure within 20 working days referred to in the first
two stages the Student and / or the Centre. Students have three methods of seeking
redress via:

I CPE Mediation-Arbitration Scheme; or

1 the Small Claims Tribunals (SCT), for clear-cut fee refund issues of equivalent or
less than S$10,000#; or
1 their own legal counsel.

For amounts that exceed SGD$10,000 but is below SGD$20,000, the claim can still
proceed with SCT if both parties consent to it in writing.

I f the student appr oac heentre GBE toshelis 6SCdmdl metiewSer vi ces C
the issue and may refer the dispute to CPE Mediation i Arbitration Scheme. If the dispute
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is not resolved through mediation at Singapore Mediation Centre, the dispute will be
referred for arbitration by an arbitrator appointed by the Singapore Institute of Arbitrators.

Procedure for referring a case to external mediation body

1.

Students may wish to initiate a case to the CPE Mediation-Arbitration Scheme if they
are not satisfied with the outcome / actions taken by the Centre.

The Student can approach CPE Student Service Centre who will assist the student in
filling out an application form, stating the nature of their dispute.

The application form will then be sent to the Singapore Mediation Centre (SMC), who
will contact the Student and the Centre within 7 working days for an appropriate date to
hold the mediation session.

Before the day of mediation, the parties involved will exchange through the SMC a
concise summary of the case, as well as copies of relevant documents referred to in
the summary that the parties wish to rely on during mediation.

At the end of Day 1 of mediation, if the parties are able to arrive at an agreement, the
mediator will draw up a settlement agreement and close the case.

However if there is no settlement, the Student can decide if they wish to proceed to the
arbitration stage, which is a paper-based review of the dispute.

The arbitrator may call for a hearing if he or she deems it to be necessary.

The Student will be required to submit a request to the Singapore Institute of Arbitrators
(SIArb) to commence arbitration, and within 14 working days of receiving the request,
CIS will submit to SIArb its defence.

The Student will have another 14 working days to submit their reply to SIArb upon
receiving the Centreds -odlg éri@tator the &hbitrator avill
publish his or her arbitral award within 60 days from the commencement of the
arbitration, while if a hearing was held, the arbitrator will publish his or her award within
90 days from the commencement of the arbitration.

Trends, lessons learned and identification of root causes are analysed and shared for staff
training and continual improvement.
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5.3. DISPUTE RESOLUTION PROCESS

CHANNELS

Student or Advocate of
Students mads
complant:

AThrough email

Aln person

AFills out complaint form
AoOver phone

AThrough Fax

satisfied and the matter

STAGE 1

Customer Service Staff refers
complait to Manager of the
appropriate Deparient

Receiving Manage:

A Acknowledges omplaint
within 2 daysand / or
responds direct b the
complainant within 7

days.

A Logs complainbn centra
complaintsspreadsheet

A Informs complainant of ne
stage ad includes copy of
complants procedures as
published in student
handbak

\ 4

resolved?

<>

Is the complainant >

STAGE 2

Managerrefers corplaint (ard
file) to CEO to investigat
CEO:

A Drafts responge within 7
working days

A Updates status arentral
complaintsspreadheet

A Informs complainanof
next stage

Manager
follows up
complainant®
check aistomer
satisfaction

A 4

Is the complainant
satisfiedand the matter
resolved within 20
working days from receipt
of complaint?

)

l
(=)

STAGE 3

The matter will be referred to
the CPE Student 8&ces for
Mediation prior to
institutingarbitration on the
matter if required or the
student can take legal action
through theSCTor through
their own legal counsel

CEO follows
up with
complainar
to check
cusbmer
satisfaction

l
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6.0. Information for International Student Pass Holders
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6.1. Student Pass Application Procedures

Ascend Education Centseill assistyou in applyingfor your student pass We will send
you the applicationform andonceyou returnit to uswith the applicationfee payment we
will ensuretha all the requred information is enteredoy our studentadmissionofficer
into SOLAR+. The Online payment of S$30requiredby ICA is absorbedy Ascend
Education Centre

New applicationdor StudentPassmustbe submittedat leastsix weeksand not more than
six morthsbeforethe course starts Applicantsarenot requiredto be presentin Singapore
while ther applcations are being considered Hence no extension of stay will be
consideredwhile the appicatons are under processing Ascend Education Centreill
emal successfulapplicantsan IPA (In-PrincipatApproval) letter from ICA, and they
may enterSingaporeto completethe StudentPasgormalities.

6.2. Student Pass Collection Procedures

Thefollowing documerts arerequiredfor collectionof StudentPassat | CA:

1 In-principle approval (IPA) letter for Student's Pass. In the IPA letter, ICA may request

some
applicants to furnish additional documents in support of the application, where
necessary
1 Valid Passport and a copy of the personal particulars. page

1 Embarkation/Disembarkation Card

1 Recent passpesized colour photograph, taken against white background

1 Medical Report (ICA) and original copy of the Laboratory Report if requested in IPA.

1  The printout of Student Pass applicatiech@ms (16, V38, V39S and V36, where
applicable)
submitted through SOLAR+ and duly signedtbg applicant.
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6.3. Fees payable to Immigration and Checkpoints Authority (ICA)

1 The studentmust pay ICA for Student Pass Issuance Fee & Multiple Visa
Entry/ Exit Fee (payableto ICA. Issuancefee of S$60is requiredfor evay pass
thatis issued Paymentcaneitherbe madeonline with Credit/Debitcardor intemet
banking (Citibank, DBS/POSB/UOB/Amg) or at the self-service kiosk at ICA
Building (1stlevel C lobby) by eNetsor Cash card An addtiond fee of S$30for a
single entryvisaand S$30for multiple enty visasmay be applicable.

9 In addition, on collection of student pass, students must pay ICA a Security Deposit
of S$1,000/$1,500/$5,000 payable to ICA by Bankerar&utee only.

6.4. Transfer of Course/School of Study

Applicantswho wish to apdy for anewS t u d ®asdin@®™lerto take up aigher level
course at Ascend Education Centret@study in adifferent Private Educationinstitute
(PEI) areto submitanapplicationfor the transferof courseéschoolof study no later than

2 weeksbefore the course begins Our Customer Service Team will remind existing
students 4 weeks before the end of their current course abotgapplicationprocess

for a transferif they wish to continue studying with Ascend Education Centre or
transfer to another PEI.

In general,an applicationto transferschool/coursevould take abouta weekto process
(excluding the day of submissionand collection) upon the receiptof a duly completed
applicationby ICA. Nonethelesssomeapplicdions mayrequirealongertimeto process.

6.5. Renewal of St ud e Rassd s

Studentswho wish to continuetaking the same course in the same schod may renew

their Studertd s  Ria thesOLAR+ system. This case would only apply to students at
Ascend Education Centre who need to repeat a coAggaicationsto renewaSt udent 6 s
Passare to be submittedvia the SOLAR+ system 2 weeks before the expiry of the
existingSt u d Pasdanil approved by the Adamic Manager

In generalrenewalofa St u @asstotldtakeabouta weekto procesgexcludingthe
day of submisson and collection)uponthe recept of a duy completedapplication by
ICA. Noneheless someapplicationsmayrequirea longertime to process

6.6. Change of Local Address

According to the Immigration Regulations19(3)(b), foreign studentsare required to
report any changesin his/heraddressn Singaporewithin 14 days of such change The
studentwho wishesto repot the change ofhis/herlocal addressis requiredto submit
his/her requestvia e-Update of Address. Ascend Education Centrstaff can login to
SOLAR+ to reportany changesin ours t u d addres8 An acknowledgemenwill be
sentwithin minutesif the reportis successflly registeredby the system Alternatively,
the studentmay alsodepositthe 6 C h aaf 4ded r dosnsir@to the drop-box locatedat
the Student'sPass Unit near Counter 19. It will take 2 weeksto processthe application
andthe studenwill be informed othe outcane by post
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6.7. Replacement of Lost Student's Pass

Studentswho havelost their Student'sPassandbr the Visit Pass and Disembarkation/
Embarkaton cardsarerequiredto apdy for areplacemenwithin 7 daysfrom the dateof
loss The studens may call in personat ICA Studen's PassUnit, anytime from Monday
to Friday (8amto 4.30pm),Saturay (8amto 12.30pm)by obtaining a queueticket at the
Self ServiceKiosk at Visitor ServicesCentre 4th Storey ICABuilding, with thefollowing
document:

9 Valid travel document and a photocopy of the personal biodata page;

1 Aletter from the school stating that the applicant is currently a registered student of the
school;

1 Duly completed eForm 16 and signed by the applicant;thedyiginal copy of tle
Police report

The processingtime for first time replacementof lost cardsis 2 weeks while the
processng timefor secondor subsegentlossess 4 weels.

6.8. Requirements for International Students

All internationalstudentsholdingto avalid StudentPassarerequredto obey all therules
and regulations as set out by Immigration and CheckpointsAuthority (ICA) and the
Singgore goverment These rules ancegulationsanclude

1 Maintaining at least 90% attendame. | t i s Ascend Educati on C
responsibility to inform ICA if an international student fails to attend classes for
a continuous period of seven (07) days or more without valid reason; where
attendance of student falls beloWw?9 in any month of the course without valid
reason; and ifite student has completed the course or wishes to terminate his/her
studies.

1 Notengagng in any form of work, paidor unpaid.
1 Toobserveall thelaws, rulesandregulationsof Singapore.

1 Studentobservesthe conditions as stipulated on the Student Pass card and
Disembarkation/EmbarkatioGard

T Student is permitted to only attend the cours
Pass.The student shall not enter or be retained as a student in any other school or
course other than that indicated on ®Bieident's Pass unless the student has the
permission of ICA

6.9. Cancellation of Student Pass
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9 Student is required to surrender the Student Pass card and Disembarkation/Embarkation
card forcancellation withirseven (7) days of termination of studies.
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7.0. Centre Rules & Regulations

\,

Our rulesreflect our values as an educational centre amedn placeto ensre all our
studentsenjoy ther experience studying with Ascend Education CentrPleaseaeadthese
rulescarefuly andundestandyour responsibilitiego yourself, your fellow studentsand
your teachers

7.1. 90% Attendance Rule for full-time students

Ascend Education Centrreull Time studentanusthavean attendanceeord of 90% in
any one module The Immigration Act (Chapterl33), Regulation21, statesthat student
passholdersmud not be absentfrom classedfor a continuousperiod of sevendays or
moreor thatthe percentagef attendancdor the coursein any monthmustnot fall below
90% without valid reasons Studentpassholders whose attendancefalls below 90%
without a valid reasom any onemoduleor who ae continuouslyabsent for seven days
without a valid reasoarerepotedto ICA and this may impact on their ability to transfer
to ahigher level course within the Centoe renew theg student pasfor the same level
course

All Part-Time and Short Qarse students are required to have an attendarael@dst7 5%
in any one module

Students who fail to make the 90% and 7B%dularattendance requirementarcsit for
their modular tests which will be marked, but they will not receive recognitioth&irtest
score in that module.

7.2. Valid Reasons for Absence

a) Approved Leave: To apply for leave you must fill in thieeave Application Form
(the green form in your classroorahd give theCertre a minimum notice of three
days. Ifyou are going overseas we will require proof of your departure and return
dates.Ascend Education Centreill notify ICA in the case of students who have
approved leave to go overseas.

b) Approved Medical Leave: If you are sick and cannotcometo class, please
inform the school immediatelyat 6338 1378 and obtain @Medical Certificate
(MC) from aregistereddoctor. On returnto classpleasepassyour MC to your
teacher
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7.3. Invalid Reasons for Absence

Studentswvho do not havea Medical Certificateor anauthorsed Leave Application Form

must fill in an Absencefrom Class Form (the red form in your classroonsjatingthe

reasos for their absence The teacter in consultationwith the AcademicManagerwill

then decde if the reasongiven is valid. If the reasons not valid thenthest udent 0 s
attendancevill berecmrdedasabsentandthe studert will acknowedge this by signing on

their Absencefrom ClassForm.

7.4. Punctuality

We adviseall studentsto be in ther classroomsat leastfive minutesbefare the start of
classout of respectto your fellow studentsand your teacher Arriving late for class
disrupts your fellow students and your teacl&udentswho are continualy late will be
counseled anthavedisaplinary actiontakenagainstthem The time the student is late
will be deductedfrom their attendacereoord. This couldaffectthes t u d &bty to st
for themontHy moduar tests

7.5. Plagiarism Policy

Plagiarismis whenwork is copiedfrom an outsidesourceinto your writing assgnmens
without any acknowledgemen€opying without acknowledgmenimakes assgnments
valuelessrom a learning point of viewlt also shows a lack of integritgnd respect for
the intellectual property of others$f a studentis found to have copied material, the
studentwill be counseled angenalizedby the teacherdependingon the severity of the
copying, subjectto theapprovalof the Academidvanager

7.6. Dress Code Policy

In line with our shared value of mesct sudentsin a multicultural Centremust be
properly and appropratdy attired in clas. Smart casualis an acceptabledress code.
Ladiesare discouragedrom wearihng revealng clothing. Male studentsshould not wear
flip-flops or singlets Studens who do not follow this dress codewill be coungled.

7.7. Policy on Misbehaviour

Studentgnustadhereto the guidelinesissuedby the Centre The Centredoes not tolerate
alcohol, drugs, weapons, fighting, bullying, stealing, thieving or vandalism. EnéreC
reseves the right to terminatethe enrolmentof any studentif that studentcontinuesto
misbehavedespitetwo written warnings and counseling fronby the Centre On the
issuanceof a secondetter of warning andno improvementin thes t u d behaiod the
Centre through its Board of Managementreservesthe right to terminae the enrolment
of the student Thedecisionof the Boardof Managemenis find.

7.8. No smoking, eating, or drinking (except for bottled water) in the
classrooms.
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Smokingi s strictly prohibited inside the Centreds

outside the front of the Centre. You can be fined under law for smoking within 5 metres
from the front of auilding with public access. If you do smoke, make sure glways
extinguish your cigarette and throw it in a dustbin.

7.9. No littering in the classrooms.

Please use the rubbish bins inside and outsidelfissroomand therecyclingbins in the
back corridor near thmilets

7.10. Switch your mobile phones to silent mode during all lessons and
examinations.

Show respect for your fellow students and teacher by putting your phone on silent mode
when you are in the classroom.

7.11. Transfer of Course and issuance of Student Pass

To continuefor anoter term studentpassholdersmustreportto the Customer Service
Team no later than twaveeksbefore the expiry dateof their studentpassto fill -up the
reapplicationform and pay the re-applicationfee It is thes t u d eegpdnsibility to
ensuretheir studentpassis reneved on time. The Centrewill not be responsiblef the
passexpiresor is rejectedby ICA.

7.12. Cancellation of Student Pass

Studentswvho arecompletingtheir studiesmustcanceltheir StudentPass by passng it to
the Customer Service Teamithin seven(7) days from the date of completionof their
studies The StudentAdmissiors Officer will cancelthe studentpassonline and then
apdy for aone monthsodal visit pass sostudentanwind down their sty in Singapae.

Please note that it tak@g hours for ICA to cancel the student pass and issue a social visit
pass from the submission by the Studénstomer Service Teanlf the student is leaving
Singapore within 2doursfrom the last day of their course, they are advised to go to ICA
Visitor Pass Section on thé'4loor of the ICA building with their travel ticket so they can
guarantee they have a social visit pass on leaving Singapore. Students must hiade a va
social pass when they leave Singapore. It is the stualesggonsibilityto ersure that they
have a @lid social visit pass at all times.

7.13. Use of Teamie Platform & Internet

The Teamie Platfornand Internet access is provided as a tool for your educa#lomys

show consideration for the views, values and ideas of otAsend Education Centre
reserves the right to monitor, inspect, copy, review, and store at any time and without prior
notice any and all usage of thieeamie Platformand Internet access and any and all
information transmitted or received in connection witbhsusage. All such informatidiles

shall be and remain the property of tBentreand no user shall have any expectation or
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privacy regarding such materials.

- 8.0. Course Information 2017

Term 1, 2017 Calendar

Module 1 Start: January 3 (Tue)

Module 1 Test Day: January 26 (Thur)

Module 1 Feedback Day & Graduation Day: January 27 (Fri)
January 30 Public Holiday

Module 2 Start: Jan 31 (Tue)

Module 2 Test Day: Feb 23 (Thur)

Module 2 Feedback Day & Graduation Day: Feb 24 (Fri)
Module 3 Start: February 27 (Tue)

Module 3 Test Day: March 23 (Thur)

Module 3 Feedback Day & Graduation Day: March 24 (Fri)

Term 2, 2017 Calendar

Module 1 Start: April 3 (Mon)

April 14 Public Holiday No Classes

Module 1 Test Day: April 27 (Thur)

Module 1 Feedback Day & Graduation Day: April 28 (Fri)
1 May Public Holiday

Module 2 Start: May 2 (Tue)

10 May Public Holiday

Module 2 Test Day: May 29 (Mon)

Module 2 Feedback Day & Graduation Day: May 30 (Tue)
Module 3 Start: May 31 (Wed)

Module 3 Test Day: June 23 (Fri)

Module 3 Feedback Day & Graduation Day: June 27 (Tue)
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8.1. English as a Global Language (EGL) Course Description & Progression
Criteria

Ascend Education Centre's English as a Global Language (EGL) courses are general English courses which
cover the four skills of speaking, writing, listening and reading as well havingus fonvocabulary,
pronunciation and grammaEvery class has clear le@ng objectives which your teacher will guide you
through.The courses are divded into levels from Starter to Advancdthchlevel is divided into three

four week (approximately)modules withtestsat t he end of each modul e to
Studentsd progression i s assessed ttastsfrom thehStager c o mb i
to the Advanced leveldAfter each module test, you will receive feedback frpour teacher on your

progress and how you performed in the test to help you identify areas for improvement.

The overall pass mark to progress from d¢eeel to the next is 60%. Stients receive &ertificate of
Achievement on successful completion oeegel. If a student fails devel they may repeat thievel or

choose to discontinue. Students who faikeael will receive aCertificate of Attendance. Allfull-time
students must have an attendance record of &f&bparttime students must have 758 st for their
modulartestin the month in question. Passing the course does not just depend on the Test Modules. During
the course, your teachers will give you written assignmentswihassess your speaking through your
contributions to the clast addition, fudentsarerequired to complete homework on a timely and regular
basis. The breakdown between Continuous Assessment and the Module Tests is as follows:

A During each Module: Continuous Assessment (20%)
ClassWriting: 10% Class Speaking: 10%

A At the end of each Module: Module Test (80%)

Listening:14% Reading14% Writing: 14%  Speaking14%
Grammar:12% Vocabulary:12%

8.2. Request for Transfer of Course

A Student may request to apply for a higher lexelrse after theiiirst moduletest provided they have
scoral a minimum of 80% in their first module temtd have the suppat their class teacher.hBr

request toransfer to a higher level coursealsosubject to the availability cd seat in tle higher level

class.f all these conditions are met, tleudentwill then haveto take anodule one tesit the higher level
courseand score at lea§0% in that testOnly then will the Exam Board consider the transfer request to a
higher level courselo make a request to transfera higher level coursetuslents shouldirst of all

consult with their current class teaclderring the test feedback sessadter taking their first module test.

A studentmay request with the support of their teacherdasfer to a lower level caggsubject to the
availability ofa seatin the lower level clasand the approval of the Exam Board.

All requests for transfer from orm®urseto another must be approved the Exam Beaudin the case of
requests for transfers to a higher level cousseh requestwill only be considered after the first module
of a course. In addition, the transfer process outlinéd2@ of this handbook regéinginternal course
transfes is to be followed
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8.3. EGL Progression Pathway

Advanced

12 Weeks

Upper Intermediate
12 Weeks Module 3 Test Week 12
Intermediate
| Module 2 Test Week 8
12 Weeks

Module 1 Test Week 4

Pre-Intermediate
12 Weeks

Elementary
12 Weeks

Pass Level 60%

8.4. Daily Class Description and Schedule

All students have one core EGL class which will be frérB0am to 12.30pm (Intermediate
Advanced)or from 12.30pm to 3.30 pn(Starter to Préntermediate)Classschedulesnd classroom
allocationare availableat the recepton counteron a daily bass. Studentsare encouragedo refer to

the display screenat the reception destor their classscheduleon a daily basis,as there may be
change®ccasionally All EGL coursesconsistof threehours of classroombasedearnng Mondayto

Friday which focusses on improving your Listneing, Reading Speaking, and Writing akillell as

a focus on improving your use of vocabulary, grammar and pronunciation iAlU$GL students

have acess to their digital workbook on our Learning Management Syst@eamie which you

access outside of the classroom though your username and password in our student room and/or
outside of the Centre provided you have inteaiess

For 5 hour modular adh full-time studentsfrom Starter toPreIntermediate levelsthe course
includes a 2 hour daily9:30-11:30am)class which focuses on the practical
application of key skills through an additional two hous classof classroom based learnimgth a
focuson improving your sociakEnglishthroughthe applied use of keyronunciation Conversational and
Grammaticaskkills.

For 5 hour modular and futime students from Intermediate to Advanced levels, the course
includes an additioral two hours ofsolid groundng in the key language and skills nealed for
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academic career and socialfglish succesg1:30-3:30pm). For students preparing for Academic
English we use the IELTS exam format to introduce students to academic $Kélsalso introduce
some key life sitls such as interview and presentation skills as well as a continued focus on
improving day to day communication skills through emails and spoken Endlshaddition, for
students preparing for the IELT8st,we haveteamedup with Macmillan using thei MEC platformto

bring you online practice for the IELTS test omeamie A typical day at Ascend Education Centre
would include:

3 hour Class Break Time 2 Hour Skills Focus
9:30am12:30pm 12:30-1:30pm 1:30-3:30pm
12.30pm-3.30pm 11.30am 9.30ami 11.30am

12.30pm

8.5. About International English Language Testing System (IELTS)

IELTS is the InternationalEnglishLanguagelesing System It measureshe ability to communicate
in Englishacrossall four languageskills i listening,reading, writing andspeakingi for peode who

intendto study or work whereEnglishis the languageof communication IELTS AcademicModule

is recognisedwidely as a language requirementfor enty to all courses in further and higher

educaion andassessewhethera canddae is ready to study or train in the medum of Englishat an

undergraduater postgraduatéevel. IELTS GeneralTraining Module is suitablefor candidatesvho

are going to English-speakingcourtries to completetheir secondey education,undertaketraining

programsor for immigration purposesThe testresultis publishedin the form of a report, which

placescandidate®n a scaleof oneto nine accordindgo languageability. Thereis a scorefor eachof

the four skills and also an overaticae. IELTS can betakenat testcentresn over 130 countries. Test
datesarefixed, andtestsare normally availablein Singaporeevey secondweekend The listening,
readingandwriting modulesaretestedtogetheron oneday with the speaking moduleconductedon a

separae day. Furtherinformation and a list of local centresis availeble on the IELTS website at

www.ielts.org

8.6. Singapore IELTS Test Information

In Singaporethereare currenty two IELTS testconductors: the British Council and IDP Australia
You may take your test with either teg conductor. Pleasenote that the Listenng, Readng and
Writing testsare carried on in the one day over a three hour period whereasthe Spealkng testcanbe
conduded on a separate day to the Listening, Reading and Writing. You arestrondy advsedto
regster 3-4 weeksin advanceof the teg date as demandfor the IELTS testis high in Singapore.
Both institutions allow online registration for tdsta k e r s . For the British Coul
portal please go tdattps://www.britishcouncil.org.sg/en/ieldexams/ieltsFor IDP Australia, please
go to: http://www.singapore.idp.com/ielts/registration_procedures.agdlk written examinationsare
held in the morning from 9.00 a.m.to 12.30 p.m. The exam board (CambridgeESOL) stipulatesthat
no breakwill be givenduringthe exam.This is anexamrule appliedworldwide for IELTS exams.The
oral test isheldbetweer9.00a.m.to 5.00p.m.on another dayPlease checwith the British Counciland
IDP on the available dates andenues for the written and oral exam$he allocation of date for the
speakingmoduleis on a firstcomefirst-servedbasisdependingon the available datesat the time of
regstration The exact timings of the Spaalg Test will be provided on the ylaf the written test
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9.0. EGL Test Information

9.1. Test Notifications

The modulartestsare conducted as advisedin the PEI-StandardStudent Contra¢, on the school
website;during the studentorientationandas statean the schoolnatice boad and in this handbook
It is importantfor studentgo checkoneof thesesoures.

9.2. Request for Deferment from Test

Any requestfor defermentfrom examinationmustbe forwardedin writing with documentey proof
on the prescribedform at least ten (10) working days prior to the test date Approval is not
automatically granted Requestsfor defement will only be consideredbased on mitigaing
compassionateircumstance by the Exam Boardin the absenceof such apgoval, studentsmust
attemptthe Testin accordace to the scheduleddate The Request foDefermentform is available
upon request from theustomer serviceupport teanat the front reception counter.

9.3. Eligibility to sit for Module Tests

A student is allowed to sit for theodule testprovided the studenneets the minimunattendance
requirementin that module.Please note that if the student has an attendance rate lbarethe

required percentag@ a Module then the student may with tle®ensent of the Academic Mangaer sit

for the Module Test; but their ModaillTest Score will not be taken into account when calculating their
Overall Course Score. If this attendance issue results in the student failing the course, the student may
wish to appeal this failure, they can use the Appeals Process as set out bglp@aling the failure of

the course.

Course(s) Minimum  Attendance Exceptions for  sitting
required for the Module Module Test(s) for
Test(s) to contribute to students who join after
Overall Course Score Module Commencement
EGL Short 750 None
Course

If student enrols after firs
week of module; they can g

EGL Fulli Time 90% the module test; but their tes
score does not contribute
EGL Part Time 75% overall score fothecourse
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9.4. Absence from Test

A student,who hasenrdled for any testor is requiredto re-sit in-courseassessmenttestandis absent,
shallbe deemedo havesatandfailed thetest/ in-courseassesmert unless Ascend Education Centre
is satisfiedthatthereis valid andacceptableeason(s)for the absewe.

All documentey evidencein supportof the student'sfailure to takethe test or n-courseassessment
mustbe submitted failing which, the studentwill be awardeda 6 F agratiedf absencas dueto any
emergeny or otherunavodablecircumstancesyou mustsetout all the relevantcircumstancesyhich
preventedyour attendancend forward documendry evidencein supportof your explanation,within
five (5) working days from the dateof the examnaton.

9.5. Test Regulations

1 Studentsmustreportto the prescribedclassoom at leastfive (5) minutes beforethe testis dueto
commence

1 Thestudentshouldbring avalid identity cardandpresentit to theinvigilator if requesedto do so.

1 Upon enterhg the classroom, testcondiions prevail, and students must refranfrom
communicatingvith eachother

1 Electronicdictionaiies,or any otherelectronicdevices,shouldbe left with otherbelongings away
from thetablesasadvisedby theinvigilator.

1 Any attemptto cheat,by any means,during a Module Testwill be immediatéy reportedby the
Invigilator to the Academic Manager If this report is found to be vad, the studert will be
disqualifiedfrom tha Test

1 Only onestudentatatime may leave theroomto visit thetoilet oncethetesthasbegun.

1 EachModule Testwill be of two hoursdurationandwill includesectionson Listening, Grammar,
Vocabulay, Readingand Writing. The Listeningwill be conductedirst; all listeningtrackswill
beplayed TWICE, unlessotherwiseinstructedby theinvigilator. Any studentwho arrives after the
Listening hasbegunmustwait outsidethe classroonmuntil that sectionof the examis finished In
otherwords,latecomerswill missouton the Listening section of theted.

1 A reminderwill be given, forty minutesfrom the endof the test, to thosestudentsvho havenot
yet begunthe writi ng sectionto inform themthatthey still haveto comgete andhersection

1 Studentsvholeavetheroombeforethe endof testtime shoulddo soquiety.
9.6. Test Results & Feedback Day
The resultsof modular courseassessmentand examinationsshall be given to studerts diredly. In

addition, your teacher will give you feedback on areas where you can improVe protectprivacy and
ensure accuray of information, resultswill notbereleasedverthe telephone
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9.7. Course Graduation for EGL Courses

Generally,all examinationgradeswill be approvedandissuedby the ExaminationBoard The grades
of award for a pass performancein a course is 60%. Stucentswho achieve the passgradewill
receivea Certificateof Achievementfrom the school Studentswvho fail theexamwill beissuedwith a
Certificateof Attendance.

9.8. Appeals Process

On occasion, a student may disagree with the academic decisiaamerhber of the Academic Staff or the
Examination Board. The centre provides an appeals process for the student to request reconsideration of an
academic decision if that decision has resulted in the student failing a test or course.

9.9. Application for Review of Modular Test Paper

Purposeof appealforthe re-marking of afailed modular tespaper

1 Pleasenotethat all appealsmustbe lodgedwithin 5 (five) working days after the releaseof the
testresults Appealsmadeafterthis deadlinewill not be entetained.

No payments requiredfor Appeals

Appeal forms are obtanable from the receptioncounter from the customerserviceteam during
office hous.

Pleasenotethatonly ONE appeal can blbdged No re-appealsarepermitted

Pleasenote that form must be duly completedand submittedto the cugsomer service team with
supportingdocumentgif any).

No appealsvill be accetedfor re-grading of atestpaperin which a studenthas passed.

The ExaminationBoard will notify the studentaboutthe outcomeof the appea in writing within
five working days from receipt of the appeal.

1 Studentsshould not assumethat their appealis successfulunlessinformed by the Examination
Board.

)l
)l
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9.10. Application for Appeal against a Failure in a Course

Pumposeof appealTo appealfailing the course

Pleasenotethat generalappealsagainstfailing a coursewill only be acceped from studentsvho have
satthetestsandwho havefailed the coursedueto an eventwhich is entiréy beyondthe control of the
studert e.g illness,bereaemert of family member Supgporting documentsnust be submittedtogether
with theappealform.

Appeal forms are obtanable from the customerservice team at the receptioncounter
during office hous.

All appealsmustbe lodgedwithin 5 (five) working days after the releaseof the Course
Resuls.

Appealsmadeafterthe deadlinewill notbeentetained
No paymentis requiredfor General Appéela.
Pleasenote that form must be duly completedand submittedto with suppoting documaets (if

any).

Pleasenotethatonly ONE appealcanbelodged No re-appealsarepermitted.

—a _—s_a_a _a _a°
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No appealswill beaccetedfor re-grading of atestpaperin which a studert haspassed.

The ExaminationBoard will notify the studentaboutthe outcomeof the appealin writing within
five working days from receipt of the appeal.

9 Studentsshouldnot assumehat their appealis successfulnlessinformed by the Examinaton
Board

= =9

9.11. Exam Board and the Appeals Process

Ascend Educati on Ce n isresporssiblefmraevaluatiagt appeals doBreea r d

where a certificate oAchievement is awarded. Evaluations of students, awards of certificates of
achievement and other academic judgments are based upon academic performance and the
application of relevanacademic policies and procedures developed by the Examination Board.
Academic staff are responsible for i mplementing
established by théscend Education CentrExamination Boat. The Examination Board are

responsible for reviewing the implementation of the policies and procedures for continual
improvement.

9.12. Examination Board Members

Judith Arul started her teaching career in the CHIJ schools where
completed her secondary education. Wanting to sprea wings, she movel
into the government schools and has continued as an Education Office wi
Ministry of education until she retired. Besides her classroglated experience
Judith has also conducted teactraining and observation planned ai
implemented curriculum and served as external examiner &wtAn MOE
Special i st l nspector and an i nde
experience has been extended to research, preparation and publicat
teaching materials, promoting the ugdtonking tools, linguistic editing of texts
and multtmedia materials, copywriting and editing and, just for fun, working
newsletters and other publications for her community.

Roger Anderson originates from the north of Scotland in the UK, Rogeas
spent the past 30 years in various parts of Atli@ last 20 of these in Singap
- and holds a Cambridge CELTA and an Honours degree in Chemist
Maths. With earlier careers in industry and in business Roger has tau
levels of English fromStarter to IELTS, in Thailand and Singapore, ar
happy now to be playing a role in ensuring that all Ascend Education
receive top value from their courses with us. A very shy French student h
Roger's particular concern is in giving stutiethe confidence to use Englist
" the real world.

Vinitha Mukherhee a native of India and has lived in Singapore and Malaysi:
the last 11 years. She has a bachelor's degree in English literature frc
University of Bombay, India as well as a T@E certification from SEA Englist
Academy (Australia). She has taught ESL at all levels, IELTS and cond
public speaking and communication workshops. She believes in leveragir
teaching experience and academic background to design engaging andgir
lessons to effectively address the curriculum and help students realize
individual potential. She firmly believes that a comfortable and enjoy
classroom experience is the key to positive learning.

47



10.0. Student Support Services

STUDENT SUPPORT

SERVICES

10.1. Free Medical Insurance

For International students on fdime courses: a free group medical insurance policy from Liberty
Insurance Pte Ltd (Policy No: SD15M0397valid fromthe 4 January 2017 3 January 2017 which
provides free medical insurance coveragehmspitalizationand related medical treatment for tbetire

duration of international students attendance oftiie courses at Ascend Education Centre Pte Ltd with

an exemption for Singaporean/PR students if they can provide documented evidence that they are already
covered by their own medical insurangkan. Minimum feature/coverage for medical insurance as per
arrangement with Liberty Insurance Pte. Ltd.:

a. Annual limit not less than S$20,000.00 medical costs coverage per student;

b. at least B2 ward stay in Government / Singapore Government Restruelospdals with Free
upgrade to B1 Ward in Singapore Government / Singapore Government Restructured Hospital;
and

c. 24 hours coverage in Singapore and overseas (if student is involved in-sehteal activities)
throughout the course duration.

Themedich i nsurance policy from Libert
conditions, the claim procedure, th
full-time students are given a copy of the meditstirance policy.

y i nsurance, i
e claim form a

All students are informed during orientation of the Medical Insurance policy highlighting the exclusion
clause for not covering prexisting medical conditions as well as what is not covered in the policy e.qg.
routine visits to DoctorThe claim form can be downloaded from http://www.ascend.edu.sg website or
collected from theustomer service team at the front reception desk.

Singapore Public Hospitals For an ambulance, dial 995

Singapore General Hospital (SGH) National University Hospital (NUH)
Outram Rd, S169608 5 Lower Kent Ridge Road, S119074
Tel: 6222322 Tel: 6772555

www.sgh.com.sg www.nuh.com.g

Alexandra Hospital Changi General Hospital

378, Alexandra Road 2 Simei Street 3

Singapore 159964 Singapore 529889

Tel: 65 6476 8828 Tel: 6788 8833, 6780933
www.alexhosp.com.sg www.cgh.com.sg
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Group Hospital & Surgical Insurance
Product Summaryi Student Medical Insurance
Coverage

1 Necessary and reasonable medical charges incurred as a result of hospitalization and/or

injury
1
activities)

24 hourscoverage in Singapore and overseas (if student is involved in setateld

Benefits Schedule

S$

1. a) Daily Room & Board (R&B)

b) Intensive Care Urit
2. Hospital Miscellaneous Services
3. Surgical Fees

(Subject to Surgical Scheduleapplicable to Private Hospitatsly)> As chaged in B1 ward in

4 InHospi t al Physiciands Visits Singapore Government /
5. PreHospitalization Specialist Consultation Fees SingaporeGovernment
6. PreHospitalization Diagnostic ’Ray & Laboratory Test Restrudured Hospitals
7. Emergency Ousdient Accidental Treatmeht
8. Post Hospitalization Treatmént
9. Medical Report Fe®
10. Cainsurance will apply if insured student is warded in a higher ward in

Singgore Government/ Restructured Hospitals or in private hospitals in 10%

Singapore or in hospitals outside Singapore

Overall Maximum Limit Per Policy Period (S$) (Item 1 to 9) 20,000
Additional Benefit (S$)
11. Outpatient Kidney Dialysis and Cancer Treatment 3,000
12. Mental lliness (admission to Institute of Mertaalth only) 1.000
13. Special Grant 5,000
14. Personal Accident (Death / Permaneisablement Scale Il) 20,000
1. Inclusive of meals, subject to overall maximum limit of 90 days including R&B

2. For surgery procedures performed in private hospitals, the reimbursable amount is
based on a percentagkthe compensation limit as stated in the Schedule of Surgical
Fees in the policy. You may obtain a copy of tBehedule of Surgical Fees from the

Insurance Company.

abrw

surgery.

Must lead to hospitalization and/or surgical procedure within 90 days.
Treatment must beosight in a hospital or clinic within 24 hours from time of accident.
For expenses incurred within 90 days from the date of discharge from hospital or day

6. Reimbursement of medical report fee (maximum up to S$100)

This Product Summary is subjetd the terms and conditions of the Master Group Insurance Policy

issued by Libertynsurance Pte Ltd.
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10.2. Orientation programme for all newly-enrolled students
a. disseminate and reiterate important course information and other information seshsatiedules;

b. inform students of their rights including internal and external grievance and dispute resolution

procedures, fee protection scheme, reference

c. inform students of course deferment/extension criteria and prosefdurguspension and expulsion
cross referenced to Student Handbook;

d. Orientation slides are put on Teamie Platform for students to review.

10.3. Advice on accommodation options for international students

There are numberof student hostelsin Singaporethat offer to s t u d accamiadatiorat modest
rates Depending on the requirementof studentssomeof thesehostelsmay offer laundy, med, and

other optionalservice The hostelstypically charge $450 to $650 for twin-sharing This will dependon

whetherthey require laundry serviceand meal (lunch, or dinner or both) Of course,the wider the

range of servicesprovided,the greatethe charge The ratesmay be 15-20% cheapelif more students
shae theroom e.g. 3 or 4to aroom If they areusedto dormitoryliving (sometimesup to 10 students
per large room), which will be cheape But this may be at the expenseof individual comfort since
somemay not be accustaned to havingtoo many studerts aroundwhile they are studying. All these
factors would haveto be consderedby the studentn decidinghis/heraccommodatio option

For other option, studens could generdly rent a Housing & Development Board (HDB)
accomnodation betweenS$6007 S$800 on twin sharing per room dependng on locality, size,
transportconveni@ce and proximity to food centres and other amenities For private apartmentsand
condominiums,this coud rise to S$1,000 and above with meals and laundry services charged
separggly.

Most accommodations let out to studentson 3-month; 6 month and 12 mo n t lease@dgreement
More often, the landlord will demandan advance payment or depositto coverfor 3 months or more.
There are alsosomelandlordswho arewilling to let out rooms for rentat monthly advancepayment
Online Database of Accommaodation

Ascend Education Centresprovideda link from our websiteto the Strait TimesPropety Secton for
our Studentssothey canaccesghe latestupdateddatbaseof accommodatiomvailablein Singapaoe:

http://www .ascend .edu .sg/ab out-singapore.h tml# acc

50

t

o



10.4. Centre Facilities

Student Room

Free WiFi

The student room gives you access to 16 PCs & our Library.
opening hours are from 9am to 9pm Monday hursday and
Friday from 9am to 5pm. The student room is also open
Saturdays from 9:30am to 5:00pWe have a welktocked
library of graded readers and classics in English Literature.
have magazines such as Natio@aographiand Time, gradec
readersand general books from fiction to history.

You can find the password for the Ascend network postet
our notice board in the corridor.

Please be careful when using the paper cups supplied fc
water dispenser. Also please be extra careful wimring
the hot water!

In the unlikely event that you have aocident athe Centre
we havea First Aid Box on the % Floor, near the Receptio
Desk. Jane, our fulime teahcing stafis trained inFirst-Aid.

Important announcements are postedodiie School Notice
Boards in the corridors and in classroomsicluding Test
Timetables.
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10.5. Student Support

Academic Counselling

Students are encouraged to communicate directly with their teachers be
after their class about academic matters. If they do not wish to commi
directly with their teacher students also have ¢ption of communicatin
directly with our Academic manager in person or by en
vini.mukherjeg@ascend.edsg Vini is available to meet students 11:€
11:15am or 3:36:45pm MondayFriday. Please let our customer service st
reception know that you would like to talk to Vini.

Student Counselling

The second type of counseling service we provide is emotional suppc
students to help them with n@tademic issues, fexample, coping with the
mental stress relating to a new environment. Fortipe of counseling we
encourage that the sessions are strictly held in confidence and a
appointmentonly with our student counselldar SebastianPlease aslour
customer ervice staffat the front desk for more information or send an en
to student.counselor@ascend.edu.sg

- Ascend Student Council

Students with a strong desire to support others should consider joil
dynamic represedative in our Student Council, which works to ensu
studentsd voices are heard and
responsibility.Representatives are asked to join from each class and the
meetsregularly,

52



