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COMPLAINTS AND APPEALS POLICY AND PROCEDURE 

INTRODUCTION 

This policy establishes a fair, transparent and accessible framework for managing complaints and appeals at 

Australian College of Technology and Business Pty Ltd (ACTB). It reflects ACTB's commitment to continuous 

improvement and to the rights of all students, staff, agents and third parties. 

ACTB implements this Complaints and Appeals Policy in accordance with the requirements of the Department 

of Home Affairs (DHA) for CRICOS Providers and in compliance with the applicable regulatory and legislative 

requirements. 

This policy applies to all current and prospective students (domestic and international), all ACTB staff, trainers, 

assessors and managers, and education agents and third-party service providers acting on ACTB's behalf. All 

staff — particularly trainers, assessors and student services staff — must be familiar with this policy and be able 

to direct students to the appropriate process. 

LEGISLATION 

This policy is made under and must be read in conjunction with the following legislation and regulatory 

instruments: 

• Education Services for Overseas Students Act 2000 (ESOS Act) 

• National Code of Practice for Providers of Education and Training to Overseas Students 2018 (National 

Code 2018) — Standard 10 

• Education Services for Overseas Students Regulations 2019 (ESOS Regulations) 

• ASQA Standards for Registered Training Organisations 2025 

• Privacy Act 1988 (Cth) 

• Australian Consumer Law 

DEFINITIONS 

Complaint — An expression of dissatisfaction regarding but not limited to a service, action, conduct, 

interactions, decision or omission by ACTB, its staff, agents or third-party providers. 

Appeal — A request by a student or staff member to reconsider a decision made by ACTB (e.g., an assessment 

outcome, enrolment decision or other administrative decision). 

Complainant — The person lodging a complaint. 

Appellant — The person lodging an appeal. 

RTO Manager — The person responsible for the day-to-day operation and compliance of ACTB's RTO functions. 

CEO or Delegate — The Chief Executive Officer or their authorised delegate — the senior decision-maker at 

ACTB. 

Support Person — A person chosen by the complainant or appellant to accompany and assist them (may not 

act as a legal representative unless ACTB agrees) during meetings. 
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RESPONSIBILITY 

• The CEO or delegate is responsible for the overall implementation of this policy; approves outcomes in 

complex matters; reviews the policy annually; and appoints independent mediators where required. 

• The RTO Manager is responsible for day-to-day management of complaints and appeals; overseeing 

investigations; preparing written responses; and ensuring the Complaints and Appeals Register is 

maintained. 

• Student Services is responsible for receiving initial submissions; recording information in the Complaints 

and Appeals Register; sending acknowledgement letters; and checking in with complainants/appellants at 

least fortnightly during proceedings. 

• Trainers and Assessors are the first point of contact for informal resolution; participate in investigations 

when relevant; and implement corrective actions as directed. 

• All staff must treat all parties with fairness, dignity and respect and must be familiar with this policy. 

POLICY STATEMENT 

ACTB is committed to ensuring that all complaints and appeals are handled fairly, efficiently and without fear of 

reprisal. ACTB guarantees that: 

• All students have access to this policy and understand their rights as consumers. 

• ACTB will maintain a student's enrolment while a complaint or appeal is being processed (in accordance 

with Standard 10 of the National Code 2018). 

• Complaints and appeals processes are available at no cost to students. 

• All parties have the right to be accompanied by a support person at any stage of the process. 

• Complaints are assessed in a professional, fair, transparent and timely manner. 

• Confidentiality will be maintained throughout the process — only those directly involved will have access 

to information about the complaint or appeal. 

• Victimisation of any party involved in the complaints or appeals process will not be tolerated. 

• The rights of both the complainant/appellant and the respondent will be protected at all times. 

• Complainants and appellants may access external dispute resolution at any stage. 

• Written records of all complaints and appeals, including outcomes and reasons for decisions, will be 

recorded and retained securely for a minimum of five (5) years after the student ceases to be an accepted 

student at ACTB (in accordance with ASQA Standards for RTOs 2025 and National Code 2018). 

• ACTB will use complaints and appeals to drive continuous improvement. 

• ACTB will not report a student to the Department of Home Affairs via PRISMS until the internal complaints 

and appeals process has been finalised. 

TYPES OF COMPLAINTS AND APPEALS 

Complaints may be raised about academic or non-academic matters, including but not limited to: 

• Training delivery, content or learning resources 

• Assessment decisions, methods or outcomes 

• Trainer, assessor or staff conduct 

• Application or enrolment procedures 

• Marketing or recruitment information (including advice from education agents) 
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• Student progress monitoring or intervention 

• Issuing of qualifications or statements of attainment 

• Third-party services delivered on ACTB's behalf 

• Fees, refunds or other financial matters 

• Discrimination, harassment, bullying or victimisation 

• Breach of privacy or confidentiality 

• Workplace learning or placement arrangements 

• Course suspension, deferral or cancellation decisions 

 

Appeals may be lodged against any formal decision made by ACTB, including: 

• Assessment results or competency determinations 

• RPL/Credit Transfer decisions 

• Enrolment suspension, deferral or cancellation 

• Refund decisions 

• Any other administrative decision that adversely affects the student 

KEY TIMEFRAMES 

COMPLAINTS 

– Acknowledgement: within 5 business days of receipt 

– Investigation commencement: within 15 business days of lodgement 

– Target resolution: within 60 calendar days of commencement 

– Written outcome to complainant: within 15 business days of conclusion of investigation 

APPEALS 

• Deadline to lodge an appeal: within 20 business days of notification of the decision being appealed 

• Acknowledgement: within 5 business days of receipt 

• Review commencement: within 15 business days of lodgement 

• Target resolution: within 60 calendar days of commencement 

• Written outcome to appellant: within 15 business days of conclusion of review 

 

PROCEDURES — COMPLAINTS HANDLING 

Step 1 — Informal Resolution (Recommended First Step) 

Before a formal complaint is lodged, ACTB strongly encourages informal resolution. The complainant should 

first raise the issue directly with the relevant trainer, assessor or staff member. If unresolved or if the complainant 

is uncomfortable doing so, the matter should be escalated to the RTO Manager. If the complaint is about the 

RTO Manager, it should be directed to the CEO or Delegate. Students must continue to attend classes and 

maintain enrolment while the matter is being addressed informally. If the matter cannot be resolved informally 

within a reasonable time, the complainant should proceed to lodge a formal complaint. 
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Step 2 — Formal Complaint Submission 

The complainant completes a Complaint Form (available from ACTB Administration or the ACTB website at 

www.actb.com.au) and submits it to the CEO or Delegate, or RTO Manager. If submitted verbally, staff must 

encourage the complainant to complete a written form. If the complainant is unwilling to do so, staff must 

record as much detail as possible using the Complaint Form template and enter the data into the Complaints 

and Appeals Register. All submissions — whether written, verbal or electronic — must be recorded in the 

Complaints and Appeals Register within 5 business days of receipt. A note is to be placed on the student's file 

(where applicable). 

Step 3 — Acknowledgement 

An Acknowledgement of Complaint letter must be sent to the complainant within 5 business days of receiving 

the complaint. The letter must include: confirmation of receipt; an outline of the complaints handling process; 

the expected timeframe for resolution; and the name of the staff member managing the matter. 

Step 4 — Notification and Assignment 

The RTO Manager must be notified and provided with a copy of the Complaint Form immediately upon receipt. 

Where the complaint is about the CEO or Delegate, or RTO Manager, an independent external consultant with 

experience in RTO complaints must be appointed to manage the investigation. 

Step 5 — Investigation 

The investigation must commence within 15 business days of the formal complaint being lodged. The 

investigation must include: meeting with the complainant to understand their concern and desired outcome; 

consulting with any witnesses, respondents or other relevant parties; reviewing all relevant evidence, records, 

correspondence and materials; and consulting with a legal advisor or compliance consultant if required. Student 

Services must check in with the complainant at least fortnightly during the investigation to assess wellbeing and 

provide a progress update. Where a complaint relates to a student facing reporting to the Department of Home 

Affairs (e.g., for unsatisfactory attendance or progress), ACTB must maintain the student's enrolment throughout 

the process. 

Step 6 — Prepare Written Response 

A written response must be prepared within 15 business days of the conclusion of the investigation. The 

response must include: ACTB's obligations as an RTO and the regulatory framework applied; a summary of the 

evidence reviewed and the process followed; the outcome and the reasons for the outcome; and any corrective 

actions or disciplinary measures to be taken and the timeframe for implementation. The target for full resolution 

is 60 calendar days from commencement of the formal investigation. If this is not achievable, the complainant 

must be notified in writing with reasons and a revised timeline, and updated fortnightly thereafter. 

Step 7 — Communicate the Outcome 

The outcome must be communicated to the complainant in an in-person meeting (or virtual meeting if in-

person is not possible). The written response is to be provided to the complainant at the meeting. The response 

must not be provided via a third party. The complainant must be advised of their right to bring a support person 

and their right to access independent external review if dissatisfied. The outcome must be recorded in the 

Complaints and Appeals Register. Where the outcome is in favour of the complainant, ACTB must implement 

the decision and any corrective actions immediately. 

Step 8 — Independent / External Review 

Where the complainant remains dissatisfied with the outcome or the handling of the complaint, the RTO 

Manager must arrange for the matter to be referred to an appropriate independent third-party mediator. Any 

recommendations made by the independent mediator will be accepted as final and implemented by ACTB within 

10 business days without prejudice. If the complainant remains dissatisfied, they may refer the matter to an 

external body (see External Review Bodies below). 
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PROCEDURES — APPEALS HANDLING 

The appeals procedure mirrors the complaints handling procedure above. Key additional provisions for appeals 

are as follows: 

• Appeals must be lodged within 20 business days of the appellant being notified of the decision being 

appealed. 

• The appellant completes an Appeals Form (available from ACTB Administration or the ACTB website) and 

submits it to the CEO or Delegate, or RTO Manager. If submitted verbally, staff must encourage written 

submission; if unwilling, staff must record as much detail as possible and enter it into the Complaints and 

Appeals Register. 

• An Acknowledgement of Appeal letter must be sent to the appellant within 5 business days. 

• Where an appeal relates to an assessment decision, a re-assessment may be recommended. The appellant 

must receive detailed feedback identifying gaps in their skills and knowledge. Additional support or 

training must be offered prior to re-assessment. The re-assessment should be conducted by a different 

assessor where practicable, and must be scheduled as soon as practicable following the appeal outcome. 

• ACTB will not finalise any PRISMS reporting for an international student until the internal appeals process 

is concluded. 

• International students who have received a Notice of Intention to Report have 20 working days from the 

date of receipt of that notification to lodge a written appeal. ACTB will maintain the student's enrolment 

during this period. 

• Where the outcome is in favour of the appellant, ACTB must implement the decision immediately. 

• Where the appellant remains dissatisfied after the internal process, they may refer the matter to an external 

body (see External Review Bodies below). 

INTERNATIONAL STUDENTS — IMPORTANT 

Under Standard 10 of the National Code 2018, ACTB must maintain the enrolment of an international student 

while the internal complaints and appeals process is ongoing. Students must continue to attend classes 

during this period. ACTB will not report a student to the Department of Home Affairs via PRISMS until the 

complaints/appeals process has been finalised. 

 

EXTERNAL REVIEW BODIES 

Students may contact the following external bodies at any stage of the complaints or appeals process: 

 

Body Scope Contact 

Overseas Students 

Ombudsman (OSO) 

Free, independent service for international students 

with complaints about private providers. Covers: 

admission, fees/refunds, transfers, progress/attendance, 

cancellation, accommodation, agent advice, OSHC, 

grades and academic decisions. 

www.ombudsman.gov.au 

1300 362 072 

Queensland Office of Fair 

Trading 

Consumer rights and fair trading matters for 

Queensland-based students and transactions. 

www.qld.gov.au/law/fair-

trading 13 74 68 

ASQA 
Complaints about the quality of training and 

assessment delivered by ACTB. 
www.asqa.gov.au 
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RECORDS 

The Complaints and Appeals Register will be maintained and managed by the Student Services team. All 

submissions must be recorded within 5 business days of receipt, and outcomes recorded within 5 business days 

of determination. 

All records must be accurate, up to date, and accessible to authorised staff and relevant regulatory authorities 

upon request. Records must include all formal correspondence, investigation notes, outcomes, and any 

corrective actions taken. 

CONTINUOUS IMPROVEMENT 

• All improvement opportunities identified through complaints and appeals must be recorded in the 

Continuous Improvement Register and discussed at the next management meeting. 

• Where an outcome is in favour of the complainant or appellant, corrective actions must be implemented 

immediately. 

• This policy will be reviewed at least annually, or earlier if required by changes to ASQA Standards, National 

Code 2018, the ESOS Act, or other applicable legislation. 

CONFIDENTIALITY AND PRIVACY 

All information gathered during a complaint or appeal investigation is confidential. ACTB will limit access to 

those directly involved in the process, handle all personal information in accordance with the Privacy Act 1988 

(Cth) and ACTB's Privacy Policy, and not disclose information to third parties without consent unless required 

by law or regulatory bodies. 

ACTB will not subject any student, staff member, or other party to any detriment for making a complaint or 

lodging an appeal in good faith. Victimisation, bullying, harassment, threats, coercion, or adverse changes to 

enrolment or employment conditions as a result of a complaint or appeal will be treated as a serious disciplinary 

matter. 

PUBLICATION 

This Complaints and Appeals Policy and Procedure will be made available to staff, students and persons seeking 

to enrol with Australian College of Technology and Business P/L through publication on the College's website 

(www.actb.com.au). 

DOCUMENT CONTROL 

Date Rationale / Summary of Changes Actioned By 

March 2021 Initial policy created; reviewed with no changes required. Saurabh Thaper 

December 2022 
Legislation detail added; formatting updated per revised Policy 

Template. 
Monique Harris / Tracey Peng 

April 2026 

Full revision: merged with Complaints Handling Procedure; 

aligned to ASQA Standards for RTOs 2025 and National Code 

2018; step-by-step procedures added; timeframe summary 

added; international student protections strengthened; 

Queensland-specific external bodies added; continuous 

improvement and confidentiality sections added; recordkeeping 

updated to 5 years. 

ACTB Management 
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