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Service Charter

WELCOME!

Aspire Australia values you not only as a client but importantly as a person. 

We have developed our Service Charter with you in mind; your dreams of living and working in Australia what drives us. 

We can assist you best if you tell us what you expect from us and in turn you understand how we will manage your application towards a successful outcome.

This Service Charter tells you about:

· Our commitment to you


· How you can help us help you


· How we will manage your application


· How to contact us


· How to provide your feedback or make a complaint


We look forward to working with you!

OUR COMMITMENT TO YOU

We aim to give you the best possible service.

We understand that the processing of your application and its outcome are important to you. From our experience, we also know that the processing of your application may make you anxious and we want to take whatever steps necessary to assure you that we will always act with your best interests in mind.

We are committed to:

· Providing you with accurate and relevant information

· Keeping you as fully informed as we can about the status of your matter

· Advising you of the estimated time for completion

· Explaining the reason for any delays

· Responding to your enquiries within three working days

· Notifying you of the effect of any relevant legislative changes

· Advising you of any change in staff which will affect you

· Acting honestly, fairly and ethically with you and on your behalf

· Respecting you, your rights, privacy and values

· Implementing the MARA Code of Conduct

HOW YOU CAN HELP US HELP YOU

In order for us to implement the above pledges, we ask you to work with us to achieve our joint goals. We ask you to:

· Provide us with clear instructions and make sure that we understand them correctly. Give us as much information about your matter as you can.


· Respond promptly to our requests for information or documentation 

· Make an appointment when you wish to meet your Case Manager in person for advice, to deliver documents, or make a payment. That way, your Case Manager can ensure that s/he has set aside time to spend with you.


· Respect our professional time and arrive by the appointed time.  Let us know if you are running late or need to reschedule your appointment.

· Attend to the payment of all agreed fees on time so that we can undertake the appropriate work on your behalf. 


· Keep us informed of your current contact details


· Be patient: understand that sometimes when we are busy we cannot attend to your query immediately but will do so as soon as we can. 

MANAGING YOUR APPLICATION 

At Aspire Australia, our staff works together as a team to prepare, lodge and manage the processing of your visa application in a timely and effective manner.

Each client is assigned a personal Case Manager who is the first point of contact for any questions relating to your visa application.  

Your Case Manager will be primarily responsible for the day to day preparation of your application, including the co-ordination of documents, preparation of forms and lodgement of your application. 

With our team’s support and input, your Case Manager will design an appropriate strategy for you and ensure that your application meets the current legal and policy criteria.

CONTACTING US

Contacting us is easy! Choose one of the following methods:

By Email 

When we open your file, we will let you know who your Case Manager is and provide you with his / her direct email address. Alternatively, you can send an email to our general email address visas@aspireaustralia.com.au and it will be directed to the appropriate Case Manager.

Due to the prevalence of email viruses and spam, our email system will automatically delete any emails either with no subject heading or with generic subjects such as 'hello', 'my application', 'urgent', 'please help' et cetera. In order to ensure that your email reaches your Case Manager, please ensure that you include your full name in the subject heading.

Further, we wish to let you know that receipt of emails will not be acknowledged; any email that requires a response, however,  shall receive one within three working days. If your enquiry is urgent, then we suggest that you mention the reason for the urgency in your email and provide the appropriate deadline. Alternatively, you may contact our office by telephone.

By Telephone

Our office number is 02 9956 6011 and we are available to answer the phone during office hours: Monday to Friday 9.00am to 5.00pm.


In Person

Our office is open between 9:00 a.m. and 5:00 p.m. Monday to Friday. Remember to call your Case Manager in advance to make a mutually convenient time to visit.

Online

Your question may be answered by information on our website: www.aspireaustralia.com.au. You can also subscribe to our e-newsletter - Passport, find out about our Referral Scheme or submit an online assessment. 

LISTENING TO YOU

Our ears are open and we look forward to receiving your feedback!

During the course of your application, we shall ask you to complete our Customer Satisfaction Survey. The results will pinpoint areas in which we are effective as well as areas in which we can improve. Please take the time to complete the survey.

If things go off track, we recommend that you first mention any problems to your Case Manager. If you feel uncomfortable doing this or cannot resolve the matter at that point, contact our Practice Manager, Sarah Gillis, who will look into your problem and then contact you to talk about it. You may email Sarah on sarahgillis@aspireaustralia.com.au 

If dissatisfied with the response, or if you wish to speak to an independent person, you may wish to contact the Migration Agents Registration Authority (02 9229 5446). Further details about the MARA complaints procedures are to be found in the leaflet entitled Information on the Regulation of the Migration Advice Profession which has been to you in your Start-up Kit.

LET’S GO!

Now that you understand our commitment to you, we hope that you will enjoy working with us to achieve your dreams!
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