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Overview

1. The College endeavours to create a positive legreinvironment for students, one in which each studws the
opportunity to achieve their personal best. Rarthe maintenance of that positive environmena ifair and open
complaints and appeals procedure made availalall seudents.

2. The availability of a complaints and appeals procesdoes not remove the Student’s right to take furtbractionunder
Australia’s Consumer Protection Laws, nor does theCollege’s dispute resolution process circumscribe he
students right to pursue other legal remedies.

3. A student must be advised of the College’s Compdaamd Appeals Policy in any case where a decisiomde adversely
impacting on their course progress such as invbateof a suspected case of plagiarism or cheat8tgdents must lodge
a complaints and appeals form if they have a comipta appeal. If they do not do so, but a staénmber is aware that
they have a complaint or wish to raise an appbat,dtaff member must advise the National Manafjhveocase.

4. A complaints flowchart is attached to this policy.
Definitions
5. Complaint: means not being satisfied with services providedbyreatment received at, the College.
6. Appeal: means not being satisfied with a decision madéneyQollege in relation to a complaint.
Maintenance of student’s enrolment

7. A student’s enrolment will be maintained until mternal and external appeals processes are exthw$iere the appeal
relates to the College’s decision to report a sttifle unsatisfactory attendance.

8. A student’s enrolment will be maintained until tiiernal appeals process only is exhausted wherappeal relates to
the college’s decision to defer or suspend a stiglenrolment due to misbehaviour or cancel a sitiseenrolment in
accordance with National Code Standard 13.
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Lodging complaint or appeal
9. In the first instance, a student with concernsteeldo their time at the College should adopt tdildving procedure:

9.1. The student will, firstly, communicate directly Withe person involved in an attempt to resolventlagter in an
informal manner.

9.2. If the matter is not resolved to the student’'sséatition, the student can take the matter furtherrinore formal
way.

9.3. The student can lodge a formal complaints or aggeain to the National Manager outlining their gaace,
providing details including actions taken to regdlle issue. The form can be emailed to: —
complaints@tibc.nsw.edu.au

9.4. The student can make a verbal complaint via aniappent with the National Manager. If the comptam
made verbally, the National Manager must summahiseomplaint in writing and have it signed off thg
person making the complaint.

10. Students are at all times encouraged to contdwreit Student Services Officer or Student Counstlldiscuss any
concerns they may have. The Student Counsellorpragde advice about the options available to etas during the
complaints process.

11. If an appeal is being lodged under the followingeinstances a Complaints and Appeals Form musbi@leted and
signed by the student.

11.1. Intention to report student to the relevant govesntrauthorities for failing to meet attendance nejoents;
11.2. Intention to suspend or cancel a students enrolmoent
11.3. Refusal of a student’s request to transfer progider
Timeframes
12. Where a complaint relates to the following a studers 20 working days to lodge a complaint prioai¢tion being taken.

12.1. Notification to report a student to the relevantgmment authorities for failing to meet attendance
requirements.

12.2. Intention to suspend or cancel a student enrolment.

13. The Student Liaison Officer or the National Manageil respond in writing within seven (7) workingays
acknowledging that he/she has received the contmaiappeal and is considering the merits of thdiegtion.

Mechanisms for assessing student complaints and aggds

14. The College will investigate the student’s concerfie National Manager will, in consultation witie student, consider
whether the complaint should be handled underdhadl or informal mechanisms available. The Natlddanager will
have regard to the nature and seriousness of thplamt as well as the views of the student.

15. If an informal complaints resolution procedure #opted, mechanisms available to resolve the isstiede mediation
and facilitation discussions between the partigslied. These mechanisms are appropriate whenifbportant that all
parties have a chance to voice their concerns lmeitrélationship between the parties is ongoing aeeds to be
maintained. This mechanism is not suitable folossrcomplaints or where there is a factual mattelispute.

16. For serious matters, a formal investigation procgssuld be instigated. This is required for sesi@omplaints and
appeals and factual dispute§he formal process must be adopted where a compldiror appeal relates to the
following issues:

16.1. intention to report student to the relevant goveentauthorities for failing to meet attendance nemments;
16.2. intention to suspend or cancel a students enrolment

16.3. refusal of a student’s request to transfer prowder
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Informal resolution mechanisms

In cases where an informal complaints resolutiacedure is adopted, the following guidelines apply;
= All parties involved in the complaint must be irdtto attend a mediation meeting;

= Each party is permitted to have a support persesant;

= All meetings must be held by the National Managea properly authorized delegate;

= Records of the agreed outcome must be made imgidind signed by all parties involved;

= No threatening or intimidating behaviour is perpitiduring meetings. If such behaviour is exhibligda party, the
person responsible must be counseled and the comnplast be resolved using the formal resolutioocpdure set
out below.

Formal resolution mechanisms

This formal investigation will involve contactinbe party(ies) against whom the complaint was madieoision made to
which the appeal relates and allow them to respomediting in relation to the complaint or make suigsions in relation
to the appealed decision. Alternatively a meetitiylve arranged with the parties involved whereheparty has the right
to:

18.1. formally present their case with little or no costolved; and/or

18.2. attend or be assisted in all discussions with @edperson. This means that each party has ghe to bring a
support person with them to attend any meetingardiscussion e.g. an agent or a relative or friend

The National Manager will then inform, in writindgpoth parties of the outcome(s) and resolution iati@en to the
complaint or appeal, including reasons for the sleoi

The complaint or appeal will be dealt with prompéigd the length of time involved may vary in aceorck with the

complexities of the case. Under normal circumstanhe applicant can expect at least a provisiamiden response
within 10 working days of presenting their formalngplaint and appeal. If resolution takes longeg, @pplicant will be

kept informed on the progress of the case. Alsoeable measures will be taken to finalise the ggscas soon as
practicable.

In the event that the applicant is not satisfieth\lie outcome, he/she can take the matter funtitarthe Chief Executive
Officer of the College, using the relevant compiaiand appeals email address.

All records of the complaints and appeals proces$ the outcomes are documented in the ComplairdsAgpeals
Register and kept in a secure file. This requirgnapplies regardless of whether the complaintsluésen mechanism
adopted was formal or informal.

External appeals process

The College has nominated the Australian CouncilFiavate Education and Training (ACPET) as itseéfmal Appeals
Agent.

If the student finds no satisfaction with the Cg#&s internal appeals process, the College wiliselthe student of his or
her right to access the external appeals procesgduyesting mediation through ACPET. ACPET prosidecess to
independent external appeals process at low coshetostudent. The current costs for students wislio lodge a
complaint with ACPET is $200. If the student issessful in their appeal, a refund of $100 willdaed to the student.

Students wishing to lodge an appeal with ACPET khsubmit an external appeals form available onA6®ET website
(www.acpet.edu.guand lodge the form via the following email addreStudent.appeals@acpet.edu.#ppeals are
turnaround by ACPET within 1 month of lodgement.

At any stage of the complaints / appeals handlioggss, students are free to complain to an extagescy.

If the matter cannot be resolved within the Collegeording to the above procedures, then resortatsmbe had to
Australia’s legal system.

Record keeping

Each complaint, appeal and its outcome is recoml@diting on the Complaints and Appeals Registed a diary note is
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placed in the student file.

29. Emailed complaints and appeals will be respondeditioin ten (10) working days and recorded in thenplaints and
Appeals Register.

30. Verbal complaints that the student does not wisfotmalise in writing should be recorded in the i&lote form to be
forwarded to the National Manager and recordediénstudent file.

31. In the case where a student wishes to formalisemeplaint and appeal as per the Complaints and App&racedure, all
documents are kept in the student file and theldetcorded in the Complaints and Appeals Register

Actioning Student Complaints

32. Where the appeals process results in a decisigoostipg the student complaint the College will indizely implement
the required corrective/preventative action.

33. Regardless of the outcome of the student compléiatstudent will be advised in writing of that caine and the reasons
on which the outcome was based. The student’swiile be updated with records of the outcome of gtedent's
complaint.

Related forms

e Complaints and Appeals Forms
» Complaints and Appeals Register

Related policies
» Attendance policy

» Deferring, suspending or cancelling enrolment golic
* Refund policy

Inter-Continental Colleges Pty Ltd | NC Std 8 — Student complaints and appeals policy -
Version: 6

Last review date: March 2010
Next review date: March 2011
Inter-Continental Colleges Pty Ltd
CRICOS 02214C



OVERVIEW OF STUDENT COMPLAINT PROCEDURE

You can seek
advice from the
Student
Counsellor or
Student Services
Officer about
your options

ATTEMPT TO RESOLVE THE ISSUE
If you feel comfortable, you may discuss your concerns \ligh|t
person involved. You doot have to do this.

Complaint
resolved - end
of process

LODGE A COMPLAINT
If you don’t feel comfortable approaching the person direotly

The Student
Counsellor may

also provide you tried this and it didn't help, raise the issue withGodlege
advice about officially by lodging a Complaints and Appeals form. The
options National Manager will consider whether it should be handlgd
throughout the under the informal or formal complaints procedure, having
complaint regard to the nature and seriousness of the complainglhasw

handling procesg

your views. All complaints, whether handled formally or
informally, are recorded in the Complaints Register.

Complaint
resolved - end

of process
A 4 v
INFORMAL COMPLAINT PROCEDURE FORMAL COMPLAINT PROCEDURE
Informal processes (such as mediation and facilitated Formal processes focus on investigating allegations
discussion) focus on finding a resolution which is and making findings.

acceptable to all parties. It is not about who istragh

wrong. It is suited to less serious complaints or where Suits more serious complaints and factual dispute

U7

the aim of the process is to keep a good relationship Also appropriate if the informal procedure is tried and
between the parties. failed.

Complaint
resolved - end
of process

not resolved not resolved

Complaint : Complaint '
1 1
1 ]

\4 \ 4

INTERNAL APPEAL

If you are not satisfied with the handling of your complaioy ynay appeal
to the Chief Executive Officer for a review of the prexe

EXTERNAL
COMPLAINT
You can, at any
stage, refer your
complaint to an
external agency,

EXTERNAL APPEAL

If you are not satisfied with the College’s internal apppadgess, you can
lodge an appeal with ACPET, the College’s External Appeedsider, for
accost of $200 ($100 refundable in the event of a successfulllappea
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