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Appeals Procedure

RELEVANT STANDARD(S): Outcome Standards for NVR Registered Training Organisations
Quality Area 2, Feedback, complaints and appeals, Standard 2.7 and 2.8 and Quality Area 4,

Continuous Improvement, Standard 4.4 and Compliance Standards for NVR Registered
Training Organisations and Fit and Proper Person Requirements Part 2, Division 1, Section 7
and 8, Division 2, Section 12 and 14 and Division 3, Section 17, 18 and 20

MADEC Community College Appeals Procedure

PURPOSE

This procedure provides a structured and transparent
process for managing appeals at MADEC Community
College, ensuring compliance with the Outcome
Standards and Compliance Standards for Registered
Training Organisations 2025 and consistency with MADEC
Community College’s Complaints and Appeals Policy.

It outlines the responsibilities, steps, and timeframes
required to ensure that all appeals are handled fairly,
impartially, and in accordance with the principles of
natural justice and procedural fairness.

This procedure supports students’ rights to question
assessment outcomes and ensures that all appeals are
thoroughly reviewed, documented, and resolved in a
timely manner. It also enables the organisation to monitor
appeal outcomes and use the findings to drive continuous
improvement in training, assessment, and support
services.

Modifications to this procedure may only be made with
the written approval of the National RTO Manager

ROLE UNDERTAKING TASK

National RTO Manager/State Training Manager

DOCUMENT UPDATE
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STEP 1 — Initial Review of Appeal

Who Actions

1.1

Student

In case a student is dissatisfied with the assessment outcome,
their initial step should involve engaging in a discussion with
the Trainer and Assessor. This conversation aims to explore
the decision and available options, enabling the student to
gain a comprehensive understanding of the reasons behind
the assessment outcome.

1.2

Trainer and
Assessor

In order to seek resolution, engage in a discussion with the
learner and:

1) Offer specific feedback regarding their performance,
2) Identify areas for improvement, and

3) Present options to the learner, such as additional training
and/or assessment.

If the matter is successfully resolved, assess if any areas can
be enhanced and record any identified improvement
opportunities in the Continuous Improvement Register.

If the matter remains unresolved, inform the learner about
their right to appeal the decision and direct them to the
Complaints and Appeals Policy on the website or Student
Handbook.

Provide the learner with access to the Appeals Lodgement
Form.
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STEP 2 — Lodgement of Appeal

No.
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Who Actions

2.1

Student

It is important to promptly submit the appeal in writing using
the Appeals Lodgement Form.

A confirmation email will be sent to the student upon receipt
of the appeal, indicating that the MADEC Community College
staff will reach out once the form has been lodged.

2.2

Admin Staff

Following the submission of the appeal, the Administrative
Staff will be notified via email regarding the lodgment of the
appeal.

Maintain the student record in the Student Management
System (SMS) by creating a note that documents the nature
of the appeal.

2.3

National
RTO
Manager

Upon the lodgment of the appeal, the National RTO Manager
will be notified via email regarding the submission of the
appeal.

Undertake a collaborative review of the lodged appeal,
involving relevant stakeholders.

If necessary, appoint stakeholder(s) or MADEC Community
College staff who are independent of the appeal to address
the matter within the specified timeframes.
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STEP 3 - Processing the Appeal

No.
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Who

Actions

3.1

National
RTO
Manager/
Assigned
Staff

a.

Engage in communication with the appellant and, if
necessary, request additional evidence to support their
appeal.

Strive to expedite the resolution of the complaint, aiming to
complete the process within 30 days from the assignment of
the action item or within the timeframe specified by the
Training Manager. Possible actions may include, but are not
limited to:

1) Reviewing the application form and accompanying
evidence.

2) Evaluating all assessment documentation and procedures.

3) Conducting an interview with the appellant to provide
them with a formal opportunity to present their claim.

Ascertain the outcome of the appeal and provide a detailed
explanation that justifies the decision.

Maintain regular communication with the student, informing
them of the actions being taken and providing dates once the
appeal has been resolved.

If the outcome necessitates re-assessment, proceed to Step
4.

If the outcome does not involve re-assessment, proceed to
Step 5.
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STEP 4 — Conducting Re-Assessment

No. | Who Actions

a. Make arrangements for the re-assessment and provide
written notification to the appellant, following the
established assessment procedures.

b. Update the appeal register to reflect the progress and
outcome of the re-assessment.

c. The appellant has the option to designate an independent
observer who can be present during the re-assessment.

National d. Conduct the re-assessment according to the prescribed
41 RTO guidelines.
Manager/ e. Determine the assessment outcome based on the

Staff demonstrated competencies.

f. Complete all relevant assessment documentation and notify
the appellant and the Training Manager of the outcome in
writing.

g. Inthe event that the appellant declines to undergo re-
assessment or remains dissatisfied with the result or the
appeal process, they may choose to lodge an appeal with an
External Arbitrator. (Refer to Step 6 for further details.)

h. Ensure the learner file in the Learning Management System is

updated to reflect the progress and outcome of the appeal.
4.2 | Admin Staff
i. Include a copy of the re-assessment correspondence in the

learner file for documentation purposes.
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STEP 5 - Finalising the Appeal

No. | Who Actions
a. Provide the appellant with a written notification of the
outcome of the appeal once the resolution process has been
. concluded.
National
RTO b. Document all communication and relevant documents
5.1 | Manager/ associated with the resolution actions in the Appeals Register.
Assigned c. Delegate updating the student record in the Student
Staff Management System (SMS) to the Administrative Staff.
d. Log any identified opportunities for continuous improvement
in the Continuous Improvement Register.
e. Ensure that the appeals resolution outcome is updated in the
student record within the student management system.
5.2 | Admin Staff
f. File all documentation from the appeals file into the
respective student file for proper record-keeping.
g. Maintain ongoing monitoring of the learning environment to
National prevent the recurrence of the behavior or incident.
5.3 | RTO h. Include discussions regarding appeals, action items, and
Manager communications related to appeals during Management

Meetings or Continuous Improvement Meetings.
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STEP 6 — Referral to External Arbitrator

No. | Who Actions
National a. Initiate contact and actively involve the External Arbitrator to
RTO thoroughly review the appeal, ensuring all pertinent

6.1 IELELE documentation is provided.
Assigned
Staff/ b. Collaborate and cooperate with the External Arbitrator during
Student the review process of the complaint.

c. Conduct a comprehensive review of the appeal, including a
thorough investigation and mediation involving all relevant
parties, in order to make a ruling.

External d. Prepare a formal written report detailing the investigation’s
6.2 Arbitrator findings, ensuring copies are provided to both the MADEC
Community College CEO and the complainant.

e. MADEC Community College will comply with and adhere to
any resolutions or recommendations put forth by the External
Arbitrator.

National f. Inthe event that the complaint is upheld, adhere to the
RTO resolution as determined and proceed to Step 5.1.
Manager/

6.3 CEO / g. If the complaint is not upheld, provide written notification to
Assigned the student stating that the original decision will be upheld,
Staff and proceed to Step 5.1.
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