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We look forward to working with you and to warmly 

welcoming your clients to our school. We want to help 

them to improve their English. We want to give them 

confidence to speak English, and to open their mind 

and heart, by communicating with people from all over 

the world. 

At our school we have students of many nationalities 

and ages, and we are like a family. We care about our 

students, and we try to look after them very well. Our 

school has a heart – a warm feeling created by all the 

staff and students. 

All our staff will help and support them.  

New Zealand is a relatively safe country  

and Rotorua is a small city.  

Chris Leckie 

Director/Principal 

 

 

 

Hello from RELA!  
 

This Handbook has been developed to assist you with marketing our school, help with the enrolment 
process and to answer questions that you or your client may have about the school. By following the 
alphabetical list on Page 27, you should be able to find answers to most of your questions. We’ve tried 
to cover all the topics we think you might have questions about but if you can think of something else, 
please email us (english@rela.co.nz) so we can help you. Also let us know if there is any information 
you think we have missed out and we’ll include it in future updates. 

We suggest you look at the following links which are likely to answer a lot of your questions: 

• Frequently Asked Questions on our website.  

• RELA Student Handbook on our website. 

• All our most up-to-date Marketing Material can be found in our RELA Marketing Resources.  

Message from Our Director 
  

mailto:english@rela.co.nz
https://rela.co.nz/frequently-asked-questions/
https://rela.co.nz/wp-content/uploads/2025/09/Student-Handbook-2025.pdf
https://rela.co.nz/wp-content/uploads/2025/09/Student-Handbook-2025.pdf
https://drive.google.com/drive/folders/1w41cY3S-XnPtvtLvQHLzF8wf7RC5PBOp?usp=drive_link
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Why Choose RELA? 

1. Student-focused school meeting the needs of each learner - Something that sets us apart from 
a lot of schools is that we are very focused on each individual student’s needs. We design our 
classes to suit our individual student’s needs. We regularly ask for feedback from our students 
and pride ourselves on acting quickly on any suggestions made. Because we are a relatively 
small school it is very easy for us to make decisions quickly and for students to find the right 
person to talk to to get action fast. We offer individual care, counselling and guidance to all 
our students. Our senior management team (those who can make the changes and decisions 
quickly) are easily approachable and always available to our students.  
 

2. Quality - Quality is of utmost importance to RELA. We are a Category One school and a 
member of English New Zealand. We offer a strong academic programme with General English 
classes from Beginner to Advanced level. We also have a strong examination focus offering 
preparation for IELTS, Cambridge First and Advanced. We believe that each student is an 
individual and strive to cater to each student’s unique learning needs and goals. 
 

3. Our location - Rotorua is the most amazing place to come and study. It has all the advantages 
of a small city but with big city facilities. The lack of traffic and abundance of nature make it a 
stress-free environment in which to live and study.  It is often easier for students to get out 
and meet locals in a smaller town. Students can’t congregate together in large groups of one 
nationality or ethnic mix. However, if students feel the need for some big-city night life it is 
very easy for them to travel to Auckland for the weekend.  Because of our central location 
students can easily and quickly access some of New Zealand’s best surf beaches, most 
beautiful forests and lakes and the North Island’s best ski fields. You can find out more 
information about the city at www.rotoruanz.com 
 

4. Activities - As well as our Academic programme, we have an extensive activities programme 
which attracts people from all over the world, to learn English in an exciting and stimulating 
environment. All full-time students have access to a FREE activity on Friday afternoons. These 
activities include things like farm shows, Maori concerts, the luge, ZORB, horse-riding, Velocity 
Valley (formerly Agroventures), mountain biking and many, many more of the wonderful 
activities the city has to offer! 
 

Small Classes - We have a maximum of 16 students in a class. A special feature of our school is that 
we take students of all ages, and it is quite normal for us to have students aged from 15-60+ in the 
school.

http://www.rotoruanz.com/
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Our Expectations of Our Agents 

We expect the following from our agents. 

1. The Agent will assist the student to complete the enrolment and visa procedures. 
 

2. The Agent will find out from the student what type of accommodation is to be arranged by 
RELA.  If Homestay accommodation is selected, the Agent ensures the student answers the 
questions on the Homestay Section of on Enrolment Form (Appendix C). The Agent needs to 
ensure that the student has realistic expectations about homestay life. Homestay is relatively 
cheap accommodation, and students should not treat a homestay like a hotel. 
 

3. The Agent will explain to the students the New Zealand Government requirement of having 
medical and travel insurance and assist the students in completing insurance cover. 
 

4. The Agent will assist the student to settle in Rotorua and at the Academy by explaining to the 
student cultural and lifestyle differences to minimise any culture shock. 
 

5. During and after the course, the Agent will inform RELA of any concerns or comments 
expressed by the student or his/her family which will assist the school to respond to the needs 
of its students. 
 

6. The Agent will pass on the school reports of teenage students to their parents. 
 

7. In the event of problems occurring because of the behaviour or actions of the student, the 
Agent, if required, will assist RELA to try to resolve the difficulties. 

 
8. The Agent will explain the Conditions of Enrolment (Appendix A) and the school’s Refund Policy 

(Appendix B) to the student. The school recommends that the Agent asks the student to sign 
the refund policy after it has been explained. It is the Agent’s responsibility to ensure students 
understand the situations where there are no fees refunds. 

 
9. The Agent will ensure that parents sign all forms for students under 18. This includes 

Enrolment Forms, Parental Permission Forms, Under 18 School Rules, Homestay Contract and 
Public Trust Forms. 

 
10. The Agent will fully explain RELA’s Fees Protection Policy. The Academy protects student fees 

by depositing them in the Trust Account managed by the Public Trust. This is a New Zealand 
Government guaranteed Student Fee Trust Account, with progressive withdrawal of fees by 
the school during the student’s course. On arrival in New Zealand, the student is asked to sign 
an acknowledgement of the operation of his or her Student Fee Trust Account. If a student is 
aged under 18, the parents will need to sign a Public Trust form after the fees have been paid. 
It is the Agent’s responsibility to fully explain this, and to obtain the parent’s signature for the 
school. 
 

 

 

Above all we expect our agents to act within New Zealand law and be loyal to our 
school. 
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The Code of Practice  
RELA is a signatory to the Code of Practice for the Pastoral Care of Tertiary and International 

Students (2021) 

 

Who is the Code for?  
 
The Code covers all domestic and international tertiary learners at universities, Te Pūkenga, private 
training establishments, and wānanga. The Code covers students who are studying online, offshore 
and/or in workplace-based settings. 
 
The Code also covers international school learners studying in New Zealand. The Code came into 
effect on 1 January 2022.  

What is the Code?  

The Code for learner wellbeing and safety sets out the roles and responsibilities of tertiary education 
organisations (TEOs) in promoting and supporting your wellbeing, development and educational 
achievement. 

Under the Code, your TEO should be helping you to be: 

• safe, physically, and mentally 

• respected and accepted for who you are 

• supported in your learning and wellbeing 

• connected with your social and cultural networks and 

• able to have your say in decisions about services. 

The Code has twelve outcomes. 

Outcomes 1 and 2 focus on education providers taking a whole of organisation approach to learner 
wellbeing and safety, and that learner voice is embedded into the organisation. 
 
Outcomes 3 and 4 focus on wellbeing and safety practices for all tertiary providers and relate to 
physical and digital learning environments. 
 
Outcomes 5 – 7 focus on student accommodation to ensure that it is safe and creating inclusive 
communities.  
 
Outcomes 8 – 12 have the same requirements to the previous international Code for tertiary 
learners, and ensures international learners have access to the right information and support before 
and during their study. 
 

 

 

https://www.nzqa.govt.nz/providers-partners/tertiary-and-international-learners-code/know-the-code/international-school-learners/
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How can I get a copy of the Code?  

Agents and Students are encouraged to read the Code, which is available on the NZQA website in 

several languages https://www2.nzqa.govt.nz/international/study-nz-quals/code-international-

students/   

If you have further questions about the Code, you can email code.enquiries@nzqa.govt.nz  

 

What if something goes wrong and you have a complaint about a provider breaching the Code, 

money or contracts?  

If you have concerns about how your education provider or an agent is treating you, you should first 

contact your provider and follow their grievance procedure.  

 

Education providers must have an internal grievance procedure to listen to and deal with any 

concerns or complaints to ensure a fair result. They will have designated a person who you can talk 

to and who will advise you on how to address your concerns or complaints. This may be the principal 

or the international student director.  

 

If the provider’s grievance process does not address your concerns or complaints, you can contact:  

 

Study Complaints| Ngā amuamu tauira, the combined student contract dispute resolution scheme 

is an independent service provided by the New Zealand government that can help you resolve 

disputes with an education provider. The service is free.  

https://www.studycomplaints.org.nz/ 

 

You can contact Study Complaints in a few ways:  

Website   www.studycomplaints.org.nz 

 Email    help@studycomplaints.org.nz 

 Phone   0800 00 66 75  

 

  

https://www2.nzqa.govt.nz/international/study-nz-quals/code-international-students/
https://www2.nzqa.govt.nz/international/study-nz-quals/code-international-students/
mailto:code.enquiries@nzqa.govt.nz
http://www.studycomplaints.org.nz/
mailto:help@studycomplaints.org.nz
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Entry Requirements for Students 
 

• RELA will accept students over 15 years at all times of the year, providing that they meet our 
enrolment conditions and are serious students who will behave well in our regular classes, 
learning with adults. There are some exceptions, such as the Activities programme or for 
High School Preparation, where students of 14+ may be admitted at the school’s discretion. 

• Before a student aged under 18 can be accepted, we will need the following signed 
documents 

o RELA Under 18 enrolment form 
o If not in a RELA homestay, a Designated Caregiver Indemnity Form, signed by a 

parent (this is required for all students under 18) 
o A signed Emergency Situations form (this is required for all students under 18) and 

signed copy of the RELA Rules for Under 18s. 

• RELA offers courses at multiple levels. Enrolment at RELA is subject to the school having a class 
at the appropriate level for the student. 
 

When can my client start at the school? 

We welcome students for General English on any Monday. Some 
Exam Preparation classes, and our English with Activities 
programme have set start dates. Students preparing for High 
School will also typically start at specific times of the year. Please 
contact us for more information about these. 
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How to Enrol a Student 
To help make the enrolment process faster and more efficient, we need the following from you at the 
time of enrolment: 

For Students aged Over 18 

1. A completed enrolment form including the Accommodation Details section You can enrol 
your students either using our online enrolment form which you can find at 
http://rela.co.nz/enrolment/enrolment-form/ or our paper enrolment form (Appendix C). 

2. Insurance – All international students studying with us MUST have medical and travel 
insurance to cover them for the period they are at the school. We can arrange this at the 
school for your client through UNI-CARE (www.uni-care.org) – students can request this on 
the enrolment form. If a student chooses to organise their own insurance, this is fine BUT we 
must sight an English copy of this before their first day. Please ensure a copy is sent to us and 
that the insurance meets the following requirements: 

a. the insurer/re-insurer is a reputable and established company with substantial 
experience in the Travel Insurance business and has a credit rating no lower than A 
from Standard & Poors, or B+ from A M Best.  

b. the Insurer provides emergency 24–hour, 7 days per week cover.  
c. students have a “certificate of currency” and policy wording from the Insurance 

Company stating that the student has purchased the cover for the duration of the 
planned period of study.  The certificate and policy wording must also detail medical 
sums insured, repatriation benefits etc.  

3. Air ticket – as soon as this is available, please send this. It will help us to make sure we have 
the right arrival time and to make sure the shuttle is at the airport to meet your client. 

For Students Aged Under 18 

The process is similar, but we need a couple of extra documents which are highlighted below. It is a 

requirement under the Code of Practice for the Pastoral Care of Tertiary and International Students 

(2021) that we have all of these on record so please make sure we have them all. 

1. A completed enrolment form including the Accommodation Details section You can enrol 
your students either using our online enrolment form which you can find at 
http://rela.co.nz/enrolment/enrolment-form/ but we MUST also have our paper enrolment 
form (Appendix C) signed by a parent. This must be signed by a parent and not the agent. 

2. Under 18 Emergency Situations Form (Appendix D) with the parents’ email address on it.  
3. A signed copy of the Rules for Under 18s (Appendix M) 
4. Insurance – All international students studying with us MUST have medical and travel 

insurance to cover them for the period they are at the school. We can arrange this at the 
school for your client through UNI-CARE (www.uni-care.org) – students can request this on 
the enrolment form. If a student chooses to organise their own insurance, this is fine BUT we 
must sight a copy of this before their first day. Please ensure a copy is sent to us and that the 
insurance meets the following requirements: 

a. the insurer/re-insurer is a reputable and established company with substantial 
experience in the Travel Insurance business and has a credit rating no lower than A 
from Standard & Poors, or B+ from A M Best.  

b. the Insurer provides emergency 24–hour, 7 days per week cover.  
c. students have a “certificate of currency” and policy wording from the Insurance 

Company stating that the student has purchased the cover for the duration of the 
planned period of study.  The certificate and policy wording must also detail medical 
sums insured, repatriation benefits etc.  

http://rela.co.nz/enrolment/enrolment-form/
http://www.uni-care.org/
http://rela.co.nz/enrolment/enrolment-form/
http://www.uni-care.org/
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5. Air ticket – as soon as this is available, please send this. It will help us to make sure we have 
the right arrival time and to make sure the shuttle (if required) is at the airport to meet your 
client. 

 

The Enrolment Process 

 
 

 

Making Contact with the parents 
It is a requirement of the Code of Practice for the Pastoral Care of Tertiary and International 

Students (2021), that we make contact with the parents of all students aged under 18. We must do 

this, so please make your client’s parents aware that they will receive an email from us. The content 

of this email can be found in Appendix E.  We get the email addresses from either the Enrolment 

Form or the completed Emergency Situations Form.  

We also ask that you help us to send reports to the parents of students aged under 18. More 
information about these can be found in the following section – Reporting and Testing. 

After you have completed the enrolment process, we will send you a gross and nett invoice for your 
client’s fees. We will also send you an offer of place. The invoice will have our bank account details on 
it for making payment. All fees must be paid into our Public Trust account.  

We need from you: Why we need it and what we do with it 
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After we have received the fees in our account, we will send you a gross and nett receipt along with 
an updated offer of place. We suggest that your student carries this updated offer with them in case 
they need it at Immigration at Auckland airport.  

Public Trust 
The New Zealand Government rules for fees protection are getting stricter all the time. 

All RELA students must pay their fees into Public Trust, even for a very short course.  The money must 
go directly to the Public Trust account, not to the RELA account. 

When paying, please ensure that all the information about our bank account on the Invoice is 
included.  Most importantly the *PTE Ref 6531415TR01 and the student’s surname must be included. 

When you have made your payment, please email or fax the bank receipt which shows you have paid 
the money. 

 

Placement test 
After the fees have been paid, we will also send you a link to an Online Placement test. Please forward 
this link to your client as soon as possible and ask them to complete the test as soon as possible.  

At RELA we use the Oxford online placement test to test our students’ English before they arrive at 
RELA, whenever possible. This helps us to put students in the right class for their level, and to make 
sure everything is ready for them before they arrive, so that they can start their studies quickly and 
easily.  

The test is easy to follow. It has two parts: use of English and listening. Most questions are multi-choice 
– just click on the right answer, then click on ‘next’. For a few questions students may need to type 
short answers. During the listening test they can listen 2 times to each recording.  

What do students need? 

• A computer with a good internet connection 

• Headphones or speakers to listen to the audio 

• 50-80 minutes of peace and quiet when nobody will disturb them (they cannot complete the 
test in fewer than 50 minutes and they have a maximum of 80 minutes) 
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Airport Pick up 

Your client can choose to be picked up from Auckland Airport by one of our representatives. We can 
also return them to the airport at the end of their stay. The cost for this is $402 (2025) per person each 
way*. The driver will be waiting to collect your client after they clear customs and enter the Arrivals 
Hall. Instructions of where our driver will be waiting can be found in Appendix F 

Our driver will have our RELA logo on their phone (Appendix G). If for some reason, your client cannot 
find the driver, please tell them not to panic but to wait inside the Arrivals Hall and call us.  

If they, or you, need to call us, please use our school number +64 7 349 0473. This number is 24/7 and 
will be answered by one of our administration staff. 

Your client will be driven to their homestay or to RELA depending on the time of arrival. 

On the return trip, the driver will drive your client to Auckland International Airport.  

This service is 24 hours, so it does not matter what time your client’s flight arrives or departs ☺ 

*NB There is an extra charge for Unaccompanied Minors on the return trip. Please ask us for 
information on prices for UMs.  

 

 

 

 

 

 

https://www.google.co.nz/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiS79W57IHSAhULpZQKHc8nCTEQjRwIBw&url=http://www.stuff.co.nz/business/86033966/Sky-high-petrol-prices-greet-Auckland-Airport-drivers&bvm=bv.146496531,d.dGo&psig=AFQjCNESxhHY_ZGu95hX8tXsTg7VjlB4SQ&ust=1486689582658834
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Your Student’s First Morning At RELA 

On your student’s first morning at RELA, they should come to the school office before 8.30am. They 
will be met by one of our staff members and they will show them to the student room where they can 
meet some of the other new students and have a cup of tea or coffee. 

At 8.30am, they will meet Darina, our School Manager, and our Director of Studies. They will look after 
your student for the morning and take them through an orientation programme. This will include an 
introduction to our school and to Rotorua. This is also an excellent time for your client to get to know 
the other new students who are starting. 

We hope your client will have already taken our online placement test. If they have not, they will be 
given the placement test during the morning. All the students will take part in a short, informal 
interview. The placement test has no pass or fail. It is to help us make sure we put your student in the 
correct class.  

The Director of Studies is responsible for class placement. They will tell your client which class they 
will be placed in. They will also explain about our testing procedure and the different classes they can 
study in. 

Please ask your clients to bring the following with them on their first day.  

1. Passport 
2. Copy of their insurance – if they don’t have RELA insurance 
3. A pen 

If your client is staying in a homestay, their homestay will give them some lunch on their first day. If 
not, it would be good to bring something for lunch or some money to buy something. Our school is 
located right in the city centre and there are several food outlets close by.  

Students will also receive a detailed orientation pack. This contains: 

• Details of RELA support services, including the Homestay Counsellor and counsellors who can 
talk to a student in his/her own language 

• Internal and external grievance procedures 
• Information on class levels 
• Attendance and attendance warning policies 
• The refunds policy 
• Detailed information about school facilities and procedures 
• Information about services and facilities available in Rotorua 
• Conditions of enrolment 
• Safety procedures 
• A stationery pack 
• Other information about RELA 

All of us will take very good care of your clients and make sure they soon feel at home.  
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Classes 
We have classes at multiple levels. We place students in a class by looking at their test result and 
speaking with them. We will ask them for their opinion about their English skills and what their needs 
are. We will tell you at which level we believe your English is. The table below shows the twelve levels 
of English that we assess at RELA. 

 

How fast will your student learn? 
Every six weeks, we test all our students to evaluate their progress. They will learn faster if they:  

• study full-time 

• stay in a homestay with a New Zealand family 

• do 1 hour of homework and learn at least 10 new words every day 

• speak English as often as possible out of the classroom. Read for pleasure - use our free library 
of graded readers, many with audio 

• come to self-study for advice on study skills and practice materials 
 

A student’s progress will sometimes be fast and sometimes a little slower. Don’t worry. This is natural, 
and sometimes students don’t realise how much their English is improving all the time. 
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Class times 

 
 

Friday Afternoons 

On Friday afternoons, there are no formal lessons. Students can choose from one of the following: 

1. Activities: 

  The school has a fantastic, varied activities programme on Friday 
afternoons. An activities guide takes the students on a visit to an 
interesting place or action-packed activity, and they get the 
opportunity to socialise and talk in English while having fun. 

These activities are excellent ways to see all the wonderful things 
that Rotorua has to offer and a great way to meet and get to know 
fellow students and teachers better.  

 
All students are welcome to join these Friday activities. However, students enrolled for a part-time 
course must pay for the activity. 

2. Self-Study (Unguided): 

Self-study is an excellent way to further improve your English. 
Students can practise listening, use interactive computer 
lessons and language games, read books and listen to the book 
at the same time, borrow books from the library, study specific 
grammar or vocabulary points, improve their pronunciation 
with online and recorded materials, take practice tests, or just 
talk to the teacher about any concerns they may have.  

Self-Study runs on Tuesday and Thursday afternoons. It is open from 3.15 — 4.45pm.  

3. Free Time: 

Students over 18 can go into town or do their own activities.  

 

  Monday Tuesday Wednesday Thursday Friday 

8.30~10.00 *First lesson First lesson First lesson First lesson First lesson 

10.00~10.30 Break time Break time Break time Break time Break time 

10.30~12.00 Second lesson Second lesson Second lesson Second lesson Second lesson** 

12.00~1.00 Lunch Lunch Lunch Lunch Lunch 

1.00 ~ 3.00 Afternoon class Afternoon class Afternoon class Afternoon class 
Activity, free time or  

unguided self-study 

3.15 ~4.45 

*** 
 Self-study   Self-study   

All students on the activity programme must attend the Friday afternoon activities or stay on 

the school campus until 3.00pm doing self-study or other activities. If they do not want to join 

in the activity, they can just watch the activity. 
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More Information About Our Classes 

 
Morning Classes 

Work is in weekly units, and the teachers usually stay with a class for at least 3 months. This means 
they can get to know your client and their English and work with them on their progress.  

 

 

 

 

 

Every morning students will have a lot of speaking and listening, and some reading, writing and 
grammar. They will learn new vocabulary and useful everyday English. 

Afternoon Classes 

Students will have a new teacher and classroom in the afternoons. Students can choose either: 

1. An integrated skills class at their level where they will develop their communicative skills and 
fluency and their understanding and use of natural, everyday English. At higher levels, post-
intermediate level, they can expect greater input on your reading and writing skills. 

 

2. An examination class. We offer exam preparation in IELTS and the Cambridge Main Suite 
exams (B2 First or C1 Advanced). Students need to have obtained a minimum level of General 
English before being able to join these classes. These classes are subject to numbers as well, 
so may not run all year round. Please contact us before enrolling a student on an exam 
programme. 
 

3. High School Preparation 
 

4. English with Activities – set dates apply. Please see https://rela.co.nz/courses/english-with-
activities/ for more information.   

  

General 
English 

Mornings

Integrated 
Skills

Exam 
Preparation

IELTS

Cambridge 
B2 First and 

C1 
Advanced

High School 
Preparation

Activities

RELA’s curriculum is based upon the CEFR (Common European Framework of Reference for 
Languages). All the course books we use are aligned to the CEFR and our testing system, from 
placement tests, through progress tests, to exit tests, is too. In the mornings we offer general English 
training at every level from A1-C2 (beginner to advanced), depending on the current levels of students.  

 

Some of these classes are subject to demand and some have set dates. Please contact us for 
more information about these.  

 

https://rela.co.nz/courses/english-with-activities/
https://rela.co.nz/courses/english-with-activities/
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2026 

2026 February 9 – 13, Mar 23-27, May 04 – 08, June 15- 19, July 27-31, 

September 07-11, October 19-23, November 30-December 04 

Please note: RELA reserves the right to make changes to this schedule in consultation with the staff and 

students. 

 

Testing, Evaluating and Reporting: 
 

All our students are tested before coming to RELA using an online placement test. More information 
can be found about this on Page 9. 

Based on the results of this test and the informal interview they have on day one, we place students 
in class and encourage them to try out the class till Thursday, when they have their first week 
interview. In this interview your client will have the opportunity to tell us if the class is too easy or too 
difficult. If their classroom teachers agree with their assessment, we will then move them the 
following week. The students also have a chance to talk to us about their homestay at this interview.  

Every 6 weeks the whole school is tested in use of English and all the 4 main skills.  

 

 

 

 

 

 

 

The objectives of 6-weekly testing are to monitor progress, to decide if students are ready for the next 
level, and to give our students formative feedback on how well they have acquired the language they 
have been studying, and which aspects needs further support/review.  

Reports 

All our clients will receive a report or a certificate at the end of their stay with us. Depending on their 
length of stay at the school, your client may also receive a 6-weekly progress report.  

6-weekly Progress reports 

These are formative reports which should reflect what students have been learning and give specific 
feedback on those aspects of their learning which are going well and those which need further work.  

Leaving reports 

These are summative reports which should give the student accurate information about the level of 
the student’s English at the time of graduation from RELA. It will also include their attendance, start 
level, and if they are here for 6 or more weeks, their leaving level. 

Leaving certificates 

Students enrolled for 1 - 3 weeks are tested prior to/on arrival and their assessed level is included in 
a certificate which also includes the dates and number of hours of their course of study.  

If your client is Under 18, we will send you a copy of the progress reports and leaving reports. Please 
can you forward these on to the client’s parents and help them to understand it if need be. 
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Textbooks 
 

RELA’s policy is to have an excellent supply of modern textbooks and resources for teachers and 
students to use. We do not photocopy textbooks, and we do not collect the books at the end of each 
lesson. So that all students can have good books, the following rules apply: 
 

• Teachers cannot photocopy books for students. This is against copyright (illegal). 

• Students are asked not to write in textbooks, not even in pencil. 

• Students are invoiced $120 (2025-6) for materials, resources and textbooks at enrolment.  

• Students are asked to return the textbook at the end of their stay with us.  
    
  

Sample textbook: 

 

 

 

 

 

 

 

 

Bank Accounts 
 

We recommend that students who are here for 3 or more months open a bank account. We can help 
them do this. They just need to ask one of our friendly office staff.   
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What happens if my client has a 

problem? 
All our students are given our Complaints Procedure when they arrive (Appendix H) 

We encourage our students to try and work through their problems on their own with us. This 
encourages them to develop independence – one of our main aims for all our students.  

However, some students will not do this, and they will report to you instead. If they do, please contact 
us as soon as you can, so we can help them work things out. If you leave it too long, problems can 
become harder to solve.  

Contacting us out of hours 

RELA has a 24/7 emergency phone service to help any student, homestay or agent who has an urgent 
problem. The school phone number 0064 7 349 0473 will always be answered by one of our team. 
Please remember the time difference if you need to use this number and please only use it for 
emergencies.  

Our preferred method of communication is email english@rela.co.nz  - this account is regularly 
checked even at the weekends and after hours. We pride ourselves on our prompt service, 
endeavouring to reply to all emails within one business day.  

In their orientation, students are given an ID card with the 24-hour number on it and told that they 
can call us anytime if they have a big problem or are feeling unsafe/worried about something. It would 
be great if you could also explain this to them 

 

Special Rules for Under 18s 

We recognise that students aged under 18 need special care and attention when they are with us. For 
these reasons we have several processes in place for younger students 

1. We contact all parents – see page 8 for more information 
2. We have developed a set of rules which are sent to all students under 18s. These rules need 

to be given to the parents and the children please. They need to be read and understood, and 
a signed copy needs to be returned to the RELA office before enrolment. A copy of these rules 
can be found at Appendix M. These should be read in conjunction with our general School 
Rules (Appendix L) 

 

 

 

mailto:english@rela.co.nz
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School Buildings and Facilities 

Students Enjoying City 
Focus 

Our Building Entrance Sign Reception 

Classroom Student Room First week Interview Classroom 

Student Relaxation Area Our View Class Student Relaxation Area 

Student Relaxation Area Reception Table tennis 
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Who can help your Students at RELA? 
 

  
Absence from School - Darina 

Activities – Paula 

Airport Transport – Darina or Chris 

Bank Accounts – Paula or Kana 

Class Changes – Chris C 

Facility Management - Kana 

Course Extensions – Darina or Paula  

Enrolments – Darina or Paula 

First Aid – Kana or anyone in the office 

Holidays - Darina  

Homestay – Chris and Paula 

IELTS Applications – Darina and Chris C 

Insurance Claims – Paula 

Living Expenses –Chris or Darina 

Money – Chris or Kohei 

Ordering Insurance - Paula 

Personal Problems – Chris, Paula, 

Darina or Chris C or any other staff 

member you trust 

Test results and grammar questions - 

Your class teacher or Chris C 

Textbooks – Chris C 

University Study - Darina or Chris C 

Visa Applications – Darina 

Wi-Fi – Paula, Kana 

 

NauMaiNZ  
 

Naumai is a Maori word and means invitation and welcome. The website 

https://naumainz.studyinnewzealand.govt.nz/ has been developed by Education 

NZ and is a really useful place to look for information on life as an international 

student in New Zealand. The website has a lot of information to help you before 

you arrive in the country and to help once you are studying and living here. You 

will find help about our New Zealand culture and lifestyle, working, laws, driving in 

New Zealand and healthcare.  

The New Zealand Now website also has a lot of useful up-to-date information 

https://www.newzealandnow.govt.nz/move-to-nz/getting-help-support 

https://naumainz.studyinnewzealand.govt.nz/
https://www.newzealandnow.govt.nz/move-to-nz/getting-help-support
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Meet Our Staff 

 
 
 

 

 

 

 

 

 

 

 

    

Chris Leckie 

Director 

Aya Kosuge 

Director 

Darina Phelan 

School Manager 

Chris Chaplin 

Director of Studies 

    

  

 

 

 

     

Paula Diaz 

Student 

Support/Activities 

Kana Miyamoto 

Student, Office 

Support 

Kohei Hasegawa 

Finance/Student 

Support 

Jan Lambert 

Teacher 

    

  

 

 

 

     

Barrie Sargeant 

Teacher 

Elizabeth (Liz) Fehr 

Teacher 

Derek North  

Teacher 

Kay Ackerman 

Teacher 
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Accommodation:  

Most students choose to stay in homestays initially. This is definitely the best way to improve your 
English and get to know about life in New Zealand.  

We have 50+ families to choose from ranging from older people on their own to young families or 
middle-aged couples. The families are carefully chosen and homes are personally visited by one of 
our staff and all people over 18 living in the home are police vetted. 

If your client would like a homestay, they need to fill in the Accommodation Section of the 
Enrolment form (Appendix c) We do our best to meet all requirements given on this form, but 
cannot guarantee to do so, especially for late applications and in busy times. 

Students are provided with breakfast and dinner every day and all meals on Saturdays and Sundays. 
They provide their own lunch from Monday to Friday.  

Unlike in bigger cities, our students will not spend a lot of time commuting to and from their 
homestay. Most homes are within a 15-minute car ride of the school and a 10-20-minute bus 
journey.  

No more than two students are usually placed in any one homestay. Students are not usually placed 
with another from the same country, unless they request this. Each student is given his or her own 
room (unless they are part of a tour group). 

Homestay fees are $320 per week (18+) or $350 per week (under 18 years) in 2025/2026 including 
ongoing supervision and liaison. There is also a homestay arrangement fee of $250 upon booking. 

Please note: Students aged under 18 years must live with either families approved by their parents 
or caregivers, or in a RELA homestay. 

 

Evaluating Homestays 
 

At the end of a student’s first week, they will have a chance to talk to us about their Homestay. We 
will ask them if they are happy with the family, if they are warm enough and if they have enough food 
to eat. They’ll also have a chance to tell us if anything is worrying them in the Homestay. Every six 
weeks, they will also be asked to evaluate their Homestay during our 6-weekly progress tests. As well 
as this, the office staff are available every day for them to talk to about anything that is concerning 
them. 
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Homestay Notes and managing your 

clients’ expectations: 

Coming to a new country with a culture that may be very different from the only one they’ve ever 
known can be daunting for a student. Therefore, we would appreciate it if you could help to manage 
your student’s expectations of their homestay experience. 

The experiences a student has in the homestay, even the not so positive ones, should all be seen as 
personal development. By learning to cope in a new and unusual environment they will be pushing 
themselves outside their comfort zone and growing as a person.  

All students are sent a copy of our homestay notes when they are sent their homestay placement 
profile. A copy of these can be found in Appendix I.  

Please make sure the student receives this and reads it. They will also be sent a copy of our 
Homestay contract (Appendix J). This needs to be signed and returned to the school before arrival.   
and these can also be found in their homestay.  

Students need to understand that homestays are not hotels and for the price they pay per week 
including food, students need to understand that this is not expensive accommodation. Every home 
will be different, and they need to find a way to look for the positives in all situations. Students also 
need to remember that their homestay mother/father is not their personal cleaner, and they need 
to learn to clean up after themselves and help around the house.  
 
Naturally the food will also be different, and students need to be ready to embrace these new 
experiences! 
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Materials and Links to help you market 

RELA. 
 

Please have a look at the following links that will help you explain our school and our region to your 
clients 

 

Our school: 

➢ Our website has everything you could ever need to know about the school on it ☺ – 
www.rela.co.nz 

 

➢ The following Google Drive link also has our brochure and current fees, as well as some photos 
and videos. 

https://drive.google.com/drive/folders/1w41cY3S-XnPtvtLvQHLzF8wf7RC5PBOp?usp=sharing 

 

Our region: 

➢ The Tourism Rotorua Website has a lot of information about out city and region and what is 
happening around town - http://www.rotoruanz.com/ 

 

Videos of our region: 

Our region: 

o https://youtu.be/Ws57BpfJiXY 
o https://youtu.be/YD6R3P6nvbM 
o https://youtu.be/6ydo8Oz_VVc 
o https://youtu.be/eGPFQ8Ehw0Q  

 

 

 

  

http://www.rela.co.nz/
https://drive.google.com/drive/folders/1w41cY3S-XnPtvtLvQHLzF8wf7RC5PBOp?usp=sharing
http://www.rotoruanz.com/
https://youtu.be/Ws57BpfJiXY
https://youtu.be/YD6R3P6nvbM
https://youtu.be/6ydo8Oz_VVc
https://youtu.be/eGPFQ8Ehw0Q
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Appendix A: Conditions of Enrolment 

1. Enrolments 
1.1 Enrolment is subject to the following conditions and becomes a legal contract on acceptance of a 
student by Rotorua English Language Academy (RELA). 
1.2 Enrolment is confirmed when RELA receives full payment of fees. 
1.3 RELA reserves the right to modify its course arrangements and to alter its specifications and fees 
without prior notice. 
1.4 The minimum enrolment is 2 weeks for tuition and 1 week for homestay 
1.5 Enrolment at RELA is subject to the school having a class at the appropriate level for the student.  

RELA reserves the right to cancel courses and services which do not meet the minimum student 
number.  
 

 
2. Fees 

2.1 All fees must be received by RELA 14 days before the course commences. 
2.2 Non-payment or not having proof of payment may result in withholding of services by RELA. 
2.3 In the event of absence or early departure from the course, no refund is possible, unless the 
conditions of RELA’s refund policy are met. 
2.4 Students pay for their own textbooks.  
2.5 Exam fees for IELTS, TOEIC and Cambridge examinations are an extra cost. 
2.6 All tuition fees include the New Zealand Government Goods and Services Tax (GST) - 15%. Any 
changes to this tax would affect the quoted fees. 
2.7 The usual weekly tuition rates apply for weeks where the dates fall on Public Holidays 

 
3. Homestay Accommodation 

3.1 Homestay accommodation includes morning and evening meals from Monday to Friday and all 
meals on weekends and Public Holidays. 
3.2 Any requests for cancellations or changes to homestay accommodation must be made to RELA at 
least 7 days before the cancellation or change. Failure to allow this amount of time may mean an 
extra payment of 7 days accommodation fee. 
3.3 Homestay fees are paid to RELA at the time of enrolment. 
3.4. A fee of NZ$30.00 per week is payable to the homestay family to reserve accommodation during 
a period of absence. 
3.5 In arranging homestays RELA acts only as an agent. The student is responsible for providing 
insurance to cover accident, illness or damage to property which may happen during the student's 
stay with the host family. 

4. School Rules – see the document “School Rules” for a full list of rules.  
4.1 The rules of RELA are to help the Academy run smoothly and students must keep to these rules as 
a contractual condition of enrolment. 
4.2 Should a student not comply with the Academy rules and the laws of New Zealand; the school also 
reserves the right to expel the student. A student can be expelled because of unacceptable conduct; 
an unsatisfactory attitude towards work or poor attendance. Any expelled student may forfeit all 
tuition fees. 
4.3 Immigration New Zealand will be informed if a student on a student visa is expelled. 

5. Entry Requirements and Assessment of Prospective International Students 
5.1 RELA offers courses at multiple levels. Students may be asked to take a short test as part of the 
application process. After enrolment and payment of fees we will send an online placement test. If a 
student does not complete this test before arrival at the school, they will do it on their first morning. 
This test, along with a short interview on arrival at the school, will help us find the correct class for 
each student.  
5.2 RELA will accept students over 15 years at all times of the year, if they meet our enrolment 
conditions. 
5.3 It is important that younger students understand that they will likely be in classes with adults, and 
will be expected to behave accordingly, and show respect to other students and to staff.  
5.4 Students under the age of 18 may need to provide evidence of their school record to prove that 
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their academic standards and attitude to study are good enough to complete a RELA course. 
5.5 All students already studying in New Zealand may also need to provide a progress report before 
their enrolment is accepted.  
5.6 Students wishing to take examination courses must show that they can meet the demands of the 
course. They may be asked to take a pre-entry test. 

6. Liability and Insurance 
6.1 RELA shall not be liable if the services contracted for cannot be provided for reasons beyond its 
control. 
6.2 RELA reserves the right to change its courses if deemed necessary. 
6.3 RELA is not liable for any damage, loss or injury to students or property, however caused, except 
where this liability is imposed by New Zealand law. 
6.4 Students must have suitable Medical and Travel Insurance during their time in New Zealand. This 
insurance must be supplied by a reputable and established insurer with a credit rating no lower than 
‘A’ from Standard and Poors or B+ from AM Best. The insurer must be able to provide services 24 
hours a day, seven days a week. RELA can purchase for the student from Uni-care insurance suitable 
for New Zealand circumstances. 

7. Minors 
RELA recognises that students under 18 need special care and supervision after school.  

8. School Closing Dates 
RELA is open all year except for New Zealand Public Holidays and the weeks of Christmas and New 
Year. Please contact the school for the exact dates. 

9. School Hours 
Morning Classes:   8.30am – 12.00 noon - Monday to Friday  
Afternoon Classes:  1.00pm - 3.00pm - Monday to Thursday    
                                        1.00pm - 3.00pm – Friday - Students may join the school activity,  
                                        have free time or do self-study. 

10. Non-Disclosure 
Students must provide RELA with full information about health, behaviour and learning problems. Failure 
to do so may result on the termination of the student’s contract to study at RELA. 
11. Change of address 
Students must inform the school office if they change where they live. Students under 18 must inform the 
school if their parents’ address changes in their home country. 
12. By accepting the conditions of enrolment, the student agrees to the free use of their image and 
written references in RELA promotional material.  
13. Validity 
These conditions take effect from 21-08-23 and remain valid until revised by RELA. 
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Appendix B: Refund and Fee Protection 
 

Refund of tuition fees 
1. For courses up to and including four weeks and six days 

1.1. Where an international student withdraws within the first two days of the course RELA may keep up to 50 percent 
of the full amount of any payments made by the student to the school; and must refund the balance to the student. 

 

2. For courses of five weeks or more but less than three months 
2.1. Where an international student withdraws within the first five days of the course RELA may keep up to 25 percent 

of the full amount of any payments made by the student to the PTE for the course; and must refund the balance to 
the student 

 

3. For courses of three months or more 
3.1. International students 

3.1.1. For courses of 3 months or longer, students withdrawing within the first 10 working days of the course will be 
refunded in full less a deduction for costs incurred by the PTE, up to a maximum of 25% of the fee total 
paid. 
RELA will provide to you details of the cost components for the purpose of working out the maximum deductible 

percentage. In the event of a dispute over the cost component deducted, you can refer the matter to the 

International Education Appeal Authority 

3.2. Domestic students 
3.2.1. For courses of 3 months or longer, withdrawals made within the first 8 calendar days of the course will be 

refunded in full less a deduction of 10% or $500 payable to the PTE, whichever is the lower amount.   
 

4. Students who withdraw before the course commences will also be subject to the above criteria. That is, they will be 
entitled to a refund less any amounts allowed to be retained by RELA as noted above.  

 

5. If you are under 18, then we will discuss with you, your parents and agent the best way of refunding this money, so that 
all parties agree.  
 

6. In 1, 2 and 3 above, “withdrawal” means stopping a course totally. If you wish to leave early for personal reasons, or if you 
are absent, you will receive no refund. If there are compassionate reasons, the Directors may use their discretion. This is 
usually only if a close family member dies, or if you, or a close family member, are seriously ill. 
 

7. You may have extra holidays if the Directors agree.  We do not usually agree to holidays in the first three months of the 
course.  We do not refund fees, but the Directors may agree to extend the course by the number of days missed. 

 

8. We do not refund fees for New Zealand public holidays. 
 

9. We do not refund fees if you are asked to leave the school because of misbehaviour or poor attendance. 
 

10. If your student visa is declined, we will refund your fees, less a $200 administration fee. 
 

11. Fees cannot be transferred to any other institution or student. 
 

12. When a refund is made Immigration New Zealand will be informed that you are finishing early.  This may affect your visa. 
 

Refund of Homestay Fees 
1. If you move out of your Homestay before the end of your contract, the portion of your Homestay fees not already used will 

be returned to you. The Homestay Placement Fee of $250 cannot be refunded. 
2. To have your Homestay Fees returned, you must write to the Directors giving one week’s notice or pay one week’s fees 

in lieu of notice. 
3. If you cancel your Homestay contract before you move into the Homestay, your fees will be refunded in full, less the 

Homestay Placement Fee of $250. 

 

Fee Protection Policy 
a) Rotorua English Language Academy provides its students with protection against the loss of their fees in the event 

of insolvency, closure, voluntary withdrawal of a course by RELA or withdrawal of school accreditation. 
b) The Academy protects student fees by depositing them in the Trust Account managed by the Public Trust. This is a 

New Zealand Government guaranteed Student Fee Trust Account, with progressive withdrawal of fees by the 
school during the student’s course. On arrival in New Zealand, the student is asked to sign an acknowledgment of 
the operation of his or her Student Fee Trust Account. 

In the situations described in a) above, RELA will  

i. refund the amount in question to the student (or the student’s parent or legal guardian); or 
ii. if directed by the student or the Code administrator or the agency responsible for fee protection mechanisms, 

transfer the amount to another signatory as agreed with the student (or the student’s parent or legal guardian 
 

This refund policy may be changed by RELA at any time, for example, following changes in NZQA requirements. For the most up-to-date refund policy consult our website 

http://www.rela.co.nz/enrolinfo.htm#Refund 

http://www.rela.co.nz/enrolinfo.htm#Refund
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Appendix C: Enrolment Form 
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Code of Practice 
Rotorua English Language Academy (RELA) has agreed to observe and be bound by The Tertiary and International Learners 

Code of Practice administered by the New Zealand Qualifications Authority (NZQA). Copies of the Code are available on request 

from this institution or from the NZQA website at https://www.nzqa.govt.nz/providers-partners/education-code-of-practice/ 

Immigration : 

Full details of visa and permit requirements, advice on rights to employment in New Zealand while studying, and reporting 

requirements are available through Immigration New Zealand, and can be viewed on their website at www.immigration.govt.nz.  

Eligibility for health services : 

Most international students are not entitled to publicly funded health services while in New Zealand. If you receive medical 

treatment during your visit, you may be liable for the full costs of that treatment. Full details on entitlements to publicly-funded 

health services are available through the Ministry of Health, and can be viewed on their website at www.moh.govt.nz  

Accident Insurance : 

The Accident Compensation Corporation provides accident insurance for all New Zealand citizens, residents and temporary 

visitors to New Zealand, but you may still be liable for all other medical and related costs. Further information can be viewed on 

the ACC website at www.acc.co.nz 

Medical and Travel Insurance : 

International students must have appropriate and current medical and travel insurance while studying in New Zealand. We 

strongly recommend that this insurance covers your travel to and from New Zealand as well as for the duration of your stay.  

Privacy  
Rotorua English Language Academy (RELA) collects and stores information from this form to manage the business (including 

internal reporting and administrative processes) , to comply with the requirements of the Education and Training Act 2020  and 

other legislation relating to maintenance of official records and accountability for public funding, and to supply information to 

government agencies and other organisations as set out below. RELA may add your personal details (name, date of birth and 

residency) to the National Student Index, which is managed by the Ministry of Education. 

 

Supply of information to government agencies and other organisations 

RELA supplies data collected on your enrolment to government agencies, including the Ministry of Education, the New Zealand 

Qualifications Authority, the Tertiary Education Commission, Immigration New Zealand (a branch of the Ministry of Business, 

Innovation and Employment). These agencies use the data supplied by tertiary education organisations to administer the tertiary 

education system, including allocating funding', develop policy advice for government and conduct statistical analysis and 

research. The Ministry of Education may supply data collected on this form to Statistics New Zealand for the purposes of 

integrating data with data collected by other government agencies, subject to the provisions of the Data and Statistics Act 2022.  

Integrated data is used for the production of official statistics, to inform policy advice to government and for research purposes. 

When required by law, RELA releases information to government agencies such as the New Zealand Police, Department of 

Justice, Ministry of Social Development, and the Accident Compensation Corporation (ACC). Information collected on this form 

may be supplied to other educational organisations for the purpose of verifying academic records. See our website, or email the 

school, for our full Personal Data Policy. 

Student Fee Trust Account Application Form (Agent Authority) 
A) All students enrolling in a course with total fees of $500 or more are required to establish a Student Fee Trust Account by 

completing a Student Fee Trust Account Application Form (Application Form). 

B) The Application Form must be signed by a student (or a student's Guardian if the student is under 18 years old) and returned to 

RELA with this Enrolment Form. 

C) If RELA does not receive a signed Application Form with this Enrolment Form and a student is under 18 years old then by signing 

this Enrolment Form the student's guardian agrees to appoint RELA as their agent to sign the Application Form on their behalf 

D) This Agent Authority is limited as outlined above and does not permit RELA to sign any withdrawal or refund form on behalf of a 

student or student's guardian. 

Privacy Waiver for INZ/MOE 
By signing this enrolment form, I authorise the School Manager or Director at Rotorua English Language Academy, or the 

Executive Director at English New Zealand, to discuss my visa application for this provider with Immigration New Zealand; to 

obtain information regarding the processing of the visa application and the decision on the application. 

I give permission for my enrolment data and visa information to be shared between RELA, English New Zealand and relevant 

government agencies. 

Student Declaration 

I declare to the best of my knowledge all the information supplied on, and with this enrolment form is true and complete, I agree 

to abide by the conditions described above, including the Refund Policy and School Rules and I consent to the disclosure of 

personal information as described above. I agree to the Conditions of Enrolment of Rotorua English Language Academy. 

 

By signing this enrolment, I give permission for any photos taken of me/my child to be used by RELA for marketing purposes 

(website, brochure, social media pages/posts).  
 

By signing this enrolment form, I acknowledge that I have read and agree to be bound by: 

 

 

 

 

The Conditions of Enrolment 

The Refund Policy 

The School Rules 

The Complaints Procedure 

Signed (student) Date:  Agent Name and Stamp 

Signed (parent – if the student is under 

18) 

Date: 

 

http://www.immigration.govt.nz/
http://www.moh.govt.nz/
http://www.acc.co.nz/
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Appendix D - Emergency Situations Form 
 

We the parents of ________________ give Rotorua English Language Academy (RELA) permission 

to act in an emergency situation or to make any urgent decisions about the health, welfare or well 

being of our child. We also authorise senior RELA staff to sign on our behalf any papers relating to 

our child’s welfare. 

 

Mother’s Name  

Address  

Phone number (Home)  

Phone number (work)  

Phone number (mobile)  

Email   

Father’s Name  

Address  

Phone number (Home)  

Phone number (work)  

Phone number (mobile)  

Email   

 

We give permission for photos taken of our child/children to be used on RELA’s website, brochure 

and/or Facebook page for marketing purposes.     

 

_______________________________            ___________________________ 

       Signed by the parent         Date 

RELA Emergency 24 hour Telephone -  +64 7 349 0473  
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Appendix E – Sample Email to Parents 
 

 

 

 

Dear  

We are very happy to enrol your son/daughter at Rotorua English Language Academy. 

Please be sure that we will look after him/her as well as we can, and we will work hard to help 

him/her improve his/her English. 

 As he/she is under 18 we are contacting you directly. If you have any questions or concerns 

about child’s name while he/she is at our school, please email us english@rela.co.nz or 

phone +64 7 349 0473 during business hours. 

The standard homestay fee includes breakfast and dinner only on school days. Students are 

responsible for their own weekday lunches. There are a lot of places to buy food very close to 

the school. Students spend between $10-20 NZD per day.  

We are happy to keep your child’s passport and air ticket in our school safe. We will return 

this to your child on the day they leave the school. We can also keep pocket money for them 

and issue this to them whenever they need it or when you would like us to give it to them.  We 

have found that some students carry their passport and large sums of money every day. If 

they do this, they always run the risk of losing the money or passport. In the past, some parents 

have given their children money for each week they are with us in separate envelopes. We 

then give this to the students at the beginning of each week. It is a good way of ensuring they 

do not spend all their money at once.  

Some students use pre-paid cards and most New Zealand stores accept cards.  

 

If you would like us to keep your child’s passport, air ticket or money, please let us know. 

 

We are looking forward to seeing child’s name soon. 

 

Yours sincerely 

 

Darina Phelan  

Manager 
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Appendix G – Airport Instructions 
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Appendix G - School Sign 
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Appendix H - Complaints Procedure 
 
If you have a complaint or a problem, here is what to do to get a solution. You can bring a support 
person with you, if you are not comfortable making the complaint by yourself. Staff members will 
listen to your complaint without prejudice. 
 
A complaint can be about pastoral care, your class, the premises, your teachers, your homestay. 
Whatever the complaint, RELA will try to respond to it quickly and effectively. We will keep you 
informed with what is happening with the complaint. 
 
A summary of complaints received will be published on our website at the end of each year. A copy 
of this can be requested in writing from english@rela.co.nz  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Remember:  

You must use the School Complaints Procedure before you contact English New Zealand or Study Complaints 

If you have a problem, please let us know. You can talk to your teacher, or one of our Student Support 

Team. You can also talk to the School Director, Chris L. 

Are you satisfied with the outcome? 

Yes 

Problem 

Solved 

       

Our school is a member of English New Zealand. If you have a complaint that we 

haven’t been able to resolve, you may wish to email our professional body and 

ask for assistance using admin@englishnewzealand.co.nz 

Are you satisfied with the outcome? 

 

 No 

Yes No 

Problem 

Solved 

       

If English New Zealand is unable to resolve your 

complaint, or if you do not think your complaint has been 

dealt with adequately, you can make a complaint to  

Study Complaints| Ngā amuamu tauira, 

 the combined student contract dispute resolution 

scheme.  

Visit: www.studycomplaints.org.nz  to make a complaint 

online 
 

Online complaint form: 

https://www.studycomplaints.org.nz/make-complaint 

 

Email: help@studycomplaints.org.nz  
Free phone: 0800 00 66 75 

 

 

mailto:english@rela.co.nz
mailto:admin@englishnewzealand.co.nz
http://www.studycomplaints.org.nz/
mailto:help@studycomplaints.org.nz
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 Appendix I:  Homestay Notes in English 
 

Homestay means that you live in a New Zealand home and are treated as one of the family. The host 

family will be friendly and helpful. If you are going to enjoy the experience, it is important that you 

are friendly and positive too. 

 

Your host family will provide you with: 

 * Breakfast and dinner from Monday to Friday 

 * Breakfast, lunch and dinner on Saturday, Sunday and public holidays 

 * A room of your own 

 * Towels, bed linen and bedcovers 

 * A key to your home if you are a mature student. 

It is important that you understand that your homestay is not a hotel. You need to have a flexible 

attitude and be very adaptable. When you move into a family you must accept the family’s lifestyle 

and help with the chores. Your homestay mother is not your maid or your servant. You must respect 

her and help her. All homestays are different, and you should not compare your homestay with the 

homestays of other students.  

Here is some information and advice which will help you to fit into the New Zealand way of life. 

New Zealand families 
New Zealand families come in many different forms and sizes, and this is also true for RELA’s host 

families. The RELA management team has carefully selected and visited all our wonderful homestay 

families. Some host families will have two parents living in the home while only one parent will be 

present in others. There may be young children, teenagers, no children at all, or children who are 

now grown and have moved out. New Zealanders also come from many different countries. A New 

Zealander can be European, Maori, Pacific Islander, Asian, European or a mix of two or more of these 

ethnicities.  

 

Our host families mostly live in simple homes and neighbourhoods. What is important is that your 

host family has offered to open their home and is excited to share their lives with you. During your 

stay you will not only be considered a welcome guest in their home, but also a member of the host 

family. This day-to-day interaction creates a unique situation of closeness and strong bonds that can 

only come from sharing the special space of another family’s home. 

Talk with your homestay hosts 
Try to talk to your host family as much as possible, as this will help you to learn English faster. You 

will also learn more about our way of life. Don’t always wait for them to speak first. Be friendly and 

start conversations yourself. Talk to your homestay if there is anything bothering you or worrying 

you. They are there to give you help and guidance. 
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House Rules 
Living with another family in a different culture is exciting but can be challenging sometimes. Just 

like your own family, each host family will have their special way of doing things. You have a 

responsibility to respect and follow the rules of the family, even if those rules are different from 

what you are used to. Remember, this is all part of experiencing a new culture and living with a host 

family. While you adjust to this new way of life, open communication is the key to making a smooth 

transition. Always try talking with your family first about questions you may have or talk to the RELA 

Homestay manager or your class teacher.  

Chores 
As a member of your host family, you may be asked to help out with certain responsibilities to keep 

the house clean and well-kept. Households in New Zealand do not have maids. Instead, each 

member of the family is expected to clean up after themselves. Most children in the homes are also 

given daily or weekly chores such as cleaning the dishes after meals or helping with the laundry. 

Each household is different, and responsibilities may be different for each student, but you should 

expect to help your host family in some way during your stay. If you are unsure of what you should 

do or how you can help, just ask! 

Bathrooms 
You are probably used to the Western-style toilets found in all bathrooms in New Zealand. One 

difference you will find is that some New Zealand bathrooms have wall-to-wall carpet covering the 

floor. Unlike tile or marble, it is not good for carpet to get wet.  

 

Most New Zealanders shower rather than bath as it is less expensive and quicker.  It is expensive to 

heat hot water for baths.  Some showers will have a curtain separating the shower from the rest of 

the room. When you shower, please make sure the curtain is inside the bathtub, so the water falls 

inside the tub and not onto the floor outside! If you wish to have a bath, fill the bath only a third to a 

half full.  If you use more water than this, there will be no hot water left for the rest of the family, 

and you won’t be very popular.  

 

Often your bathroom will be used by people other than yourself. For this reason, it is important not 

to spend too long in the bathroom. This is especially important in the mornings as many members of 

the family may need to use the bathroom in the morning. If you spend a long time in there you may 

make the whole family late and this is not good. Talk to your family about the best time for you to 

use the bathroom and how long you can spend in there. Many families have a schedule for times in 

the bathroom in the mornings and you will need to fit in with this. 

If you decide to shower in the evenings, please be considerate and not take showers too late as you 

may keep family members awake. 

Wipe up any water that splashes on mirrors, walls, or countertops. When you leave the bathroom 

leave the door open. It is usual to leave the toilet door open a little when you leave, to show it is 

now free. As always, don’t be shy about asking your host family for help with any questions. 

Heating 
New Zealand homes may well be colder than what you are used to especially if you are here in our 

winter. Most families will keep the living areas well heated but not the bedrooms. This is because we 

expect our families to spend time together in the evenings and not hide away in their own bedroom. 
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However, you will need to do your homework in your bedroom and so you may need to use the 

heater to keep warm. This is okay but it is not okay to sleep with your heater on, and you MUST 

make sure that you turn the heater off before you leave your room especially when you leave for the 

day.  

If you are cold, ask your host family for some extra blankets or a hot water bottle. Please also 

remember that if you feel cold put on more layers. This is the New Zealand way.  

Pets 

Many New Zealand families have pets in their homes that they treat with much love and respect. In 

fact, pet-owners wouldn’t consider their family complete unless they had an animal companion. 

Because these animals are treated so well, they are very different from wild animals – pets in New 

Zealand are well fed, kept very clean and are very gentle. 

Weekends 
Saturday and Sunday in New Zealand are the weekend. Families use this time away from work to 

spend time with friends and family, relax at home, take short trips or attend religious services. You 

will not have classes on these days, but we do organise weekend activities which you may like to 

take part in. Or you can spend your weekends joining your host family in their routine. Be sure to 

communicate with your host family if you do decide to meet up with any of your friends at the 

weekend or join one of our weekend activities.  

Meals 
One advantage of living with a host family is experiencing home-cooked meals. Your host family will 

be excited to share their favourite meals or special family foods with you. It is considered polite to 

try small portions of what is offered to you, even if it looks different from the food you are used to. 

You might not like some foods, or you might discover your new favourite meal – you never know 

unless you try! If you are home while the food is being prepared, it is considered polite to offer to 

help. Likewise, it is polite to help your host family clean up after each meal. 

If there are some foods that you prefer not to eat or can’t eat, please tell your host family so 

everyone knows. 

Normally, all meals except for weekday lunches will be provided by the host family.  

Your presence will be expected every evening for dinner with your host family. If for some reason 

you cannot make it, please make sure you call your host family at least two hours beforehand and 

let them know. It is very bad manners to allow your family to cook for you and then not arrive to eat 

it.  

 

Start eating when the host parents start eating, not before.  Wait until everyone has finished eating 

before leaving the table. It is polite to thank the cook or to compliment them on the meal. Say 

“Excuse me” if you have to leave the table during a meal. Make sure your mobile phone is turned off 

at the dinner table. 

Since many New Zealand families are very busy with work and other activities, not all meals are 

eaten together or at home. Breakfasts, especially, are often not eaten together as a family. In these 

cases, your family may encourage you to “help yourself”, which means that you can choose your 

own food. Your family will show you where to find options in the kitchen and will explain how to 

prepare simple foods. 
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Please remember that “help yourself” does not mean eat the whole loaf of bread or drink all the 

milk. If you want to eat a lot of one thing, it is a good idea to go to the supermarket and buy the 

particular food yourself. Also remember to clean up after yourself if you prepare your own food.  

New Zealand Manners 
You may think at times that some New Zealanders are not very polite, but usually we are just trying 

to be relaxed and friendly with you. We are sometimes thought to be too casual, but this is because 

we dislike being too stiff and formal. Our sense of humour and our jokes will be hard to understand 

at first. We always say “please” when asking for something and “thank you” when something is 

handed to us or done for us. You will find yourself saying “please” and “thank you” a lot! 

Alcohol 
It is the law in New Zealand that no-one under the age of 18 can be served alcohol in licensed 

premises, such as a hotel bar, unless accompanied by a parent or legal guardian.   

Smoking/Vaping 
Many New Zealanders are strongly opposed to smoking/vaping. It is illegal for cigarettes/vapes to be 

sold to anyone under the age of 18. If you wish to smoke, please go outside, even in winter.  

Smoking/Vaping in your bedroom is strictly forbidden. No student under the age of 18 is allowed to 

smoke/vape at RELA or in their homestay. If you do not follow this rule, you may be asked to leave 

the school. 

Those of you who are over 18 and choose to smoke must make sure you pick your cigarette butts up 

and not throw them on the ground. This is considered very bad manners.  

All RELA Students under 18: 

At all times you must tell your homestay parents or caregiver where you are, who you are with and 

how you are getting home. 

You must take your mobile phone with you and have it switched on and answer it at all times unless 

you are in a place where mobile phones are not allowed, such as the cinema. Your phone must have 

the number of your homestay parents in its memory and the school number. 

Failure to follow this rule may result in your parents being told and you may be asked to leave the 

school. 

Students aged over 18 
As a courtesy, you should let your homestay know where you are and what time you expect to be 

home. You must phone if you are not going to be home for any meals. If you come home after your 

family has gone to bed, please make sure that you turn out all the lights and lock the door behind 

you.  

Leaving your Homestay 
If you decide to leave your homestay before the arranged date you must give them one week’s 

notice. Talk about this with the Homestay Manager. 

Overnight Stays 

If you wish to stay overnight or for a weekend with a friend, ask your homestay parent first.  In case 

of an emergency, your homestay parent will need the name, address and telephone number where 

you can be contacted. We suggest you ask your homestay to ring RELA and advise us that you are 

staying at a friend’s house for the evening with their address and telephone number. 
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Problems 

If you have any problems, no matter how small, please discuss them with the Homestay Manager or 

a member of our staff. We will always listen to you and try to help if we can. If the problem is a 

serious one and can’t be resolved after talking to you and the homestay hosts, we may place you in 

another home.  

Transport 
Homestay families do not need to transport you to and from school if you are aged 15 and older. 

You may need to take the bus, walk or bike. If this is the case, you need to make sure that you leave 

home in plenty of time to get to school before classes start at 8.30am. 

The last bus leaves the city centre at 6pm Monday to Saturday and 4pm on a Sunday. If you miss this 

bus, you can’t expect your homestay to come and get you. 

If requested and paid for as an extra, homestays may be able to transport students to school each 

day and pick them up again and the end of day. 
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Appendix J - Homestay Contract between RELA 

and Student 

 
I understand that: 

 

• I must pay my homestay fee to RELA at least two weeks in advance. 
 

• I cannot change my RELA Homestay unless RELA Management agrees that I have a good reason. 
 

• If RELA Management does not accept my reason and I still want to change, I understand I will 
need to pay another $250 placement fee. 

 

• I need to give one week’s notice if I want to change or leave my RELA Homestay. I need to tell 
the RELA Management and my homestay family. If I do not do this, I will be charged for one 
extra week. 

 

• If I am going to be away from my RELA Homestay overnight, I won’t get a refund for this time.   
 

• If I leave my RELA Homestay for a holiday, and if I want to return to my homestay, a $30 retainer 
fee will be charged per week.  This must be paid to RELA before I leave for my holiday. 

 

• If I stay in my Homestay during my holiday, I will need to pay $320 (18+) or $350 (under 18) as 
usual. 

 

• If I stay in my RELA Homestay while on holiday from RELA, and if RELA gives me an extension on 
my study, I must pay $320 (18+) or $350 (under 18) for the extra week of homestay. 

 

• If I leave RELA to attend another school or to work in Rotorua, I cannot stay in my RELA 
Homestay. 

 

• I accept that if I wish to change my homestay, there may not be a homestay available and I may 
need to stay in a motel, hotel or hostel. 

 

• I understand that the weekly homestay fee includes breakfast and dinner every day and three 
meals at the weekends. I agree to that I will arrange my own lunches on school days. 

 

• I have read and understood the “Homestay Notes/Living in a Homestay” 
 

• I agree to comply/follow all/any rules of the homestay and to discuss any problems with the 
homestay and/or RELA homestay staff (if necessary) 

 

Signed:  

Student:  

Date:  
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Appendix K - Insurance 
Below is information that the Code of Practice has to say about Insurance. RELA must make sure that 
all International Students hold appropriate insurance while they are studying with us. 
 
It is important to note that the requirements for insurance set out in the Code mirror the 
requirements for a student visa, so students may also have to provide this information as part of 
their student visa application.  
 
New Zealand provisions  
Most international students are not entitled to publicly funded health services while in New Zealand, 
so may be liable for the full costs of any treatment. Full details on entitlements to publicly funded 
health services are available through the Ministry of Health – go to www.health.govt.nz   
The Accident Compensation Corporation provides accident insurance for all New Zealand citizens, 
residents, and temporary visitors to New Zealand, but international students may still be liable for all 
other medical and related costs. For more information, go to www.acc.co.nz  
  
Questions and answers on insurance  
 
What period should insurance cover?  
It must include cover for students’ travel to and from New Zealand and within and outside New 
Zealand for the duration of time that the student is enrolled. Signatories may wish to advise students 
to continue with adequate insurance to cover them for any extended travel they plan to take in New 
Zealand before and after their enrolment ends.  
 
What monetary values should insurance cover have?  
The aim of insurance cover is to protect students from significant financial costs arising from 
incidents, so the amount of insurance cover needs to be adequate. Amounts for health cover, for 
example, should be unlimited sum insured.  
 
How can I be sure that the insurance offered meets the minimal standards of the Code, especially 
where the policies are in a foreign language?  
It is recommended that signatories get written attestation from insurance suppliers that the 
insurance policy offered meets the minimum standards prescribed by the Code, or other standards 
that you may have set as part of your institution’s policy. It is advisable to keep a copy of the 
student’s insurance policy on file  
To demonstrate that an institution is meeting its obligations under the Code, institutions may wish 
to keep a copy of the student’s insurance policy on file. Where the insurance policy is not in English, 
students can be asked to declare in writing that the policy covers the requirements set out in the 
Code.  
 
What indicates an acceptable insurance company?  
An acceptable insurance company is a reputable and established insurer with a credit rating no 
lower than ‘A’ from Standard and Poors or B+ from A M Best, and is able to provide services 24 
hours a day, seven days a week.  
 
Is insurance required by international students that hold visitor or work visas?  
Yes, they are still deemed to be international students as defined in the Education Act.  
 
 
Is it appropriate for a signatory to insist that a student must purchase a particular insurance policy 
arranged by the signatory?  

http://www.health.govt.nz/
http://www.acc.co.nz/
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Requiring students to purchase a particular insurance policy from a particular insurance company 
could raise concerns under the Fair Trading Act or Commerce Act. Offering to arrange good 
insurance cover for students, and disclosing the levels, etc. of cover, is a service that could be 
offered, and it would be up to the student to decide.  
Students have the right to make an informed choice about which insurance policy to purchase, as 
long as their choices are in compliance with the Code.  
However, signatories do have the option to design their own internal policy around the minimum or 
better levels of insurance cover a student must have, and can refuse to enrol students if they do not 
wish to comply with that internal policy. This information would need to be clearly outlined and 
given to students prior to enrolment.  
 
Should insurance companies be limited to New Zealand-based insurers?  
If signatories are concerned that they may find it difficult to assess the appropriateness of insurance 
policies issued in a language other than English from outside New Zealand, it is recommended they 
seek written attestation from insurance suppliers that policies offered are consistent with the 
requirements of the Code.  
From the students’ point of view, purchasing insurance from their home countries may provide the 
following advantages:  

• Insurance policies are written and communicated in their native languages, so may be 
easier for them to understand and make a claim  

• Insurance policies from their home countries may be more culturally appropriate to 
international students  

• Purchasing insurance from offshore may be more feasible for international students so 
they can hold insurance before they travel to New Zealand, and hence cover their trips 
as well.  

 
However, it should be noted that New Zealand-based insurance companies already have the 
advantage of working with local signatories to provide group insurance cover for students, which is 
potentially more competitive than individual insurance policies purchased offshore.  
 
Are international students required to have health screenings?  
International students do not need to be screened for acceptable health when applying for a student 
visa, but they must hold acceptable medical insurance as part of their visa conditions. Immigration 
New Zealand defines ‘acceptable insurance’ as insurance that is compliant with the Code and 
acceptable to the student’s education provider.  
If a student will be studying a programme that is six months or longer and they come from a country 
outside the list of low TB incidence countries, they will be required to provide a Chest X-ray 
Certificate. The student will need to go to one of Immigration New Zealand’s approved panel 
physicians who will complete the chest x-ray form for them and submit it to Immigration New 
Zealand electronically. The Immigration New Zealand website has a list of approved panel 
physicians. 
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Appendix L – School Rules 
 

We want all of you to have an incredible time at RELA, to do well in your studies and to make new 

friends from all around the world. The following rules will help us achieve these goals and also help 

to make the school a pleasant place for everyone to study in. All of our rules are based upon the 

concept of showing respect for everyone, including you! 

 

Respect for others – All students need to respect other students’ personal and religious beliefs and 

cultural differences, and their right to study  

 

Attendance - You need to attend 100% of your classes. Immigration New Zealand requires 100% 

attendance for all students on a student visa. RELA requires 100% attendance for ALL students 

regardless of the visa they hold. If you don’t come to class, you can’t learn. If you repeatedly fail to 

come to class, you will be issued with a warning and Immigration New Zealand will be advised. Your 

actual attendance is printed on your Leaving Report. 

 

Punctuality – Be ready to start your classes on time. It is very disruptive to your classmates and 

teachers (and to your learning) if you arrive late for class. If you know you are going to be late or 

absent, please phone the school on 07 349 0473 so we know where you are and that you are okay. 

 

Leaving Class – It is not okay to leave class part way through. It disrupts the lesson for everyone 

involved. If you do need to leave the class for a reason, you need to leave your phone on the table. 

 

Use English – You need to make an effort to use English at all times in your classroom and in the 

student room. If you need to speak your own language outside of the classroom, please go outside.  

 

Phones – All phones must be put on the table in front of you during class time. They must be 

switched to silent and you should not answer your phone if it rings, send/check text messages, or 

use Facebook or any other form of social media. Phones can only be used as a dictionary during class 

time and you must be ready to prove to your teacher and your classmates that it is the dictionary 

you are using. You cannot engage with the people in your class if you are distracted by your phone. 

 

Homework – All homework given in class needs to be completed before class the next day. This is 

part of your student contract. If you do not do your homework, you won’t be able to contribute to 

the follow-up pair or group work and discussion the following day.  

 

Food and Drink – Please do not eat in the classrooms. If you need to have a drink it needs to be in a 

cup with a lid or in a drink bottle. In the student room and outside, after eating, please put your food 

and other waste in the bins provided. Do your own dishes and tidy up after yourself. 
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Smoking/Vaping – You can only smoke/vape in the smoking area. Please put cigarette butts in the 

bins provided. Do not throw them on the ground. If you are smoking in your car and get out, please 

do not throw your butt on the ground. This is littering and very offensive. Please wash your hands 

with soap before going back to class. 

 

Respect for the school – Please look after the school grounds and buildings. Don’t intentionally 

damage the property and please don’t litter. This includes NOT swinging on your chair, which can 

damage chairs, tables and walls and cause accidents. 

 

New Zealand Laws – You need to follow all New Zealand laws. If you don’t, then you may be asked 

to leave the school. 

 

Driving – All students who have a car/motorbike must come to the office and fill in the Student Cars 

form. No student aged under 18 can buy/drive or hire a vehicle while a student at RELA. 

 

Most importantly, all students need to respect the class community and the learning process. 

Following these rules will help you do this. You need to contribute your ideas and your attention to 

your classmates and teachers at all times. 

 

Please note: Senior school management have the right to make the final decision about the 

interpretation of any school rules and act accordingly. 
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Appendix M – Rules for Under 18s 
 

Alcohol 

Students aged under 18 are not allowed to drink alcohol. It is the law in New Zealand that no-one under 

the age of 18 can be served alcohol in licensed premises. 

Cars 
No student aged under 18 may purchase or drive any motorized vehicle (this includes mopeds/motorized 
scooters). No student under 18 may be a passenger in a car driven by another RELA student without the 
school’s permission.    

Curfew 
All students aged under 18 must have permission to go out in the evening. If you do not have permission 
from your homestay and/or the school you must stay home. Students aged 16 and 17 must be home by 
10pm, or earlier if you homestay says, and may not walk home. If students are aged under 16, they need 
to be home before dark.  

Overnight Stays 
If you wish to stay overnight or for a weekend with a friend, you must first get the permission of the 
school and your homestay. No student aged under 18 may stay the night with a member of the opposite 
sex.  

Smoking and Vaping 
It is illegal for cigarettes and vaping gear to be sold to anyone under the age of 18.  No student under the 
age of 18 is allowed to smoke or vape at RELA or in their homestay.  

Shopping and the Night Market 

Students aged under 17 may go shopping or to the night market if your homestay agrees. You must make 

these plans with your homestay the day before, or in the morning before coming to school, and not 

annoy your homestay by texting and changing your plan often.  

Your pick-up time from the night market should be no later than 6.30pm. 

If the night market is cancelled you need to make arrangements to be picked up from RELA no later than 

5pm. 

All RELA Students under 18:  

At all times you must tell your homestay parents or caregiver where you are, who you are with and how 

you are getting home. 

You must take your mobile phone with you and have it switched on and answer it at all times unless you 

are in a place where mobile phones are not allowed, such as the cinema. Your phone must have the 

number of your homestay parents in its memory and the school number. 

If you fail to follow any of these rules, you may be asked to leave the school. 

 

 

 

 


