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Purpose

The purpose of this policy and procedure is to outline DIC's approach to
managing dissatisfaction, formal complaints and appeals of students, clients,
staff, and other members of the community. It provides a transparent
approach for all complaints and appeals to be addressed in a fair, efficient,

and confidential manner.

This policy and procedure ensure compliance with Standard 2.7,2.8,4.4 of the

Outcome Standards for registered training organisations 2025.

This policy/procedure also supports ‘Standard 10 — Complaints and Appeals’
of the ‘National Code of Practice for Registration Authorities & Providers of

Education & Training to Overseas Students 2018’

Definitions

Feedback is information about reactions to a product (e.g., training
materials, assessment process, facilities), a person's performance or
behaviour (e.g., trainers, staff, another student), or other matters used for

continuous improvement. Feedback can be positive or negative.

Complaint means a person’s formal expression of dissatisfaction with any
product or service provided by DIC.

Appeals are requests for a review or reconsideration of decisions made by
the DIC. These decisions could involve assessments or access to support

services.

Good Practice Framework— A five-stage model (Prevention, Early
Resolution, Formal Process, Review, Continuous Improvement) that guides

the effective and learner-centred management of complaints and appeals
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(Appendix A).

Fact Sheet: Feedback, Complaints and Appeals

Services means training, assessment, related educational and support
services and/or activities related to the recruitment of prospective learners.
It does not include services such as student counselling or mediation
support.

Standards means the Outcome Standards for Registered Training
Organizations (RTOs) 2025 from the VET Quality Framework
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Policy 1. To minimise the occurrence of complaints, DIC implements proactive
strategies that promote a positive and transparent environment:

e Clear Expectations: DIC Learners and staff are informed of their
rights, responsibilities, and behavioural standards through
orientation and accessible documentation.

e Supportive Culture: A respectful and inclusive environment is
fostered where concerns can be raised early without fear of reprisal.

e Proactive Communication: Regular feedback is encouraged to
identify and address issues before they escalate.

2. DICresponds to all allegations involving the conduct of:
e DIC, its trainers and assessors and other staff.
e Any student or client of DIC.

3. Complaints may be made in relation to any of DIC’s services and
activities such as:

e The application and enrolment process
e Marketing information
e The quality of training and assessment provided.

e Training and assessment matters, including student progress,
student support and assessment requirements.

e The way someone has been treated.
e The actions of another student.

4. Appeals should be made to request that a decision made by DIC is
reviewed. Decisions may have been about:

e Course admissions.

e Refund assessments.

e Response to a complaint

e Assessment outcomes / results

e Other general decisions made by DIC.

5. DIC is committed to developing a procedurally fair complaints and
appeals process that is carried out free from bias, following the
principles of natural justice (Appendix B).

6. Through this policy and procedure, DIC ensures that complaints and
appeals:

e Areresponded toin a consistent and transparent manner.

e Are responded to promptly, objectively, with sensitivity and
confidentiality.

e Are able to be made at no cost to the individual.

e Are used as an opportunity to identify potential causes of the
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complaint or appeal and take actions to prevent the issues from
recurring as well as identifying any areas for improvement.

DIC acknowledges the need for an appropriate independent party to
be appointed to review a matter where this is requested by the
complainant or appellant and the internal processes have failed to
resolve the matter. Costs associated with independent parties to
review a matter must be covered by the complainant/appellant
unless the decision to include an independent party was made by
DIC. The independent party recommended by DIC is Ombudsman
who doesn’t charge any fees, however complainants and appellants
are able to use their own external party at their own cost.

Each party may be accompanied and assisted by a support person at
any relevant meetings.
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Policy

10.

11.

12.

13.

14.

15.

Complaints and appeals should be made in writing using the
Complaints and Appeals Form, or other written format and sent to
DIC’s office at Level 18, 45 Grenfell Street, Adelaide, and SA 5000
attention to the Student Admin.

Appeals must be made within 20 calendar days of the original decision
being made.

When making a complaint or appeal, provide as much information as
possible to enable DIC to investigate and determine an appropriate
solution. This should include:

The issue you are complaining about or the decision you are
appealing — describe what happened and how it affected you.

Any evidence you have to support your complaint or appeal.
Details about the steps you have already taken to resolve the issue.
Suggestions about how the matter might be resolved.

Where a student chooses to access complaints procedure, DIC will
maintain the student’s enrolment while the complaints/appeals
handling process is ongoing.

DIC will commence the process for internal complaint/appeal within
10 working days of receiving the complaint/appeal.

Complaints and appeals will be finalised within 60 calendar days
unless there is a significant reason for the matter to take longer. In
matters where additional time is needed, the complainant or
appellant will be advised in writing of the reasons and will be
updated weekly on the progress of the matter until such a time as
the matter is resolved.

DIC will maintain a record of all complaints and appeals and their
outcomes on the DIC-019 Complaints and Appeals Register.

IF the internal or any external complaint handling or appeal process
results in a decision that supports the student, DIC will immediately
implement any decision and/or corrective and preventative action
required and advise the student of the outcome.

Nothing in this policy and procedure limits the rights of an individual
to take action under Australia’s Consumer Protection laws and it
does not circumscribe an individual’s rights to pursue other legal

remedies.
Document Name: Durban Complaint & Grievance Policy & Procedure Created Date: January 2008
Document No: DIC-017 Version No: V3.4 Last Modified Date: June 2025
© Durban International College Pty. Ltd Page Sequence: Page 5 of 16




Durban International College Pty. Ltd.

A. Receive and Acknowledge Formal or informal Complaint. CEO / staff as required

e Informal complaints: Where possible all non-formal attempts shall be
made to resolve the grievance. This may include advice, discussions,
and general mediation in relation to the issue and the student’s
grievance.

e Formal Complaints: Formal complaints are made in writing by the
complainant with an attention to the student admin using the DIC-017-
F1 Durban Complaints/Appeal Form.

e Thereis ‘no cost’ to the student to submit a complaint or appeal

e The admin should review all complaints upon receipt.

e Acknowledge receipt of complaint in writing by sending a letter to
complainant within 7 working days of receipt. Use Complaint/ Appeal
Acknowledgement Letter.

e Record details of the complaint on the DIC-019 Complaints and
Appeals Register.

B. Investigate the Complaint CEO/ staff as required

e Upon receiving the complaint, the matter is to be investigated to
ensure all relevant information is available and it is accurate and
complete.

e Further details from the complainant, respondent or other involved
parties may be requested during this stage. This may be in writing,
over the phone, or face-to-face.

e The DIC staff will review the information and decide on an appropriate
response.

Note: The complaint must be completely resolved within 60 calendar
days of receipt of the original complaint. If the matter is particularly
complex and it is going to take longer to resolve, the complainant is to
be advised in writing along with reasons for the extra time. They must
be provided with updates on progress on a weekly basis thereafter
until the matter is resolved.

C. Aduvise of the Outcome and update records CEO/ staff as required

e Provide a written response to the complainant using Complaint
resolution letter outlining:

—The RTO’s understanding of the complaint.
— The steps taken to investigate and resolve the complaint.

— Decisions made about resolution, with reasons for the
decisions made.

— Areas that have been identified as possible causes of the
complaint and improvements to be recommended.

—Their right to access the appeals process if they are not
satisfied with the outcome of the complaints process.

e Update the Complaints and Appeals Register so it includes the
outcome of the complaint.

Document Name: Durban Complaint & Grievance Policy & Procedure Created Date: January 2008

Document No: DIC-017 Version No: V3.4 Last Modified Date: June 2025

© Durban International College Pty. Ltd Page Sequence: Page 6 of 16




Durban International College Pty. Ltd.

e Keep a copy of the complaint and supporting documents in the
Complaints file and in the student or staff file (where relevant).
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D. Receive and Acknowledge Appeal. CEO/ staff as required

e Internal Appeals: All students have the right to appeal decisions made
by the DIC where reasonable grounds can be established. The areas in
which a student may appeal a decision made by the DIC may include:

- Assessments conducted.

- Reported breaches of academic performance or attendance
requirements.

- Deferral, suspension, or cancellation decisions made in relation
to the student’s enrolment.

- Or any other conclusion that is made after a complaint has been
dealt with by the DIC in the first instance.

e To activate the appeals process the student is to complete an ‘appeal’
application which is to include a summary of the grounds the appeal
is based upon. The reason the student feels the decision is unfair is to
be clearly explained and help and support with this process can be
gained from student administrations department.

e Acknowledge receipt of appeal in writing by sending a letter to
appellant within 7 working days of receipt. Use Complaint/Appeal
Acknowledgement Letter.

e Record details of appeal on the Complaints and Appeals Register.

E. Respond to assessment appeals. CEO/ staff as required

e |In the case of appeals against assessment decisions, the original

assessment decision will be reviewed by having an assessor
independent of the original decision mark the assessment task again.

e The assessment decision made during the appeals process will be
considered the actual assessment outcome for the task.

e Advise the student of the outcome of the appeal as per point G below
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F. Respond to appeals against non-academic decisions. CEO/ staff as required

e Upon receiving the appeal, the matter is to be investigated to identify
the original decision made and the reasons for the decision.

e  Further details from the appellant, respondent, the person who made
the original decision, or other involved parties may be requested
during this stage. This may be in writing, over the phone, or face-to-
face.

e DIC's staff will review all relevant information and decide on an
appropriate response. Note: The appeal must be resolved within 60
calendar days of receipt of the original appeal. If the matter is
particularly complex and it is going to take longer to resolve, the
appellant must be advised in writing along with reasons for the extra
time. They must be provided with progress updates on a weekly basis
thereafter until the matter is resolved.

e The CEO shall be notified and shall seek details regarding the initial
documentation and about the decision made based on the grounds of

the appeal.
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G. Appealing decisions to report breach of academic requirements. CEO/ staff as required

Where a student wishes to appeal the decision of the DIC to notify DHA
of a breach of academic requirements the student shall lodge, in writing,
a letter outlining the details of their appeal. The student should have
extenuating circumstances as to why they have breached their
requirements and must be able to provide evidence of these
circumstances.

The appeal shall be lodged with student administrations department and
the appeal shall be entered into the ‘complaints and appeals register’.

The CEO shall be notified and shall seek details regarding the initial
documentation of the breach and notified about the decision made
based on the grounds of the appeal.

The student shall be notified in writing of the outcome and the
‘complaints and appeals register’ updated.

Where a student has decided to access the appeals process in relation to
a reportable breach, the DIC will not report the breach until the appeals
process has been undertaken. The DIC is required to maintain all relevant
responsibilities until the breach has been reported to DHA(Department
of Home Affairs) via PRISMS.

H. Appealing deferrals, suspension or cancellation of enrolment decisions. | ceo/ staff as required

Where a student wishes to appeal a decision relating to deferment,
suspension, or cancellation of their enrolment they are required to
lodge, in writing, a letter outlining the details of their appeal. The
student should have extenuating circumstances as to why the decision
should be reviewed and any supporting documentation supporting their
appeal.

The appeal shall be lodged this with student administrations department
and the appeal shall be entered into the ‘complaints and appeals
register’.

The CEO shall be notified and shall seek details regarding the initial
documentation of the breach and notified about the decision made
based on the grounds of the appeal.

The student shall be notified in writing of the outcome and the
‘complaints and appeals register’ updated.

Where a decision or outcome is in favour of the student the DIC shall
follow the required action to satisfy the student’s grievance as soon as

practicable.
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I. Advise appellant of the outcome and update records CEO/ staff as required
e Provide a written response to the appellant outlining:
— The DIC’s understanding of the reasons for the appeal.
— The steps taken to investigate and resolve the appeal.
— Decisions made about resolution and reasons for the decisions.

e Areas that have been identified as possible causes of the appeal and
improvements to be recommended.

e Update the Complaints and Appeals Register so it includes the
outcome of the appeal.

o Keep a copy of the appeal and supporting documents in the
Complaints file and in the student or staff file (where relevant).

J. External Complaint or appeal

e If the matter is still unresolved after the above procedures have been CEO/staff as required
implemented and the internal appeals process exhausted, students
may wish to contact the following organisation at no cost to the
student.

Call: 1300 362 072* within Australia.

Outside Australia call +61 2 6276 0111.
Enquiries 9am to 5pm Monday to Friday (AEST)
Fax: 02 6276 0123 within Australia.

Outside Australia +61 2 6276 0123.

Email: ombudsman@ombudsman.gov.au

e DIC will not update the student’s status via PRISMS until the appeals
process is completed. The DIC is required to maintain all relevant
responsibilities until the change in enrolment status has been reported
to DHA (Department of Home Affairs) via PRISMS.

e Where a decision or outcome is in favor of the student DIC shall follow
the required action to satisfy the student’s grievance as soon as

practicable.
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K. Feedback as preventative measure(Refer Appendix A)
DIC is committed to proactively collecting and utilizing feedback to
support early issue identification, enhance service quality, and prevent
complaints or appeals.
To achieve this, the organisation will:
e Collect feedback through methods such as one-on-one interviews and
structured feedback forms in a timely manner.
e Foster a safe and open environment for feedback by:
e Ensuring anonymity where appropriate.
e Clearly communicating how feedback will be used and the
value it brings to continuous improvement.
Feedback will be reviewed and analysed on a regular basis to:
e Identify trends and recurring themes.
e Detect early warning signs of dissatisfaction.
e Inform and guide preventive actions and service improvements
(Outcome standard 2.7,4.4)

CEO/staff as required
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L. Complaints & Appeals Monitoring, Analysis, and Continuous
Improvement(Refer Appendix A):

Root Cause Analysis:
DIC is committed to using complaints and appeals data to identify systemic
issues and improve service quality. All complaints and appeals are recorded
and reviewed regularly to:
Identify root causes of recurring issues using structured analysis method- 5
Whys, this structured method involves asking “Why?” iteratively (typically five
times) until the underlying cause of the issue is identified. The analysis will be
used to inform corrective actions.

Trend Analysis

All complaints will be recorded in the Complaints and Appeals Register, which
will be reviewed regularly to identify emerging trends and recurring issues. A
structured trend analysis will be conducted to detect patterns over time,
including:

e Recurring Issues or Systemic Problems: Identifying complaints that
occur frequently or indicate underlying systemic concerns.

¢ Trends Across Departments, Courses, or Time Periods: Analysing data
to determine if specific areas or timeframes are associated with higher
complaint volumes.

o Effectiveness of Corrective Actions: Evaluating whether previously
implemented corrective measures have successfully addressed the
issues raised.

This analysis will contribute to ongoing quality enhancement by guiding
informed decision-making. All identified opportunities for improvement will be
documented in the DIC Continuous Improvement Register (Outcome
Standard2.7, 4.4)

CEO/staff as required
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Appendix A

DIC Good Practice Framework for managing complaints and appeals:
1. Prevention

DIC is committed to fostering a respectful, inclusive, and transparent environment that minimises the
likelihood of complaints. Preventative strategies include clear communication of expectations, accessible
information about rights and responsibilities, and proactive engagement with learners and staff.

2. Early Resolution

DIC encourages the resolution of concerns at the earliest opportunity and at the point of origin. Informal
discussions between the complainant and relevant staff are supported to resolve issues quickly and
respectfully. Staff are trained to listen actively, respond empathetically, and document informal resolutions
where appropriate.

3. Formal Complaints and Appeals Process

Where early resolution is not possible or appropriate, a formal process is available. DIC ensures all formal
complaints and appeals are handled fairly, confidentially, and without prejudice. Timeframes for investigation
and resolution are clearly communicated and adhered to.

4. Review and Escalation

If a complainant is dissatisfied with the outcome of a formal complaint or appeal, they may request a review.
DIC provides information on external review options, including relevant regulatory and oversight bodies.

5. Continuous Improvement

DIC uses feedback, complaints, and appeals as opportunities for continuous improvement. All complaints and
appeals are recorded, analysed for trends, and reported to CEO. Outcomes inform updates to policies,
procedures, and staff training. The effectiveness of the complaints and appeals process is reviewed annually.

Refer Fact Sheet: Feedback, Complaints and Appeals

Each stage is integrated into the procedures outlined in this policy to ensure a responsive and quality-driven
approach.

Appendix B

DIC is committed to ensuring that all complaints and appeals are handled in accordance with the principles of natural

justice.
Principles of Natural Justice

e The Right to a Fair Hearing: Each individual involved in a matter will be given a reasonable opportunity

to present their case and respond to any allegations or evidence presented.

e The Rule Against Bias: Decisions will be made by individuals who are impartial and have no actual or

perceived conflict of interest.
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e Provision of Reasons: Where appropriate, clear and understandable reasons for decisions will be

provided to ensure transparency, accountability, and trust in the process(Ombudsman Western

Australia GUIDELINES).
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SUMMARY OF CHANGES:

April - 2008 Version 1.1 - Partial Revision
June — 2009 Version 1.2 — Partial Revision
July — 2010 Version 1.3 — Partial Revision
July —2011 Version 1.4 — Partial Revision

August - 2012

Version 2.0 - Full Revision ( NVR Standards 2011)

February - 2013

Version 2.1 - Partial Revision(NVR Standards 2012)

March — 2013 Version 2.2- Partial Revision (links )
April — 2015 Version 3.0 — Full Revision
April —2018 Version 3.1 — Partial Revision

January-2023

Version 3.2- Partial Revision

March — 2024 Version 3.3- Full Revision

June-2025 Version 3.4-Full Revision-Outcome Standards for NVR RTOs 2025.
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