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The purpose of this policy and procedure is to give clear guidelines to ReadCloudVET Registered Training Organisation (AIET #121314, COSAMP #41549 and Ripponlea Institute #21230) students, auspiced member schools, their students and staff regarding complaints and appeals. This policy and procedure has been developed to ensure that ReadCloud RTOs have a system in place so that complaints and appeals are received, recorded, acknowledged, investigated and dealt with fairly, efficiently and effectively.
[bookmark: _heading=h.1fob9te]Related Documents / Quality System items
Complaints and Appeals Form
Complaints and Appeals Register
Complaints and Appeals Folder
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ReadCloudVET: Refers to the group of Registered Training Organisations (AIET #121314, COSAMP #41549 and Ripponlea Institute #21230) owned by ReadCloud Ltd.
RTO: Refers to each of the ReadCloudVET Registered Training Organisations (AIET #121314, COSAMP #41549 and Ripponlea Institute #21230).
Auspicing / Third-Party Delivery:  An arrangement whereby training and assessment are delivered by a secondary school under formal agreement, with the RTO retaining responsibility for compliance and issuance of certification.
Partner School: A school delivering VET Programs under the auspices of one or more of the ReadCloudVET RTOs
SPC (School Partnership Consultant): The ReadCloudVET staff member allocated to the School as the primary contact for support and guidance around compliance requirements and program design throughout the year.
Compliance Team: The RTO function with ultimate accountability for ensuring adherence to the Standards for RTOs 2025.
Student: An individual enrolled in a VET course with any of the ReadCloudVET RTOs. May also be referred to as a ‘Learner’.
Teacher/Trainer/Assessor: A qualified individual responsible for delivering training and assessing learners' competency in a VET course.
Complaint: Complaints refer to expressions of dissatisfaction by a student or stakeholder regarding the RTO's services, actions, or decisions. These complaints may pertain to a wide range of issues, including but not limited to:
· Training delivery and assessment quality.
· Trainer and assessor behaviour.
· Administrative processes.
· Marketing practices.
· Third-party arrangements.
Appeal: Appeals refer to requests by a student or stakeholder for a review of a decision made by the RTO. This could relate to decisions about:
· Assessment outcomes.
· Admission and enrolment decisions.
· Recognition of prior learning (RPL) results.
· Disciplinary actions.

[bookmark: _heading=h.n25xtu8hur3u]Scope
This policy applies to complaints and appeals from staff and learners for both academic and non-academic matters.

To manage and respond to allegations involving the conduct of:
· the RTO, its trainers, assessors or other staff
· a third party providing services on the RTO’s behalf, its trainers, assessors or other staff
· a learner of the RTO.

A complaint or appeal could include, but is not limited to:
· Conduct of RTO staff, its trainers and assessors or office staff
· Conduct of another student
· Any other matter relating to the students training and assessment including:
· dissatisfaction with an assessment judgement
· quality or clarity of information provided about the course 
· quality or clarity of information provided about the course processes, 
· quality or clarity of learning resources provided
· Non academic related matters including: 
· discrimination
· bullying and harassment
· sexual harassment
· racial and religious vilification
· victimisation
· a staff member appealing a decision by a manager which affects them as an individual
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1. It is ReadCloudVET’s policy to ensure that staff, learner and client complaints and appeals are addressed effectively, consistently, fairly and efficiently.

2. Where possible, all non-formal attempts shall be made to resolve the complaint. ReadCloudVET encourages open communication and an environment of trust. Therefore, any learner with a complaint is encouraged to raise the matter directly with the other party concerned to attempt to resolve the issue mutually, via their internal school procedures, via their school principal and as a last measure, via the RTO/s. 

3. ReadCloudVET will have clear processes and documents in place for complaints and appeals for staff and students. This will include: 
a. Complaints and Appeals Policy and Procedure 
b. Complaints and Appeals Form
c. Complaints and Appeals Process
d. Complaints and Appeals Register

4. By definition, the Compliance team assumes the role and responsibilities of the Complaints and Appeals Officer. 
a. In the event that a complaint is made directly about the Compliance team, the role of the Complaints and Appeals Officer shall be assumed by the Head of VET Partnerships and the role of the Head of VET Partnerships assumed by the CEO. 

5. It is the responsibility of ReadCloudVET management to ensure adherence to the complaint and appeals policy and procedures and that resolution is sought in all reasonable circumstances. Complaints and appeals handling must ensure the principles of natural justice and procedural fairness are adopted at every stage of the complaint or appeal. This includes informing and assisting students with the complaints or appeals procedure and supply of complaint or appeals information and forms.

6. The complaints and appeals policy and procedures must be publicly available and provided to students as part of or prior to enrolment.

7. All formal complaints and appeals must be submitted in writing using the provided form or via email and will be heard,  including a response to the aggrieved person, within ten (10) working days of receipt, and investigated and finalised as soon as practical.

8. If there is a situation where more than 60 calendar days are required to process and finalise the complaint or appeal, ReadCloudVET informs the complainant in writing, including reasons why more than 60 calendar days are required, and regularly updates the complainant on the progress of the matter.

9. In the event that a complainant is not satisfied with the outcome of a complaint or appeal, ReadCloudVET will advise of options for independent third-party review and their right to contact ASQA after internal processes are exhausted.
ReadCloudVET must provide notice to the complainant of this provision for all unresolved complaints or appeals.  

10. Complaints and appeals can also be made by students directly to ASQA (Australian Skills Quality Authority), the government agency which regulates accredited training. This is done via an online form available on the ASQA website www.asqa.gov.au . Note, before you can submit a complaint to ASQA about a training provider, you will need to:
a. complete your provider's formal complaints and appeals process, and
b. confirm that ASQA can consider all or part of your complaint or appeal. 
11. It is a serious breach of this policy to lodge a complaint you know to be false, malicious or vexatious.

[bookmark: _heading=h.ggqh2hrh68pt]Complaints Procedure 
1. Complainant inserts details of the complaint into the online Complaint Form and submits (or submits via email)
2. Complainant receives a reply advising the Complainant of the process and that the RTO will respond in writing to the Complaint within 10 working days
3. The Complaint is routed automatically to the Compliance team’s mailbox
4. The Compliance Team reviews the Complaint detail and contacts the Complainant if additional information is required. The Complainant shall be given an opportunity to present the case to ReadCloudVET in person if desired and may be accompanied by one (1) other person as support or as representation
5. The Compliance Team submits Complaint immediately to Head of VET Partnerships’s mailbox 
6. The Head of VET Partnerships agenda’s Complaint item for discussion and a specially convened meeting of the Compliance Committee
7. The Compliance Committee discusses the Complaint and plans resolution to the matter (committee will consist of up to four (4) members with no previous involvement or vested interest in the outcome of the particular appeal)
8. The Compliance Committee investigates and documents the resolution strategy
9. The Head of VET Partnerships or authorised delegate submits the investigation findings and resolution strategy to Complainant within 60 days of the Complaint
10. The Complainant 
a. agrees to resolution strategy in writing or 
b. declines and states reason in writing
11. In the event that an individual is not satisfied with the outcome of the Complaints Process, the Head of VET Partnerships will advise of options for independent third-party review and their right to contact ASQA after internal processes are exhausted.

Appeals Procedure  
1. Appellant inserts details of the appeal into the online Appeal Form and submits (or submits via email)
2. Appellant receives a reply advising the Appellant of the process and that the RTO will respond in writing to the Appeal within 10 working days
3. The Appeal is routed automatically to the Compliance team’s mailbox
4. The Compliance Team reviews the Appeal detail and contacts the Appellant if additional information is required. The Appellant shall be given an opportunity to present the case to ReadCloudVET in person if desired and may be accompanied by one (1) other person as support or as representation
5. The Compliance Team submits Appeal immediately to Head of VET Partnerships’s mailbox
6. The Head of VET Partnerships agenda’s Appeal item for discussion and a specially convened meeting of the Compliance Committee
7. The Compliance Committee discusses the Appeal and plans resolution to the matter (committee will consist of up to four (4) members with no previous involvement or vested interest in the outcome of the particular appeal)
8. The Compliance Committee investigates and documents the resolution strategy
9. The Head of VET Partnerships or authorised delegate submits the investigation findings and resolution strategy to Appellant within 60 days of the Appeal
10. The Appellant
a. agrees to resolution strategy in writing or 
b. declines and states reason in writing
11. In the event that an individual is not satisfied with the outcome of the Appeals Process, the Head of VET Partnerships will advise of options for independent third-party review and their right to contact ASQA after internal processes are exhausted. The Head of VET Partnerships or delegate must provide notice to the Appellant of this provision for all unresolved appeals. 
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Complaints and Appeals Officer (Compliance Team)
· Acts as the first point of contact for all formal complaints and appeals
· Reviews complaint/appeal details and contacts the complainant/appellant if further information is required
· Ensures the complainant/appellant is offered the opportunity to present their case in person, with support or representation if desired
· Submits complaints and appeals to the Head of VET Partnerships without delay
· Assumes the role of Complaints and Appeals Officer for all matters, except where the complaint is made about the Compliance Team itself
Head of VET Partnerships
· Assumes the role of Complaints and Appeals Officer in the event a complaint is made directly about the Compliance Team
· Places complaint/appeal items on the agenda for a specially convened Compliance Committee meeting
· Submits investigation findings and the proposed resolution strategy to the complainant/appellant within 60 days
· Advises complainants/appellants of options for independent third-party review, including their right to contact ASQA, once internal processes are exhausted
· Provides formal notice to unsatisfied complainants/appellants of this review provision
CEO
· Assumes the role of Head of VET Partnerships in matters where the Head of VET Partnerships's usual role has been reassigned (i.e., where the complaint concerns the Compliance Team)
Compliance Committee
· Comprises up to four (4) members with no prior involvement or vested interest in the matter
· Discusses the complaint/appeal and plans a resolution strategy
· Investigates the matter and documents the resolution strategy for submission to the General Manager
ReadCloudVET Management
· Ensures adherence to the Complaints and Appeals Policy and Procedure across the organisation
· Ensures resolution is sought in all reasonable circumstances
· Upholds the principles of natural justice and procedural fairness at every stage
· Informs and assists students with the complaints/appeals procedure, including providing relevant forms and information
· Ensures the policy and procedures are publicly available and provided to students prior to or as part of enrolment
Complainant / Appellant (Learner, Staff, or Client)
· Attempts informal resolution in the first instance where possible, via internal school procedures or the school principal, before escalating to the RTO
· Submits formal complaints/appeals in writing via the provided form or email
· Provides additional information if requested by the Compliance Team
· Responds in writing to the proposed resolution strategy, either accepting it or declining with stated reasons
· May escalate unresolved matters to ASQA once the RTO's internal process has been exhausted, and after confirming ASQA can consider the matter
[bookmark: _heading=h.37e4pbwyjf8v]Risk Management
Standard 2.7 and 2.8 risks are captured in the RTO Risk Register
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