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Complaints and Appeals Policy

1. Purpose

This policy provides a clear, transparent, and fair process for handling complaints and appeals from students and
other stakeholders of RBIT. It ensures that all complaints and appeals are managed in accordance with:

e Standards for RTOs 2025 (Standards 2.7 - Complaints and feedback; 2.8 - Appeals)
e National Code 2018 (Standard 10)

The policy applies to complaints about RBIT services, staff, agents, or third-party arrangements, and ensures
procedural fairness, confidentiality, timely responses, and continuous improvement.

2. Policy

2.1 Scope

This policy applies to:

Students: past, current, and prospective

Staff, trainers, and assessors

Third-party partners, agents and contractors engaged by RBIT
Other stakeholders interacting with RBIT

It covers:

e General feedback (positive or constructive)
e Complaints about services, facilities, staff conduct, third-party arrangements, or training and assessment
outcomes

2.2 Definitions

e Feedback: Comments or suggestions intended to improve RBIT services.

e Complaint: An expression of dissatisfaction requiring a response or resolution.

e Appeal: A request for reconsideration of a decision (e.g., assessment outcomes).

e Procedural fairness: Ensuring all parties have the opportunity to present their case, are treated impartially,
and are informed of decisions.

2.3 Principles

RBIT commits to:
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e Accessibility: Complaints processes are easy to understand and available to all stakeholders.

e Fairness: All parties are given an opportunity to present their case.

e Timeliness: Complaints are acknowledged within 10 working days and resolved within 20 working days,
unless otherwise communicated.

e Confidentiality: Personal information is protected.

¢ No adverse action: Complainants/appellants will not be penalized unless the complaint is proven false or
malicious.

e Continuous improvement: Complaints inform service, training, and operational improvements.

3. Procedure

3.1 Lodging a Complaint or Feedback
e Complaints and feedback may be submitted in writing, via email, verbally, or using the RBIT
e Anonymous complaints are accepted, though resolution may be limited.

e Students requiring assistance can request support from RBIT staff.

3.2 Acknowledgment

e Complaints are acknowledged within 10 working days, confirming receipt and outlining the process and
expected timelines.

3.3 Investigation and Assessment

The responsible manager conducts an investigation following procedural fairness principles.

All parties may provide evidence and responses.

No adverse action is taken against complainants or appellants.

If more than 60 calendar days is required, RBIT will notify the complainant in writing and provide regular
progress updates.

3.4 Resolution and Communication

e Complaints are resolved within 20 working days, unless otherwise communicated.
e Qutcomes are provided in writing and include:

o Decision summary

@ Reasons for the decision

@ Actions taken (if applicable)

o Options for escalation

3.5 Escalation Options

e |[f dissatisfied, complainants may:
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@ Request an internal review by a senior manager or panel

@ Lodge a complaint with an external body, such as:
= Overseas Student Ombudsman (for CRICOS students)
s State/Territory training authorities
s ASQA or other relevant agencies

3.6 Academic Appeals

1. Initial Appeal: Student notifies their Trainer & Assessor; a reassessment may be conducted.

2. Informal Resolution: Encourage discussions with staff for clarification or resolution.

3. Formal Appeal: Submit Complaint & Appeal Form within 10 working days of decision. Include grounds,
evidence, and desired outcome.

4. Review and Decision: RBIT Manager considers the appeal and may confirm or re-assess by another
Trainer/Assessor.

5. Outcome Notification: Written notification is provided, including reasons.

6. External Appeals (CRICOS Students): If internal appeal is unsuccessful, students are advised within 10
working days on accessing external appeals at minimal or no cost.

7. Implementation: Corrective actions are promptly implemented and communicated.

3.7 No Cost

e Lodging a complaint or appeal does not incur any cost to the complainant.

3.8 References

e RBIT - for handling personal information
e RBIT - for submitting complaints/appeals
e External Contacts for Escalation:
o - Phone: 1300 362 072; Email:
L] (click here)
o - Phone: (07) 3738 7000 / 1800 017 288; Email:

drc.sq@justice.qld.gov.au

4. Record Keeping

e All complaints, appeals, evidence, investigations, and outcomes are documented and securely stored.
e Records are retained for a minimum of 2 years following completion or cessation of enrolment.
e Information is used for continuous improvement and audit purposes.



