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Complaints and Appeals Policy and Procedure

Compliance Focus
ASQA Standards, Clauses 6.1, 6.2, 6.3, 6.4, 6.5, 6.6 managing complaints and appeals.
National Code 2018, Standard 10 Complaints and appeals, Standard 11 Additional requirements

Policy Purpose

The intent of this policy and procedure is to provide clear and practical guidelines to ensure that any
complaint or appeal against a decision can be resolved in accordance with the principles of natural
justice, equitably and efficiency.

Policy Scope

This policy applies to all students, staff and contractors. This policy will not apply where other specific
policies or procedures existing to deal with the matter, e.g., Misconduct, unsatisfactory performance or
lack of academic progress.

Policy Statement(s)

Despite all efforts to provide satisfactory services to our students, clients, and other persons, complaints
and appeals may occasionally arise requiring formal resolution.

The following Policy statements are an overarching view of the process to ensure that obligations are
met under State and Federal Legislation, Funding Body contracts and VET Regulatory Body requirements.
A clear and concise procedure to guide staff on maintaining compliance in their daily tasks supports the
policy statements.

Commitment

e All complaints and or appeals are responded to and treated seriously

o All stakeholders are provided the opportunity to present their case at each stage of the process

e The support of a third party is allowed when applicable and appropriate

All information is provided to stakeholders in writing

Student enrolment will be maintained during the complaints and or appeals process

The privacy and confidentiality of all information during the complaint and or appeal process will

be maintained. Where required by law, details of any complaint and or appeal to the requesting

officer from the government department or agency will be provided

e All complaints will be recorded on the Complaints and Appeals Register

e Where appliable, the outcomes of a complaint and or appeal with form part of continuous
improvement process

e This process is provided to all stakeholders at no cost and be available on the website

1. Complaints Procedural fairness

Complainants and Respondents have the right to have their complaint dealt with fairly, constructively,
expeditiously, confidentially, and through the application of the principles of procedural fairness,
without reprisal. This includes:

e The respondent(s) being informed of any allegations made in a complaint against them

e Parties to the complaint being advised of the procedures that apply to the management of the

complaint
e Parties to the complaint being informed of the people involved and responsible for handling the
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complaint
e All parties to the complaint having a right to be heard
e The respondent being provided with an opportunity to respond
e Relevant submissions by parties being fully considered before a decision is made
o Afull and proper investigation of the facts
e Qutcome of the investigation sent to the complainant and the respondent

2. Conflicts of Interest

Parties to the complaint management process, including those engaged to manage the complaint,
must declare if a conflict of interest exists to the General Manager who will determine whether it is
appropriate for the person to participate in the process.

3. Anonymous Complaints

No action on anonymous complaints received about staff unless the issues raised are serious and
sufficient information is provided to warrant further enquiry into the allegations. Depending on the
nature of the complaint, details of the complaint may be referred to other external agencies for
investigation, as necessary.

4. Malicious Complaints

Complaints are accepted as genuine about perceived inappropriate or unfair behaviour or actions.
However, on some occasions a complaint may be frivolous or malicious i.e., designed to harass or
annoy, to cause delay or detriment, or for any other wrongful purpose.

Any student or staff member who makes a false allegation in retaliation for management instituting
counselling or disciplinary processes as part of duty to manage and duty of care may be subject to
disciplinary processes, and the matter may be dealt with as serious misconduct

5. Student enrolment status
During the complaints and or appeals process, enrolment of a student will be maintained.

6. Staff Training
Where applicable, all staff are trained in the Complaints and Appeals process.

Policy Overview

This Complaints and Appeals Policy and related procedure are designed to ensure that we effectively
address individual cases of dissatisfaction. This policy outlines our approach to managing complaints and
appeals and ensures that all clients, students, staff and other stakeholders are aware of the steps to take
to have their dissatisfaction addressed appropriately.

This policy provides an avenue for all complaints and appeals to be addressed in a fair, efficient,
transparent and confidential manner.

Policy

We are committed to developing and maintaining an effective, timely, fair and equitable complaints and
appeals system which is easily accessible whilst developing a culture that views complaints and appeals
as an opportunity to improve. This is achieved by implementing a complaints and appeals handling
system that is client focused and supports the prevention of event that cause complaints and appeals
from recurring.
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We will ensure that any complaint or appeal is resolved promptly, objectively, with sensitivity and in
complete confidentiality. Whilst ensuring that the views of each complainant and respondent are
respected and that any party to a complaint or appeal is not discriminated against or victimised with a
view to achieving a consistent response to complaints and appeals.

Students and clients are encouraged, wherever possible, to resolve concerns or difficulties directly with
the person(s) involved prior to formalising a complaint. Our team will provide appropriate support to
assist students in resolving their issues.

Complaints and appeals may be made in relation to any of our services, activities, and decisions such as:
o the application and enrolment process
o the quality of training and assessment provided
« training and assessment matters, including student progress, assessment, and outcomes
o access to personal records
o decisions made by the us
o the way someone has been treated

All formal complaints and appeals and their outcomes will be recorded in the Complaints and Appeals
Registers. In addition, the register will be regularly reviewed by the Senior Management Team and used
as an opportunity for continuous improvement and reflection.

All formal complaints must be submitted in writing to the General Manager or nominated delegate and
will be addressed, including a response to the aggrieved person, within twenty (20) business days of
receipt.

A written record of all complaints and appeals managed under this policy and procedure and their
outcomes shall be maintained for a period of at least five (5) years to allow all parties to the complaint or
appeal appropriate access to these records.

We will maintain a Complaint and Appeals Register to document the course of action and resolution of all
formal complaints. All complaints substantiated by the complaint’s procedure will be reviewed as part of
our continuous improvement procedure.

It is the responsibility of the CEO or nominated delegate to ensure adherence to the complaint procedure
and that resolution is sought in all reasonable circumstances. This includes informing and assisting
students with the complaint’s procedure and supply of complaint forms.

All records relating to complaints and appeals will be treated as confidential and will be covered by our
Privacy Policy.

Definitions

The following definitions apply to this Policy and Procedure:

A complaint is a concern about an act, behaviour, omission, situation, or decision, which an individual
believes is unfair or unjustified.

The complainant is a person notifying of a complaint.

Conciliation is the process through which the parties involved in an allegation, with assistance from a
neutral person, discuss the issues to develop options and consider alternatives with the goal of reaching
a consensual agreement or outcome.
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Mediation is the process through which the parties involved in a dispute or allegations are assisted by a
mediator to assist them to reach an agreement, which settles the dispute. Mediation encourages
negotiation in a non-threatening environment.

The respondent is a person against whom the complaint is made.

An informal complaint is usually a minor dispute or difficulty that can be resolved without independent
assessment or assistance. If the complaint remains unresolved, it can be escalated to a formal complaint.

A formal complaint must be made in writing and can be about anything that the individual feels is
serious enough to require independent assessment. Formal complaints must be made using the
Complaints and Appeals Form or can be submitted via email.

An appeal is a process that allows students to ask for a review of a decision relating to their academic
progress or cancellation of their enrolment or outcome of a formal complaint.

Appellant a person who applies to for the reversal of a decision made.

Complaints Procedure
1. Informal complaints
Prior to initiating a formal complaint process, the parties involved will attempt to resolve concerns
directly where possible. It is expected that many concerns can be resolved in this manner and students
are encouraged to raise concerns directly with their trainer, particularly where the concerns are
adversely affecting the learning environment.

2. Formal complaints

Stage one

Where the parties involved are unable to successfully resolve the concern directly, then a formal
complaint or appeal may be lodged in writing using the Complaints and Appeals Form. The form is
available upon request and records the following information:

e Complainant’s full name and contact details

e Details of the compliant

e The complainant’s desired outcome

e Reasons outlining the escalation to a formal process

e If the complaint relates to another party, that party’s full name and position

The completed form can be emailed to compliance.aki@angusknight.com.au or mailed directly to the
Head Office.

Complaints can also be received without a completed form via email or a letter providing the
authenticity of the written correspondence can be verified.

The Compliance Manager will:

e Acknowledge receipt of all complaints in writing within 2 business days. The acknowledgement
outlines the anticipated review period.

o Notify the General Manager of the complaint

e Commence the investigation into the complaint

e Record details of the complaint in the Complaint and Appeals Register
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Under the guidance of the General Manager, the investigation process will commence no later than 10

business days after submission and including the following:

e Assess the complaint

e Speak with the complainant and where applicable the respondent

e Discuss the complaint with any staff members involved or named in the complaint

e Arrange conciliation and mediation where applicable

e Determine the outcome, and advise the Complainant in writing of their decision, including the
reasons for the decision within 10 business days.

If more than 60 calendar days are required to process and finalise the complaint or appeal, the
complainant or appellant will be advised in writing, outlining reasons why more than 60 calendar days
are required, and provide regular updates on the progress of the matter.

Stage Two
If the complainant is not satisfied with the outcome of Stage One, the Appellant may lodge an appeal in
writing to the Compliance Manager.

Where the complaint directly involves the Compliance or General Manager, the CEO will appoint a
suitable, independent person (internal or external) to assess the complaint and determine the
outcome.

The General Manager or suitable independent person will conduct all necessary consultations with the
Appellant and other relevant persons and make a decision within 15 business days. The Appellant will
be advised in writing of the outcome, including the reasons for the decision, within 10 business days
thereafter.

During this stage of the procedure, each party has the option to be accompanied or assisted by another
person, at that party’s cost and the Appellant will be advised of their right to progress to Stage Three of
the complaints’ procedure if they consider the matter unresolved.

Stage Three — Independent Third-Party review

Where the complainant is dissatisfied with the outcome of the internal review they can appeal and
request a review of the decision from an independent external third party at their own cost. Appeals or
requests for independent third-party review of decisions are to be lodged in writing within 20 business
days of the appeal decision. Requests for appeal or review of decisions are referred to an independent
third party or external mediator, determined by the CEO.

The business acknowledges receipt of the request for independent third-party review in writing. The
acknowledgement outlines the anticipated review period and the independent review officer. The
review process and review officer are recorded in the RTO Complaints and Appeals Register and
discloses any costs associated with a third-party review, so all parties are aware of any costs they may
incur.

The independent review officer makes a decision to the business and the appellant. Decisions or
outcomes of the appeal or review process that find in the favour of the appellant are implemented
immediately and the CEO and General Manager notified of any actions to be implemented. All
documentation is securely filed, and the outcome and continuous improvement action noted in the
Complaints and Appeals Register.

Appeals Procedure

Complaints and Appeals Policy & Procedure V2 05-08-2022
Page 5 of 6
Once printed this is an uncontrolled document



Learning
Sphere

RTO Code 91718

Complaints & Appeals Policy and
Procedure

1. Assessment appeals

Prior to initiating a formal assessment appeal process, the complainant must attempt to resolve
concerns directly with their assessor wherever possible. The assessor will hear the student’s appeal,
make a fair judgement to the best of their ability as to whether the change(s) are required and then
discuss their final decision with the student. If the student is still dissatisfied with the assessor’s
decision, they have the right to take the appeal to the formal stage and to address the appeal to the
Compliance Manager.

The student must complete Section 2 of the Complaints and Appeals Form and lodge this within 10
business days of the original assessment outcome date.

If a student is citing a medical emergency as the reason for appeal, the appeal must be lodged within 5
business days of the date on the medical certificate.

2. Cancellation of enrolment appeal

A student has the right to appeal the decision made to cancel enrolment. A student will be advised if

their enrolment is to be cancelled and this will contain details on how to lodge an appeal. Students can

lodge the appeal up to 15 business days from the date on the letter.

The formal notice of a request for an enrolment appeal is required to comply with the following:

e The Complaints and Appeals Form should be completed and sent to the Compliance Manager
within 15 business days of receiving the letter of intent to cancel enrolment or the enrolment
cancellation will be processed

e The appeal must outline the reasons why cancellation of enrolment should not occur and what the
student will do to ensure engagement in their studies

The appeals process is consistent with the Complaints Procedure in this document.
Relevant ASQA Standards
Responsible Officer
The responsible officer for the implementation and training for this Policy and Procedure is the General
Manager.
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