[image: image1.jpg]4

N

FDUCATION AND CONSULTANCY






Complaints and Appeals Handling Procedure

This Procedure should be read in conjunction with Complaints and Appeals Policy.  The complaints and  appeals processes, does not remove the right of the student to take action under Australia's consumer protection laws.
1. Notify your Educator 
If a student is unhappy with the quality of training or any related training issue he/she should in the first instance discuss the issue with the trainer, if the student is not comfortable in raising the issue with the trainer or the complaint is not resolved satisfactorily, notify the Academic Manager of the situation.
Staff Responsible

· Educators
· Academic Manager
2. Make an appointment with the Academic Manager

If the trainer is unable to resolve the issue the student can arrange an appointment between the student, and the Academic Manager. (The meeting should take place within 14 days of your discussion with the training coordinator). This should include filling out a ‘Formal Complaint Form’.  Should, this meeting not resolve the issue it will be escalated to the next level.
Staff Responsible
· Academic Manager
3. Escalate to the Director
The Director will review the facts and meet with the student. The Director may request the Academic Manager to be present. This meeting should take place within 14 days of your discussion with the Academic Manager)
Staff Responsible

· Academic Manager
· Director
4. Mediation Commences

Should there be no resolution a mutually agreeable external independent party will be asked to mediate at a date that is suitable for both parties. Fox Education and Consultancy (“FOX”) recommends  https://www.resolution.institute/resolving-disputes/tertiary-student-au
Staff Responsible

· Director
· External independent mediator

Note: each step will be documented and you may be requested to submit your complaint in writing.
Appeals

If you do not agree with the outcome of your assessment you have the right to appeal the assessment decision.
1. Assessment decision

Within 14 days of the outcome being recorded, discuss the rational for the outcome with your Assessor.

Staff Responsible

· Assessor

2. Commencing the appeal process

If you are unable to come to an agreement with your Assessor you must report your intent to appeal the outcome to your Academic Manager and complete the Assessment Appeals form. If required, the Academic Manager will assist you with the form
Staff Responsible

· Assessor

· Academic Manager
3. Lodging the appeal

The Academic Manager will lodge the form within 24hours of receipt
Staff Responsible

· Academic Manager 
4. Moderation of assessment

The Academic Manager will arrange for a different assessor to moderate the document.
If the original outcome is upheld you will be notified of the decision and the reasons for the decision and given the final opportunity to appeal the decision. If the assessment outcome is altered you will be notified and the moderated outcome will be recorded

Staff Responsible

· Academic Manager 

· Alternate assessor

5. Final appeal

If you decide to appeal the moderation outcome the Academic Manager will arrange a moderation panel. The panel will consist of 2 or more alternate assessors. The outcome of the moderation panel will be final.

PLEASE NOTE:  
During the process, an overseas student’s enrolment status will be maintained and the student must continue their studies for the duration of the process, except where their health or safety is potentially at risk or the matter poses a health or safety risk to others.

· FOX will respond; to any complaint or appeal the overseas student makes regarding his or her dealings with the FOX, FOX’s education agents or any related party the registered provider has an arrangement with to deliver the overseas student’s course or related services

· FOX will; commence assessment of the complaint or appeal within 10 working days of it being made in accordance with the complaints handling and appeals process and policy, and finalise the outcome as soon as practicable

· FOX will ensure; overseas students are given an opportunity to formally present his or her case at minimal or no cost and; be accompanied and assisted by a support person at any relevant meetings

· FOX will ensure the overseas student is given a written statement of the outcome of the internal appeal, including detailed reasons for the outcome

· FOX will keep a written record of the complaint or appeal, including a statement of the outcome and reasons for the outcome.

· Where the Complainant or Appellant is an overseas student and their grievance or appeal relates to not meeting course progression requirements or not finishing their course of study in the reported duration, the student will be notified in writing of the intention of FOX to report this to the Department of Education Skills and Employment (DESE) via PRISMS which may result in the Department of Home Affairs (DHA) cancelling their student visa. In this event, the student will be advised they have twenty working days to access the grievance and appeals process.
· As per the company complaint policy, students should informally discuss their concern with their trainer. Where the informal approach is not appropriate, or the student wishes to take the matter further, the matter may be escalated to the formal complaint stage by lodging a ‘Formal Complaint Form’. A ‘Formal Complaint Form’ can be downloaded from the Student Resources section of the college website at (www.fox.edu.au) and the completed application lodged with the administration office

For more information on the dispute resolution process at FOX, please refer to the college Complaints & Appeals Policy at www.fox.edu.au 
If a student wishes to lodge an external appeal or complain about a decision, you can contact the Overseas Students Ombudsman. The Overseas Students Ombudsman offers a free and independent service for overseas students who have a complaint or want to lodge an external appeal about a decision made by their private education or training provider. See the Overseas Students Ombudsman website www.oso.gov.au or phone 1300 362 072 for more information.
The complaints and appeals processes, does not remove the right of the student to take action under Australia's consumer protection laws.
Related processes
1. Feedback
2. Assessment processes
3. Continuous Improvement

4. Refund Policy

	This Policy should be read in conjunction with the following:

	· Standards for Registered Training Organisations (RTOs) 2015 (Standard 6)

· National Code 2018 Standard 10

· Legal Compliance and VET Regulator Policy 

· Privacy and Personal Information Policy

· Quality Assurance and Continuous Improvement Policy
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