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Complaints 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 Complaints Procedure

PURPOSE

This procedure provides a clear and structured approach
for managing complaints at MADEC Community College ,
ensuring alignment with the Complaints and Appeals
Policy and compliance with the Outcome Standards and
Compliance  Standards for Registered Training
Organisations 2025.

It outlines the responsibilities, actions, and timeframes
required to manage complaints effectively, fairly, and
confidentially in accordance with the principles of natural
justice and procedural fairness.

This procedure also supports MADEC Community College
s commitment to continuous improvement by ensuring
that complaint outcomes are recorded, reviewed, and
used to enhance service delivery.

Modifications to this procedure may only be
implemented with the written authorisation 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 Complaint

No.
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Who Actions

11

Student

If dissatisfied with an assessment outcome, the student
should first engage in a discussion with the Trainer/Assessor.

The purpose of this conversation is to clarify the basis of the
assessment decision and explore possible options for
resolution. This step supports early resolution and gives the
student an opportunity to better understand their result.

1.2

Staff

Engage in a constructive conversation with the student to:
— Provide clear and specific feedback on their performance;
— ldentify any areas for improvement;

— QOutline options such as further training or re-assessment,
where appropriate.

If the matter is resolved:
— Record any insights or opportunities for improvement in the
Continuous Improvement Register.

If the matter remains unresolved:

— Inform the student of their right to appeal and direct them
to the Complaints and Appeals Policy, available via the
Student Handbook or MADEC Community College website;
— Provide access to the Complaints Lodgement Form and
offer assistance if needed.
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STEP 2 — Lodgement of Complaint

Who

Actions

2.1

Student

a.

Submit the appeal in writing as soon as possible using the
official Complaints Lodgement Form. This form is available on
the MADEC Community College website or by request from
an administrative staff.

Upon submission, the student will receive a written
acknowledgement confirming receipt of the appeal and
outlining the next steps, including indicative timeframes for
resolution.

2.2

Admin Staff

Upon receipt of the appeal:

— Ensure the Administrative Coordinator receives an internal
email notification;

— Record the appeal in the Student Management System
(SMS), including date received, nature of the appeal, and any
relevant documentation provided;

— File the Complaints Lodgement Form in the student’s digital
or physical file for secure recordkeeping.

2.3

CEO/
Assigned
Staff

The CEO or their delegate will receive an alert that a
complaint has been lodged.

They will:
— Review the appeal submission;

— Assign a qualified and impartial staff member (if required)
to manage the appeal;

— Ensure that anyone involved in the original assessment
decision is not assigned to review or resolve the appeal, in
line with the principle of procedural fairness.
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STEP 3 - Processing the Complaint

No. | Who Actions

a. The complaint should be resolved as efficiently as possible,
ideally within 30 calendar days of assignment.

b. Resolution actions may include, but are not limited to:
— Contacting the complainant to confirm understanding of
the issue and gather further details if necessary.
— Notifying the respondent of the complaint and providing an
opportunity to respond, in line with procedural fairness.
— Facilitating informal mediation, where appropriate, to

CEO / promote cooperation and resolution.
3.1 | Assigned — Conducting individual interviews with all relevant parties,
Staff including witnesses, in a private and confidential setting.

— Documenting all interviews, actions taken, and the
preferred outcome from each party.

— Keeping the complainant informed of progress updates and
final decisions.

c. All actions and communications must be recorded in the
Complaints Register. If additional time is required beyond 60
calendar days, the student must be notified in writing with
reasons for the delay and an expected timeframe.
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4.1
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STEP 4 —Finalising the Complaint

CEO/
Assigned
Staff

a.

Ensure that the outcome and all supporting documentation
related to the resolution are:

— Accurately recorded in the Complaints Register;

— Reflected in the student’s profile within the Student
Management System (SMS) by delegating to Administrative
Staff;

— Reviewed for any identified areas of improvement, which
must be logged in the Continuous Improvement Register.

4.2

Admin Staff

Update the student record in the SMS with a summary of the
complaint outcome and final resolution.

Ensure all physical or digital complaint-related documentation
is securely stored in the student file, in line with privacy
requirements and retention obligations.

4.3

CEO/
Managers

Proactively monitor the learning and assessment
environment to reduce the likelihood of recurrence of the
complaint issue.

Ensure that complaints, associated action items, and trends
are discussed in Management Meetings or Continuous
Improvement Meetings and used to inform future policy or
practice revisions.
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STEP 5 — Referral to External Arbitrator

a. Where the complainant is not satisfied with the internal
resolution process, initiate referral to an independent
CEO / National p. P
External Arbitrator.
RTO . . . e .
— |dentify or confirm a suitably qualified, impartial
Manager/State . o . . ; .
c.1 | Error! arbitrator in line with MADEC Community College ’s policy.
i ' — Provide the arbitrator with all relevant documentation,
Reference . . .. o L
including the original complaint, investigation records, and
source not ) )
resolution history.
found. . . "
— Inform the complainant in writing of the referral and any
associated costs prior to engagement.

a. Conduct a comprehensive review and mediation process,

which may include:
— Re-interviewing parties involved;
— Reviewing all submitted evidence and documentation;
5.2 External — Recommending appropriate resolutions or actions to
Arbitrator MADEC Community College .

b. Prepare a formal written report outlining findings and
recommendations. Submit the report to the CEO and
provide a copy to the complainant.

a. Review the arbitrator’s findings and determine next steps:
— If the complaint is upheld, implement the resolution

CEO / Error! immediately and proceed to Step 4.1 to finalise.
Reference — If the complaint is not upheld, notify the complainant in

3.3 source not writing of the decision and rationale, then proceed to Step
found. 4.1 to document and close the case.

b. Ensure outcomes are used to inform future improvements
where relevant.
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Version Control

Version Control Table

Date Summary of Modifications Modified by Version
Aug 2025 Document creation Blu Edge Pty Ltd | v 1.0
Nov 2025 Reviewed and contextualised to MADEC J. Drummond V1.1

End of Complaints Procedure
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