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Complaints and Appeals Policy and Procedure (VSL)
Reference: Outcome Standards for NVR Training Organizations 2015

Under the Standards for Registered Training Organisations (RTOs) 2025, the specific parts
that address how RTOs must handle complaints and appeals are:

e Outcome Standard 2.7: Feedback and Complaints — This standard outlines
requirements for RTOs to operate effective complaint-handling processes. These must:

o Allow feedback and complaints about the RTO itself, third parties, and any
associated personnel.

o Ensure procedural fairness and clear, reasonable timeframes for
acknowledgment and resolution.

o Provide accessible, publicly available guidance on how to submit complaints.
o Document, communicate, and securely store outcomes.
o Use the information gathered to drive continuous improvement.

e Outcome Standard 2.8: Appeals — This standard specifies how appeals must be
handled. RTOs must:

o Enable VET students to appeal any decisions (including those by third parties)
that adversely affect them.

o Guarantee procedural fairness throughout the appeal process.
o Define and adhere to reasonable timeframes for processing appeals.

o Provide an avenue for review by an independent party, at low or no cost, if
requested by the appellant.

o Publicly provide information on how to initiate an appeal.
o Document appeal outcomes and communicate them clearly.

o Incorporate appeal outcomes as part of continuous improvement processes.

Policy

Skills Compliance has a complaints and appeals policy specific to its RTO operations.
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The Director of Skills Compliance is responsible for ensuring that the RTO complies with the

VET Quality Framework, including complaints and appeals policy and procedures.
Complaints
A complaint can be made to Skills Compliance regarding the conduct of:

e The RTO, its trainers, assessors or other RTO staff.

e Students of the RTO.

e Any third parties providing services on behalf of Skills Compliance (if relevant).
Complaints may be made to any member of staff.
There is no costs to the learner for the internal complaints process
Appeals

An appeal can be made to the Director of Skills Compliance to request a review of a decision,
including assessment decisions. Appeals should be made to the trainer/assessor in the first
instance but can also be made to the RTO Manager.

PROCEDURE
Complaints Process

Learners may choose to submit a complaint to Skills Compliance staff through an informal or
formal process. (Please note ‘RTO staff’ will be considered to include third parties or
partnering organisation staff).

Informal process

e Learners may submit a complaint (verbally or in writing) directly to Skills Compliance’s
staff with the purpose to resolve a complaint through discussion and through mutual
agreement. All complaints received will be acknowledged in writing by Skills
Compliance’s Management.

o Skills Compliance staff are required to explain to the Learner the informal and formal
complaints and appeals processes available to them.

e Learners may be accompanied by a third party of their choice to support them in the
informal process discussion.

e All informal complaints when finalised shall be reported to Skills Compliance’s
Management by Skills Compliance’s staff (via a stakeholder feedback form) for further
review and consideration for potential continuous improvement actions, regardless of
whether the complaint was resolved or not.
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o All informal learner complaints that are not resolved by mutual agreement with Skills

Compliance’s staff will require the completion of the formal complaints process.
Formal Process

e When alearner wishes to submit a formal complaint or is dissatisfied with the attempt
to resolve a complaint informally (directly with staff) the learner may submit a formal
complaint to Skills Compliance’s management using the 'Student Complaint Form'.

e Skills Compliance’s Management will respond in writing to all formal learner
complaints within 5 days of receiving a 'Student Complaint Form".

e When a complaint is recognised as requiring more than 60 calendar days to resolve,
Skills Compliance’s management must inform the complainant in writing, including
reasons why more than 60 calendar days are required; and regularly update the
complainant on the progress of the matter.

o Skills Compliance’s Management shall respond to formal complaints from learners in
writing, proposing a resolution to the complaint.

o Skills Compliance Management responses to the complainant shall include
information and procedures outlining the complainant’s right to appeal, the proposed
solution and request for an independent adjudicator.

e All formal complaints when finalised shall be reported to Skills Compliance’s
management by Skills Compliance’s staff for further review and consideration for
potential continuous improvement actions, regardless of whether the complaint was
resolved or not.

Appeals Process

In the event of a learner advising that they are dissatisfied with the proposed solution for a
formal complaint to Skills Compliance’s management, the Director shall provide an additional
opportunity to provide a solution and shall apply the external appeal process.

External Appeals

e The Director shall advise the learner that an independent third party shall be sought
to consider the nature of the complaint and a possible further resolution at no cost to
the learner.

e The selection of the Independent Third party shall be communicated to the Learner
and the selection must be with the mutual agreement of the Learner.

o Skills Compliance’s management shall make contact with the independent third party
and provide all documentation related to the formal complaint and learner contact
details.
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¢ Independent adjudication responses must be within 7 days from the date that all

formal complaint documentation is provided to the independent adjudicator.

e When an appeal process is recognised as requiring more than 60 calendar days to
resolve, Skills Compliance’s management must inform the appellant in writing,
including reasons why more than 60 calendar days are required; and regularly update
the appellant on the progress of the matter.

e On receipt of the formal complaint documentation the independent third party shall
make contact with Skills Compliance’s management staff and the learner to arrange a
suitable time for further discussion.

o Allindependent third party proposed solutions shall be final and be reported to Skills
Compliance’s management and the learner in writing and will require immediate
implementation by both parties.

Assessment result appeals

All appeals from learners relating to assessment results must be received in a period no longer
than 3 months following the competency decision.

Staff or Third-Parties delivering training and assessment services on behalf of Skills
Compliance will be required to:

e Provide timely guidance to all course participants regarding the assessment appeals
procedure.

o Clarify any aspects of the assessment results that a student does not understand.

e Provide each student that requests an assessment appeal with the required
'Assessment Appeal form'.

e Communicate directly via email as soon as possible with Skills Compliance’s
management on any advice (verbal or written) provided by a student that they are
seeking to appeal an assessment decision.

e Schedule a meeting with the student and Skills Compliance’s management when a
completed assessment appeal form is received from a student.

e Communicate any outcome decision by Skills Compliance’s management to uphold or
overturn an assessment appeal to the student’s by completing the assessment appeal
form clearly identifying the reason for the outcome.

o Allassessment appeals will be processed by Skills Compliance’s staff and management
within 10 days of receipt of an appeal. All assessment appeals must be maintained on
the student’s file.
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e Student records will be adjusted to comply with Skills Compliance’s management

appeal outcome decisions.
Complaints and appeals records

Skills Compliance’s management shall keep records of all complaints and appeals and their
outcomes. Complaints register entry needs to be completed for each complaint on the Skills
Compliance Student Management System. Complaints and Appeals should be discussed at
management meetings as part of the Continuous Improvement Process. Meeting Minutes
should identify potential causes of complaints and appeals and take appropriate corrective
actions to eliminate or mitigate the likelihood of recurrence. Records of all informal, formal
complaints and appeals will be recorded in Skills Compliance’s Review meeting minutes and
all written student complaints records will be retrievable through Skills Compliance’s
Complaints Log.

VSL complaints-VET Student Loans Ombudsman

The establishment of a VET Student Loans Ombudsman on 1 July 2017 does not remove the
requirement for providers to have a decision on appeal reviewed by an appropriate external
independent person. The VET Student Loans Ombudsman will act as the external dispute
resolution body to conduct investigations and make recommendations in relation to VET loan
assistance (i.e. VET Student Loans) and compliance by VET providers with the Act, the HESA
and any legislative instruments under either of those Acts. The Ombudsman will report on its
investigations and recommend that providers and others take action, or stop certain
behaviour, to address identified problems and provide redress to affected students. For
matters which do not fall within the scope of the VET Student Loans Ombudsman’s jurisdiction
(for example matters relating to personal information held by the provider or matters that do
not relate to loan assistance disputes), the provider must ensure that the external stage of the
grievance procedure makes appropriate provision for external and independent review. This
agreement and the availability of the complaints and appeals processes do not remove your
right to take action under Australia’s Consumer Law. Students seeking to make an external
complaint about any administrative decision should do so after following the Colleges appeals
processes by contacting:

Consumer Affairs Queensland

Upper Plaza; 33 Charlotte Street

830-430 M,T,TH,F and 930-430 on Wednesday (except public holidays).
Call 13 QGOQV (13 74 68).

Email: Brisbane.oft@justice.qld.gov.au

Web: Consumer rights, complaints and scams | Your rights, crime and the law |
Queensland Government
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