RTO Student Complaints Procedure

INFORMAL COMPLAINTS
(Not written)
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Where possible and appropriate
Complaints should be resolved at
a local level through discussion
within 5 working days

v v
Complaint Complaint
RESOLVED NOT RESOLVED
now becomes a
l Formal Complaint

Documents filed in
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FORMAL COMPLAINTS
Completed Stakeholder Feedback
Form to be forwarded to Manager
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Manager to respond to the
Complainant within 5 working days
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The Complaint will be registered; a
meeting will be called to discuss the
Complaint; Complaints Investigation
Form is completed
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Feedback Register
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CLOSED Staff meet with Complainant to
discuss Complaint. Complainant to

bring a support person with them

Time Frame - Complaint investigation
may take 10-20 working days.
If unresolved, 20+ days

Complaint heard by

h 4

Result given to Complainant;
completed; response forwarded to

staff but not resolved Resolved

|

Complainant may
request Complaint to
be heard by the

Complainant; filed with Manager.
CLOSED

Unresolved Complaint referred to the

Manager Unresolved

> Disability Commissioner or
DHS Disability Ombudsman
for further action

e All complaints relating to Bullying, Harassment, Discrimination and Sexual Harassment
shall follow the process specified in the Bullying, Harassment and Discrimination
Policy and Procedure and the Sexual Harassment Policy and Procedure. Issues
requiring disciplinary action will follow the Staff Discipline Policy and Procedure.

e Where a decision or outcome is in favour of the student, the RTO shall follow the
required action and recommendation from a third party mediator to satisfy the

student’s appeal as soon as practicable.

F215-v1-IT




