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Complaints and Appeals Policy 
RELEVANT STANDARD(S): Outcome Standards for NVR Registered Training OrganisaƟons 
Quality Area 2, Feedback, complaints and appeals, Standard 2.7 and 2.8 and Quality Area 4, 
ConƟnuous Improvement, Standard 4.4 and Compliance Standards for NVR Registered 
Training OrganisaƟons and Fit and Proper Person Requirements Part 2, Division 1, SecƟon 7 
and 8, Division 2, SecƟon 12 and 14 and Division 3, SecƟon 17, 18 and 20 

 

Purpose 
MADEC Community College  is commiƩed to delivering high-quality, student-centred training 
and assessment services in compliance with the Outcome Standards and Compliance 
Standards for Registered Training OrganisaƟons 2025. 

This policy outlines the principles and procedures for managing complaints and appeals in a 
manner that is fair, Ɵmely, confidenƟal, and transparent. Its purpose is to ensure that all 
students, staff, employers, and third-party stakeholders have access to a structured process to 
raise concerns, make complaints, or appeal decisions related to services provided by MADEC 
Community College  or its third-party providers. 

This policy supports the applicaƟon of natural jusƟce and procedural fairness. All parƟes 
involved in a complaint or appeal will be treated respecƞully and equitably, provided with the 
opportunity to respond, and kept informed of progress and outcomes. 

The policy also contributes to MADEC Community College ’s conƟnuous improvement 
framework by ensuring that outcomes of complaints and appeals are reviewed and used to 
improve services, pracƟces, and decision-making processes. 

 

Scope 
This policy applies to all complaints and appeals submiƩed by students, staff, contractors, 
employers, and third-party partners engaged with MADEC Community College . 

It covers any concern related to the quality, delivery, assessment, support services, or conduct 
of individuals involved in the provision of naƟonally recognised training and assessment, 
whether delivered directly by MADEC Community College  or through a third party. 
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This policy ensures: 

1. Accessible Procedures – All stakeholders are made aware of the complaints and 
appeals process through clear and accessible informaƟon at enrolment, inducƟon, and 
throughout their engagement with MADEC Community College . 

2. Accurate Recordkeeping – All complaints and appeals are documented accurately, 
including decisions made, acƟons taken, and outcomes achieved, and stored securely 
in line with privacy and confidenƟality requirements. 

3. Timely CommunicaƟon – Complainants and appellants are informed in wriƟng of 
decisions, including the outcome and raƟonale. 

4. ConƟnuous Improvement – Outcomes of complaints and appeals are reviewed 
regularly and used to idenƟfy improvements to training, assessment, governance, and 
operaƟonal systems. 

 

Policy Principles 
The following principles outline how MADEC Community College  manages complaints and 
appeals in accordance with the Standards for RTOs 2025 and relevant naƟonal legislaƟon. 
These principles support a fair, transparent, and systemaƟc process that protects the rights of 
all parƟes, promotes resoluƟon, and drives conƟnuous improvement across the organisaƟon. 

 

Complaints and Appeals Policy 

The scope of MADEC Community College ’s Complaints and Appeals Policy is communicated 
across the organisaƟon through the Student Handbook, Staff Handbook, and the RTO website. 
The policy ensures that all students, staff, and stakeholders are aware of their rights and the 
procedures for raising concerns. 

MADEC Community College  ensures that all complaints and appeals are: 

 Treated seriously; 

 Handled promptly, imparƟally, sensiƟvely, and confidenƟally; and 

 Managed in line with the principles of natural jusƟce and procedural fairness. 

Each complaint or appeal is addressed individually and in a manner tailored to the specific 
circumstances of the situaƟon. 
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All clients, including students, staff, employers, and third-party partners, have the right to 
express concerns or lodge formal complaints if they are dissaƟsfied with the training, 
assessment, or services provided by MADEC Community College  or any third-party acƟng on 
its behalf. 

Students also have the right to appeal decisions related to assessment outcomes. MADEC 
Community College  ensures all appeals are handled professionally and without bias, giving 
the appellant the opportunity to be heard and respond. 

 

Timeframes and CommunicaƟon 

Complaints and appeals are acƟoned within 10 working days of lodgement. MADEC 
Community College  aims to resolve all complaints within 30 calendar days, and keeps the 
complainant informed of progress throughout the process. 

If resoluƟon takes longer than 60 calendar days, the complainant is provided with a wriƩen 
update outlining the reasons for the delay and an expected Ɵmeframe for finalisaƟon. 

 

Recordkeeping and ConfidenƟality 

All complaints and appeals, along with their outcomes, are recorded in the Complaints and 
Appeals Register and documented in the Student Management System (SMS). These records 
are stored securely. 

No informaƟon about a complaint or appeal is disclosed to third parƟes without wriƩen 
permission from the complainant and authorisaƟon by the Training Manager, unless 
disclosure is required by law. 

 

Types of Complaints 

Complaints may relate to a wide range of issues, including but not limited to: 

1. Conduct of RTO Personnel – including trainers, assessors, administraƟon, or support 
staff. 

2. Third-Party Providers – including concerns related to service delivery by contractors, 
consultants, or agents acƟng on behalf of MADEC Community College . 

3. Fellow Students – including behavioural issues, harassment, or unfair treatment by 
other learners. 
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4. Training and Assessment – including dissaƟsfacƟon with learning resources, delivery 
methods, trainer support, or fairness of assessment. 

5. AdministraƟve Processes – including fees, refunds, enrolment, or progression issues. 

6. FaciliƟes and Access – including physical or digital access barriers, or WHS-related 
concerns. 

 

Grounds for Appeal 

MADEC Community College  recognises that students have the right to appeal an assessment 
decision if they believe it was made in error, unfairly, or without proper consideraƟon of the 
evidence they provided. Appeals will be considered valid when they are based on credible 
grounds and supported by relevant documentaƟon or evidence. Valid grounds for appeal may 
include, but are not limited to: 

1. Incorrect or inconsistent assessment judgement – where the student believes the 
decision does not reflect the evidence submiƩed or observed during the assessment. 

2. Non-adherence to assessment plans or procedures – where the agreed-upon or 
documented assessment process was not followed. 

3. Perceived bias or assessor competency concerns – where the student reasonably 
believes the assessor demonstrated parƟality, conflict of interest, or lacked sufficient 
vocaƟonal competency. 

4. Provision of inaccurate or misleading assessment informaƟon – where students were 
misinformed about the nature, condiƟons, or requirements of the assessment. 

5. Inappropriate assessment tools or methods – where the tools used did not align with 
unit requirements or were not valid or reliable measures of competency. 

6. Faulty or unsafe assessment equipment – where a failure or inadequacy in the 
equipment used may have impacted performance. 

7. Adverse assessment condiƟons – including Ɵme constraints, environmental 
disrupƟons, or personal circumstances that prevented a fair opportunity to 
demonstrate competence. 

All appeals must be submiƩed in wriƟng using the Appeals Lodgement Form and supported 
by clear evidence. Each case will be reviewed individually in line with MADEC Community 
College ’s Complaints and Appeals Procedure. 
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Appeal Outcomes 

All appeal decisions are made fairly and transparently, in accordance with the principles of 
natural jusƟce and based on a review of the evidence and relevant training product 
requirements. 

Once the appeal review process is complete, MADEC Community College  will noƟfy the 
student in wriƟng of the outcome and provide details of any acƟons taken or next steps 
required. 

If the appeal is upheld, correcƟve acƟons may include: 

 Reassessment by a different, qualified assessor to ensure objecƟvity 

 RecogniƟon of prior learning (RPL) or credit granted, where sufficient evidence is 
provided 

 A new assessment opportunity under revised and fairer condiƟons 

If the appeal is not upheld, the student may be required to: 

 Complete further training or obtain addiƟonal workplace experience 

 Submit revised or addiƟonal evidence 

 AƩempt an alternaƟve or supplementary assessment acƟvity 

All appeal outcomes are: 

 Logged in the Complaints and Appeals Register 

 Updated in the Student Management System (SMS) 

 Reviewed by the Training Manager to idenƟfy any improvements to the RTO’s 
assessment tools, processes, or assessor training 

 

Complaints and Appeals Process 

MADEC Community College  manages complaints and appeals in a fair, transparent, and Ɵmely 
manner, in accordance with the principles of natural jusƟce and procedural fairness. The full 
process is outlined in the organisaƟon’s Complaints and Appeals Procedure and is supported 
by accessible lodgement forms and support mechanisms for students, staff, and stakeholders. 

 Accessibility and CommunicaƟon 

All students and stakeholders are provided with clear informaƟon on how to lodge a 
complaint or appeal. This informaƟon is made available in the Student Handbook, Staff 
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Handbook, and on the RTO’s website. Throughout the process, all parƟes are kept 
informed of the steps being taken, the expected Ɵmeframes, and the final outcomes. 

 Informal ResoluƟon First 

Where appropriate, students are encouraged to resolve issues informally by discussing 
the maƩer with their trainer, assessor, or a relevant staff member. If the maƩer 
remains unresolved, they may proceed with lodging a formal complaint or appeal. 

 Lodging a Formal Complaint or Appeal 

Formal concerns must be submiƩed using the Complaints Lodgement Form or Appeals 
Lodgement Form and submiƩed to the NaƟonal RTO Manager or designated officer. 
Assistance is available for students who need help compleƟng the form. 

 ConsultaƟon and Review 

The complaint or appeal will be reviewed by a senior staff member, usually the 
NaƟonal RTO Manager, who will consult with the complainant and respondent to 
gather informaƟon. Where necessary, separate and confidenƟal interviews may be 
conducted to ensure imparƟality and protect the rights of all parƟes involved. 

 ConfidenƟality and Non-RetaliaƟon 

All maƩers are treated as confidenƟal and recorded securely. Students or staff who 
lodge a complaint or appeal are protected from vicƟmisaƟon, discriminaƟon, or 
disadvantage. Complaints and appeals will have no adverse impact on a student’s 
current or future training outcomes. 

 Decision and ResoluƟon 

The final decision is made by the Training Manager or a delegated authority. Where 
appropriate, an independent person not involved in the original maƩer may be 
appointed to ensure an imparƟal outcome. The outcome and reasons for the decision 
will be communicated in wriƟng to the complainant within 30 calendar days. 

 External Review OpƟons 

If a complainant is not saƟsfied with the outcome, they may request a formal review 
by an independent third party. The RTO will provide contact details and facilitate 
access to this opƟon. Any external review costs will be communicated prior to 
engagement and are generally borne by the complainant unless otherwise determined 
by MADEC Community College . 

 ConƟnuous Improvement 
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All complaints and appeals are recorded in the Complaints and Appeals Register, 
monitored by the Compliance Team, and reviewed regularly as part of MADEC 
Community College ’s conƟnuous improvement processes. Outcomes may inform 
changes to procedures, training, assessment, or support services. 

 

Consumer ProtecƟon Officer 

MADEC Community College  appoints the NaƟonal RTO Manager as its designated Consumer 
ProtecƟon Officer. This officer serves as the primary point of contact for students, clients, and 
stakeholders regarding any complaints, appeals, or consumer-related concerns. 

The Consumer ProtecƟon Officer is responsible for: 

 Overseeing the complaints and appeals process, ensuring it is conducted in accordance 
with the principles of natural jusƟce and procedural fairness. 

 Ensuring that all concerns are addressed promptly and appropriately, and that 
complainants are kept informed throughout the resoluƟon process. 

 Providing guidance and support to students in understanding their rights and 
responsibiliƟes. 

 EscalaƟng maƩers to senior management or third-party reviewers, where necessary, 
to ensure imparƟality and fair outcomes. 

In some cases, the NaƟonal RTO Manager may delegate responsibility to another suitably 
qualified and imparƟal staff member. However, the Consumer ProtecƟon Officer retains 
overall accountability for ensuring that the process remains transparent, compliant, and 
aligned with relevant legislaƟon and standards. 

All staff and representaƟves of MADEC Community College  are expected to act in accordance 
with this policy and the organisaƟon’s Code of Conduct when managing or responding to 
complaints and appeals. 

 

Monitoring and Improvement 
MADEC Community College  is commiƩed to using complaints and appeals data to inform 
conƟnuous improvement across all aspects of training and assessment delivery. 

To support this commitment: 

 All complaints and appeals are reviewed regularly by the management team. 
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 Trends, root causes, and systemic issues idenƟfied through complaints and appeals are 
analysed to idenƟfy opportuniƟes for correcƟve acƟon and preventaƟve 
improvements. 

 Complaints and appeals data are discussed during scheduled management and 
conƟnuous improvement meeƟngs, and outcomes are documented as part of the 
organisaƟon’s quality assurance framework. 

This process ensures that: 

 Policies and procedures remain current, effecƟve, and fit-for-purpose. 

 Feedback is used construcƟvely to enhance student experience and outcomes. 

 The organisaƟon conƟnues to comply with the Outcome Standards and Compliance 
Standards for Registered Training OrganisaƟons 2025. 

Through this approach, MADEC Community College  demonstrates its accountability to 
students and stakeholders and its commitment to maintaining a culture of integrity, fairness, 
and quality improvement. 
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Version Control Table 

Date Summary of ModificaƟons Modified by Version 

Aug 2025 Document creaƟon Blu Edge Pty Ltd v 1.0 

Nov 2025 Reviewed and contextualised to MADEC J. Drummond V 1.1 
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