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About th spadicy and procedure

Pur pose

Thi s pdicy and procedur e addresses the VET Qudity Famework (VQF) conpliance
requrenmentsfa dedingwthconp ant dl egaions and apped s. It enal es sudents and

stakehd dersto beirfar ned o andto understandther rights andthe RTO's respons Llities under
the Sandards.

It represerts howthis RTO ensures conpliance & dl times. Ths docunent is mantanedto an
audtal e ¢andard andisupda ed whenever pdicy and ar pradice change.

Who shou d useit
Al dd egat ed RTO dficersidertified on page 1 d this pdicy and procedure

Howto useit

Al dficers dd egaedtoimpl enment any part d the pdicy nust:

e usethe nmost curen approved vers on

e enswefaniliaity wththe corternts o each section

e use Section 3 checKig throughout the procedurefa each conplant o apped

e report any non-conpliancestothe RTO Manager.

The RTO Manager must:

e use Section 4 checKid tosystensticdly nonita, evd uat e and revi ewt he pdicy and
procedurethd is consisgent wththe RTOs qudity managenent system

| dentifi ed attach ment

e Regse d congdarts and appedstenpae
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Section 1 Policy and procedure

Section 1 sets ou the RTO s pdicy and procedure for howit addresses aconddrnt a apped rece ved by the RTOrd d&ingtoitsdficers, sudents andthrd
parties prov d ng services on behdf d the schod RTQ

Rel evant standards: 2 2b), 52(d), (i), 61to65

Complans

Compl a nts pdicy and procedure

Pdicy

Conpl antsrecaved bythe RTO wll be
acknow edgedi n witi ng and findi sed as soon as
practicad e
Conplarts caninvd vethe conduct d the RTOs
dficers, gudents andthird party service
providers d the RTQ
Any RTO dficer may recave aconparn
verbdly, in witing o dectron cdly.
The RTOidertifiestwotypes o conpans
(D dlegations d inappropriae behavi our
and o regard ng child praection These
dl egations are processed accord ngtothe
RTO's schod conpl arts pdicy and
procedure's

(2 dl aher conpdrs

Wthou li nitingthe adionintype (1) ths
conparns pdicyis pudidyavalad e and

uphd dsthe prind des d naturd jugtice and
procedurd farness.

Areviewd theissue stha triggeredthe
conpanisundertaken Thereviewd nsto
idertify carrective action'sthat wll di mnate o
nmtigaethelikdihood o admla conpan
occurringinthefuue

Records o conplarts are securdyredned and
regseredinthe RTOs Cong drts and apped s
reg ser.

Irform

Onrecap d aconpdanthe
dd egated RTO Conpl ants officer:

e provides witten acknow edgment
tothe conp d nart

e irfans bahthe conp anant and
therespondent o ther right to be
assi g ed by a support person a
repr esert &ive throughou the
conpan pocess

e comnmuncaes onthe progress o
the proceed ngstothe
conp @ nant and the respondent
throughou the conmpl a@nt process

o iftheconpdarnrdaestothe
conduct d athrd party service
provider the Conpl ants dficer
infansthethird party onrecd pt
o the conpan and
communi ca es progress onthe
proceed ngs wththethrd party.

e Al communicaion by the RTO
conpies wththe RTOs Rivacy
pdicy and persond irfa netion
manage mert.

Act

The RTO dficer recevingthe conplarn

fawardsittothe RTOs Comd drts dficer

unlessitrdaestothe Conpla nts dficer

inwhch caseitisfa werdedtothe

Prind pd:

() fa dlegations o inappropriae
behavi our and o regard ng chil d
praecionthe Conpl arts dficer
actions the schod’s Conpl @nts pdicy
and procedurein accordance wththe
student pratection pdicy

(2 fa dl aher conparns, the
Conypl arts dficer:

e organises a ned a&ion processthais
nonthreaen ngtothe conpa nant

e estaldishes areviewby an appropriae
partyindependent d the RTOIf
med dion has na resd ved the
conmpar

o rdestheconpanant tothe QCAA
websitefa futher i rfor mati on about
conp an pocessesifthe compl a narnt
is dill na saidied However, the
students aeifa medtha they may
lodge aconpan to QCAA only dter
exhaustingthis Conparts and
apped s pdicy and procedure.
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Record and revi ew

The Conp drts dficer:

e estalishes a wittenrecordfor
each conp d rt recd ved

e upda estherecordthoughou
the conp an process.

The RTO Manager:

e regseastheconpdaninthe
RTOs Conpldarts and apped s
reg ser

o securdyrednsdl conpan
records

e revews each conpan process
toidertify corredtive action's
tha di mnate o nitigaethe
likdi hood o reoccurrence

e ensures caredive adion's are
ind ementedind ud ngthose
action'si npacting on any third
party arangenments.



Requirements for processing conplants

Complants

Therecaving RTO dficer irfor s
the conpl d nart that an

appropri & e dd egat ed RTO officer
wll cortact the conpl d nart
regard ngthe conpl arnt.

Whenever apdical ethe
recaving RTO dficer ensurestha
the safey d theconpdanart is
mai nt d ned

For ward ng conpl ants

() For dlegations d i nappropriat e behav our o
regard ng child pratedionthe receving RTO
officeri mmed a@ady commencestoi ng enent the
schod’s Conplarnts o ChldPratection pdicy.

(2

(3

For dl aher conpl drnts, the receving dficer
faowardsthe conpantothe RTOs Conplarts

officer fa process ng.

The Conplans dficerisresponsi defa ensuring
a wittenrecordis estadished fa dl conpans

recd ved
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Ti mefrane

The Conyl darts dficer findises
conp ans wthn 60 cd endar days. If
mor e than 60 daysisrequredthe
appdlant and respondent are
irformedin witing d thereasons fa
the needto exendtheti ne required
tofindisethe conpl an.

| mpacti ng pdides and procedur es

Pdides whch nust to be cons dered
incorjunction wthth s pdicy and
procedur eind ude the schod’s

e privacy pdicy

e student praedion pdicy.



Apped s

Apped s pdicy and procedure

Pdicy

Al VET apped srecd ved by the
RTO wll be acknow edgedin
writing and fi ndi sed as soon as
practicad e

Two types d apped may be

| odged

(D Fnd assessnent dedson o

(2 Any aher RTO ded s on

This pdicyis puldidy avadl abl e and
uphd dsthe prind des o naurd
jugtice and procedurd farness.
Arecord d each apped processis
reviewed toidertify andi ngenment
coredive adion'stha @ mto

di mna e a niti gat ethelikdihood
o reoccurrence

Records o apped s are securdy
redned andreg seredinthe
RTOs Conplans and apped s
reg ser.

Infor m

The RTO Manager prou des
written acknow edgmert tothe
appd| art.

Onrecdpt d an apped the
RTO Manager irfa ns athrd
party d the apped if the
apped rd aesto adedson
made by an enpg oyee o the
thrd party.

The RTO Manager

communi ca esthe progresson
o the apped to dl paties
throughou the apped s
process.

Requirenments for processing apped s

Appead s

Apped s nust be subnttedtothe
RTOin witing us ngthe RTO s
Apped fam

For war d ng apped s

If the apped rd a@estoa
ded s on made bythe RTO
Manager the apped is
fawardedtothe Rind pd fa
acti on ng

Act

() When appedingfind assessment resuts
the RTO Manager actionsthe fdlowng
process:

o appdlant’strd ner/ assessor revi ews the
ded don

o ifthe appdlart is na sdidied an
independert trd ner/ assessar revi ews the
assessment ded son

e ifthe appdlar is ill na saisfiedthe RTO
Manager rfersthe appdlart tothe RTOs
conp arts pdicy and procedur e

(2 For dl aher appeds, the RTO Manager:

e revewsthe aignd deddon

o ifthe appdlart is na sdidied an
appr opri & ei ndependernt party revi ews the
RTOs dedson

e ifthe appdlart is dill na saisfiedthe RTO
Manager rersthe appdlart tothe RTOs
conp arts pdicy and procedur e

Ti mefrane

The RTO Manager findises apped s wthin 60
cd endar days. If morethan 60 daysisrequired
the appdlant isifo medinwiting o the
reasons fa the needto extend theti me
requredtofindisethe appeal.
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Record

The RTO Manager:

estaldishes a
wittenrecordfa
each apped
recd ved

updat estherecord
throughou the
apped process

regsersthe
apped inthe
RTOs Conplarts
and apped s

reg ser
securdyredns dl
apped records.

Revi ew

The RTO Manager:

rev ews each apped
process toidertify
coredive action's
tha dimnae a
ntigaethe

likdi hood o
reoccurrence

ensures corrective
action's ae

i nd enented

ind ud ng those
action'si npacti ng
on any third party
arrangements.

Assess ment resut apped s

For assessmert resuts apped sthe RTO
Manager ensuresthe appeds processis
irfa med by the
(D assessment requrenents d therd evart
tra n ng package accredted course and

(2 Rinddes d Assessment andthe R es o
Evi dence.



Section 2

Expl anati on of ter ns

This pdicy and procedure cortans words and express ons wh ch have spedfic nean ng

Ter m

Apped

Appell ant

Appropriae
i ndependent
party

Chil d' st udent
pr ot ecti on

Co mpl a nant

Complan

Del egat ed RTO
Complans

of fi cer

Eva uate

Medi ati on

Monit or

Nat ur d j usti ce

Procedurd
fdarness

Record

Meani ng

Is arequest made by a sudent o sakehd der o the RTOtoreviewaor recons der a
ded don made by an RTO dficer ar athird party provi d ng services on behdf o the
RTQ

Someone appeding a dedson d the schod RTQ

Is a person o personsindependent o the RTO accepted as i ndependent by bahthe
conp a nart/ appdlart andthe RTO and who hd ds expertiserd evart tothe

conp a rnt/apped.

Achildinneed d praedion as definedins 10 d the Chld R aection Act 1999

(Qd), isachld who

* has sufered g grificant harm is sufering dgrificant ham o is a unacceptald e
risk o sufering g gnficart har mand

* may na have a parent ade and wllingto pratect the childfromthe har m

Refer toindvidud Secto websites.

Any st akehd der who nmakes a conpl ant tothe schod RTO drectly o through athird
party nonminat ed by the conpld nart.

An ohjediontosonethingthet is cons dered by the conpldnant to be ufar and o
unacceptade Aconpdr can be nade verbdly o in witing Conpl artsind ude
dl egati ons.

Asordearedtoasthe Conplans dficer. Aperson dd egat ed by the Rind pd to
ensurethe process fdlowed inaddressing conpl artsrece ved by the RTO conplies
wthths pdicy and procedure.

Assess thefind ngs o the nonitaingto deter mneif the conpl arts and apped s
processis be ngfdlowed and adheredta

The struct wred processin which anindependert person, known as a ned aa,

ass ¢sthe conpl d nant/ appell art and t he respondert toidentifytheissue s o
concern and negati e e an outcone acceptad etobah The med aa nust ensure a
dl ti nes tha the conp d nant/appdl ant does nat fed threat ened o & risk

The ongd ng process o regul aly cdl ecting and and ysi ng rd evart i rf o metionto
deter mneif therequrenents fa handing conp arts and apped sis ba ng net.

Therdeaganst ias andtheright toafdr hearing Tha is, aduytoac fdary and
reasonal y.

1) Rocedurd farnessrddingtoconp arts and non-assessnent apped sis
concerned wththe procedures used by a ded 5 on- maker ra her thanthe ou come
reached. Itis cons deredtha a ded s on maker whofdlows afar procedure wil
reach afar and correct ded sion

2) Rocedurd fdarness rd aingto assessment apped s ensurestherev ew process
conmplies viththe prind des of assessment andru es d evidence oulinedinthe
S andar ds.

Asecurdy ndntdned witten, pirted, o dectrorc document oulinng aconplart
or apped andthe oucones resutingfromthe apdicaion d ths pdicy and
procedur e
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Respondent

Revi ew

S akehad der

S andar ds

Systengtic
mo nit ori ng

Ti mefrane

Sonmeone sujectedtoacomplarn a apped. ORthe person aga nst whoma
conmpan a apped is brought.

Changes are nadeto pradices o the agreement to ensure qudity services are
be ng ddivered and neet the needs o the suderts.

Anybody who can dfed ais dfeded bythe schod RTQ They can beirternd
(sudens, parentdcaers, empl oyees, vd unteers andthrd parti es ddiveri ng servi ces
on behdf d the RTQ o exernd.

The curert NVR Sandardsfor Reg stered Tra ning @ gan sations ( RTOs).

The process o cdleding and yd ng and us ngirfo netion totrack prog ess towar ds
mai rtd i ng conpli ance and consi stency across the RTOs oper di ons.

Number o cd endar days betweentherecapt date d theconp an o apped and
thefindisaion date d thereview process. Th sti neframe shod d na exceed 60
cd endar days. Refer tothispdicy and procedurefa the processto be fdlowed if
thstinmefraneis na likdytobe net.
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Section3 Conmplans and appeds
checklists

Whenthe Conplans and apped s pdicy requremnents have been net thefdlow ng checkig will
be conp eéed bythe dd egated RTO Conpl arts dficer a the RTO Manager.

If* NS is checked aga nst any condtionreport tothe RTO Manager, do na proceed

Compl @ nts and apped s reg st er

Record NA Yes No
The RTO Manager has estalished and nmeirntdns asecure Conp arts and O
appedsreg ser

Compl @ ntsrecord and witten acknow edg ment

Witten acknow edgment o rece g d the conp art has been gventothe O
conpla@narnt bythe RTOs Conpl aris dficer

The Conp d@rts dficer has estalished a wittenrecordinthe conplarn reg ser O
Compl @ nt s acti ons

Ifthe conplant rdaestoinappropriade action’'s and or child s eytherecevng O O
RTO dficer hasi mmed @¢dycomnencedi np enentingthe schod’s Chld
Pr at ecti on pdicy

Ifthe conplant does na rd atetoinappropriade adion's and o chld sa ey, it has O O
beenfawardedtothe RTOs Conplarts dfficer far processing conp arts.

The RTOs Conpl arts dficer has: O

(D) advisedthe conp d nart that they may be ass s ed by a support person o
represen aivethroughout the conp ar process

(2 naifiedtherespondent o therece g d aconp art rd d@ingtothemand
advi sed the respondert that they may be ass s ed by a support person o
represert aive throughou the conpl @t process

(3 organ sed ned aion dter negati a&ing a med aion process whchis
acceptad etothe conp a nant and the respondent

(4 maindned an audtald erecord o the conpl ant process and oucone' s

(5 regu aly upda ed conp d nant and respondent o the progress throughout
the conplars process.

If the conplanart is na satisfied wththe oucone/s d nmed a@ionthe Conplarts O O
oficer has noninat ed an appropri & ei ndependent partytoreviewthe conp ant

If the conpld nart is ill na saidied wththe oucone/ s of theindependent party O O
reM ewthe Rind pd hasinfamedthe conpdnan tha dl conp an process

opti ons needto be exhaust ed bef areit can berev ewed by an exdernd body o

aut hority

If dl conpart rev ewoptions have been actioned by the RTOthe Rind pd has O O
reredthe conp a nart tothe QCAA websitefa futher options far resdvingthe
compan

The conp @ nant and respondent have recda vedin witingthefind oucone/ s d O
the conpan pocess

The RTO Manager who reviewed the conp arts process has: X O
(D idertified paertid causes and
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(2 taken appropriae carective adionto di mnate a nitigat e the li kdi hood dof
reoccurence

Conmpl a nts process ti meframe
The conpl drts process has been conp eted wth n a 60-cd endar-day peri od

If nat, the conp @ nant and respondent have recd vedinwriti ng reasons why
mor e than 60 days arerequiredtofindise dl nmattersrd aingtother conplan

The Conplarts and apped sreg e has been conp e ed andthe d osed ou
dat e recor ded

Ret enti on of conpl a nts and apped srecord

The RTO Manager has ensuredthe securereertion d the conplan and
appedsregse fa achvd records and audt purpose
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Apped srecord and witten acknow edg ment

Witten acknow edgment o rece gt d the apped has been gventothe appdl art O
by the RTO's dd ega ed dofi cer

The dd egat ed dficer has estadished a wittenrecordinthe Conpl drnts and O
appedsreg ser

Apped actions for assessment outcome apped s
The RTO Manager has: O
(1) request ed the appél art’ s trd ner/ assessor torevi ewt he assessment oucone

(2 agan sed anindependent trd ner/ assessor torevi ewthe assessnent oucone
if the appdlart is na sdidied wththeiritid review

(3) rferedthe appdlart tothe RTOs conpl arts pdicyfor futher posside
optionsif they are dill na satidied wththe oucone o the rev ew

(4 neintdned an audtad erecord o the apped process and oucone/ s

(5 regu aly updat ed the appdl art o the progressthroughou the apped
process.

Apped actions for dl apped s a her than assess ment out conme apped s

The RTO Manager has: 0
(1) reewedthe aignd RTOs dedson

(2 agan sed an appropri & eindependent patytoreviewthe aignd RTOs

deddon

(3) referedthe appdlart tothe RTOs conpl arts pdicyfor futher posside

optionsif they are gill nat saidied wththe oucone d the review

(4 neintdned an audtad erecord o the apped process and oucone/ s

(5 regu aly updat ed the appdl ant o the progressthroughout the apped

pr ocess.
The appdl art has recd vedin witingthefind oucome/s o the apped process O
The RTO Manager has revi ewed the apped processta O

1) i dentify patertid causes and

2) take appropriae coredive actionto di mnate o niti gat e t he li kdi hood o
reoccurence

Apped processti neframe

The apped process has been conp e ed wth n a 60-cd endar-day peri od

X

If nat, the appdlart has recdvedin witingreasons why norethan 60 days are
requredtofindise dl nmettersrd @ingtothdr apped

The Conplarts and apped sreg s e has been conp e ed andthe d osed ou O
dat e recor ded
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Section 4 Systematic monitoring

Conpl ding Section 4 saisfiestherequrenen d the Sandardfo systenstic monitaing

The RTO Manager wil recordthe dat es when nonitori ng adtivities occur, recordthe ouconmes o
the nonitaing process and detdl any redifications requiredto ensure onga ng conpiance

A‘ NS ind caes a non-compliance and nust bereportedtothe RTO Manager. Appropriae
redificaion nust berecarded and acti oned.

Rel evant standards: 21 22

Systemati c compli ance nmonitori ng checkli st

Dat e of successive Name of persor/s conducting successi ve nonitori ng acti\iti es
mo nit ori ng acti viti es

310/2018 Llisa Smll

Choose dat e

Choose dat e

Choose dat e

Record of | ast
monit ori ng

Monit ori ng activity

Schod RTO approvd The fdlowng detdls are curent and conp et e

st a e ment

(Page 1 o ths Schod RTO nane O

docunment)
The pdicy and procedure docunent is daed (sat da e O
QCAA schod nunber X 0
Nati ond prov der nunber O
Prind pd’s name and contad deals X 0
RTO Manager’'s nane and contact detdls X 0
Al dd ega ed dficers nanmes and contact detdls O

Palicy and procedure Conpl arts and apped s pdicy represerts curert X O

(Section 1 d ths pr acti ce

docu rent) ]
Conplars and apped s procedures represert curert O
pr acti ce
Conplans and apped srequrementsfa process ng X O
represernt curert pradice

Complants and Procedures checkigs are usedto ensure congarts and O

apped s checkists apped s processes aefdlowed andtha records are

(Section 3 o ths conpete

docunent)

Register of complans @ Current approvedregser o conp drts and apped s O

and apped stenplae | tenpaeis atached.

(Atachnent 1)
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RTO Manager notes Comments from nonitaing

Comment onthelast No conpldrns o appeds.
monitaring activity

Non-conpliance' s
Li s non-conpliances

det aling rectifi cati on

requred

Rectification' s
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Attachnent 1

Current reg ster of conplants and appea stenplae
Attachregge o congdantstenp ae o record network | ocati on here

G\ Coredat & Curricd unmy Secondary\ VET\ Certifica e Mat eri d s\ Manage ment Mt eri d s\ Pdid es and
Procedures\ Conplarnts and Apped s
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