
 

 

  
  
  

 

 

School RTO appr oval state ment  

School RTO 
na me 

Mi ddl emount Communi t y School  

Poli cy st art 
dat e 

3/ 10/ 2018 QCAA 
school 
number 

648 Nati onal 
pr ovi der 
number 

30334 

The Pri nci pal as Chi ef Executi ve Offi cer ( CEO) appr oves:  

 t he poli cy, procedur e and i mpl ement ati on requi rement s  

 all i dentifi ed att achment s t o thi s poli cy and pr ocedur e 

 all modi fi cati ons t o t he poli cy and pr ocedur e pri or t o i mpl ement ati on 

 t he del egat ed Regi st er ed Trai ni ng Or gani sati on ( RTO) offi cer/ s t o i mpl ement t he poli cy and 
pr ocedur e  

 t he RTO Manager ( RTOM) moni t ori ng, eval uati ng and revi ewi ng t he appli cati on of t his poli cy and 
pr ocedur e t o ensur e compli ance at all ti mes 

 QCAA anal ysi ng t hese document s when conducti ng audi ts  

 t hat email addr esses pr ovi de t he same acknowl edgment as a si gnat ur e. 

RTO Manager  Pri nci pal  

Na me Li sa Small  Na me Shar on Anderson 

Email address Ls mal 22 @eq. edu. au Email address Sande107 @eq. edu. au 

Dat e 3/ 10/ 2018 Dat e 3/ 10/ 3018 

All additi onal del egat ed offi cers (add addi ti onal  pl aces to t hi s t abl e as requi red)  

Del egat ed offi cer Josh Cr ossl ey Del egat ed offi cer Kyli e Bar ber 

Email address Jj cro1 @eq. edu. au Email address Kbar b51 @eq. edu. au 

Dat e 3/ 10/ 2018 Dat e 3/ 10/ 2018 
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About t hi s poli cy and pr ocedure 

Pur pose 

Thi s poli cy and pr ocedur e addr esses t he VET Quality Fr amewor k ( VQF) compli ance 

requi rement s f or deali ng wi t h compl ai nt all egati ons and appeal s. It enabl es student s and 

st akehol ders t o be i nf or med of and t o underst and t hei r ri ght s and t he RTO’ s responsi bili ti es under 

t he St andar ds.  

It repr esent s how t hi s RTO ensur es compli ance at al l ti mes.  Thi s document is mai nt ai ned t o an 

audi t abl e st andar d and i s updat ed whenever poli cy and/ or pr acti ce change.  

Who shoul d use it 

Al l del egat ed RTO offi cers i dentifi ed on page 1 of t his poli cy and pr ocedur e.  

How t o use it 

Al l offi cers del egat ed t o impl ement any part of t he poli cy must: 

 use t he most current approved versi on 

 ensur e f ami li arity wi t h t he cont ent s of each secti on 

 use Secti on 3 checkli st t hroughout t he pr ocedur e f or each compl ai nt or appeal  

 report any non-compli ances t o t he RTO Manager. 

 

The RTO Manager must: 

 use Secti on 4 checkli st t o syst emati call y moni t or, eval uat e and revi ew t he policy and 

pr ocedur e t hat i s consi st ent wi t h t he RTO’ s quality management syst em.  

I dentifi ed attachment  

 Regi st er of compl ai nt s and appeal s t empl at e 
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Secti on 1 Poli cy and pr ocedure  
Secti on 1 set s out t he RTO’ s poli cy and pr ocedur e for how it addr esses a compl ai nt or appeal  recei ved by t he RTO r el ati ng t o its offi cers, st udent s and t hi rd 

parti es provi di ng servi ces on behal f of t he school  RTO.  

Rel evant st andar ds: 2. 2(b), 5. 2 (d), (i), 6. 1 t o 6. 5 

Co mpl ai nt s 

Co mpl ai nt s poli cy and procedur e 

Poli cy I nf or m Act  Recor d and revi ew 

Co mpl ai nt s recei ved by t he RTO will be 
acknowl edged i n writi ng and fi nali sed as soon as 
pr acti cabl e.  

Co mpl ai nt s can i nvol ve t he conduct of t he RTO’ s 
offi cers, st udent s and t hi rd part y servi ce 
pr ovi ders of t he RTO.  

Any RTO offi cer may recei ve a compl ai nt 
ver ball y, i n writi ng or el ectroni call y.  

The RTO i dentifi es t wo t ypes of compl ai nt s:  

(1) all egati ons of i nappr opri at e behavi our 
and/ or regar di ng chil d prot ecti on.  These 
all egati ons ar e pr ocessed accor di ng t o t he 
RTO’ s school  compl ai nt s policy and 
pr ocedur e/ s 

(2) all ot her compl ai nt s.  

Wi t hout li mi ti ng t he acti on i n type (1) t hi s 
compl ai nt s poli cy i s publi cl y avail abl e and 
uphol ds t he pri nci pl es of natur al j usti ce and 
pr ocedur al f ai rness.  

A r evi ew of t he i ssue/ s t hat tri gger ed t he 
compl ai nt i s undert aken.  The revi ew ai ms t o 
i dentif y correcti ve acti on/ s t hat will eli mi nat e or 
mi ti gat e t he li keli hood of a simi l ar compl ai nt 
occurri ng i n t he f ut ur e.  

Recor ds of compl ai nt s ar e secur el y ret ai ned and 
regi st er ed i n t he RTO’ s Compl ai nt s and appeal s 
regi st er. 

On r ecei pt of a compl ai nt t he 
del egat ed RTO Co mpl ai nt s offi cer: 

 pr ovi des writt en acknowl edgment 
t o t he compl ai nant  

 i nf or ms bot h t he compl ai nant  and 
t he respondent of t hei r ri ght to be 
assi st ed by a support person or 
repr esent ati ve t hroughout t he 
compl ai nt process 

 communi cat es on t he pr ogr ess of 
t he pr oceedi ngs t o t he 
compl ai nant and t he respondent 
t hroughout t he compl ai nt process 

 if t he compl ai nt rel at es t o t he 
conduct of a t hi rd- part y service 
pr ovi der t he Compl ai nt s offi cer 
i nf or ms t he t hi rd part y on recei pt 
of t he compl ai nt and 
communi cat es pr ogr ess on the 
pr oceedi ngs wi t h t he t hi rd party.  

 Al l communi cati on by t he RTO 
compl i es wi t h t he RTO’ s Pri vacy 
poli cy and personal  i nf or mation 
management. 

The RTO offi cer recei vi ng t he compl ai nt 
f or war ds it t o t he RTO’ s Compl ai nt s offi cer 
unl ess it rel at es t o t he Compl ai nt s offi cer 
i n whi ch case it i s f or war ded t o t he 
Pri nci pal: 

(1) f or all egati ons of i nappr opri ate 
behavi our and/ or regar di ng chi l d 
pr ot ecti on t he Compl ai nt s offi cer 
acti ons t he school’ s Compl aint s poli cy 
and pr ocedur e i n accor dance wi t h t he 
st udent prot ecti on poli cy   

(2) f or all ot her compl ai nt s, t he 
Co mpl ai nt s offi cer: 

 or gani ses a medi ati on pr ocess t hat i s 
non-t hr eat eni ng t o t he compl ai nant  

 est abli shes a revi ew by an appr opri at e 
part y i ndependent of t he RTO i f 
medi ati on has not resol ved the 
compl ai nt 

 ref ers t he compl ai nant t o t he QCAA 
websi t e f or f urt her i nf or mati on about 
compl ai nt processes if t he compl ai nant 
i s still not sati sfi ed. However, t he 
st udent s ar e i nf or med t hat t hey may 
l odge a compl ai nt t o QCAA onl y aft er 
exhausti ng t hi s Compl ai nt s and 
appeal s poli cy and pr ocedure.  

The Compl ai nt s offi cer:  

 est abli shes a writt en recor d for 
each compl ai nt recei ved 

 updat es t he recor d t hr oughout 
t he compl ai nt process.  

 

The RTO Manager: 

 regi st ers t he compl ai nt i n t he 
RTO’ s Compl ai nt s and appeal s 
regi st er 

 secur el y ret ai ns all compl ai nt 
recor ds 

 revi ews each compl ai nt process 
t o i dentif y correcti ve acti on/ s 
t hat eli mi nat e or mi ti gat e t he 
li keli hood of reoccurrence 

 ensur es correcti ve acti on/ s are 
i mpl ement ed i ncl udi ng t hose 
acti on/ s i mpacti ng on any t hi rd-
part y arrangement s.  
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Requi rement s f or processing compl ai nt s 

Co mpl ai nt s For war di ng compl ai nt s Ti meframe I mpacti ng poli ci es and pr ocedur es 

The recei vi ng RTO offi cer i nfor ms 
t he compl ai nant t hat an 
appr opri at e del egat ed RTO offi cer 
wi ll cont act t he compl ai nant 
regar di ng t he compl ai nt. 

 

Whenever appli cabl e t he 
recei vi ng RTO offi cer ensur es t hat 
t he saf et y of t he compl ai nant  i s 
mai nt ai ned.  

(1) For all egati ons of i nappr opriat e behavi our or 
regar di ng chil d pr ot ecti on t he recei vi ng RTO 
offi cer i mmedi at el y commences t o i mpl ement t he 
school’ s Compl ai nt s or Chil d Pr ot ecti on poli cy. 

(2) For all ot her compl ai nt s, t he recei vi ng offi cer 
f or war ds t he compl ai nt t o t he RTO’ s Compl ai nt s 
offi cer f or processi ng.  

(3) The Compl ai nt s offi cer i s responsi bl e f or ensuri ng 
a writt en recor d i s est abli shed f or all compl ai nt s 
recei ved.  

The Compl ai nt s offi cer fi nali ses 
compl ai nt s wi t hi n 60 cal endar days. If 
mor e t han 60 days i s requi red t he 
appell ant and respondent are 
i nf or med i n writi ng of t he reasons f or 
t he need t o ext end t he ti me requi red 
t o fi nali se t he compl ai nt. 

Pol i ci es whi ch must t o be consi der ed 
i n conj uncti on wi t h t hi s poli cy and 
pr ocedur e i ncl ude t he school ’ s: 

 pri vacy poli cy 

 st udent prot ecti on poli cy. 

 

  



 

Page 5 of 13 

 
 

Appeal s 

Appeal s poli cy and pr ocedur e 

Poli cy I nf or m Act  Recor d Revi ew 

Al l VET appeal s recei ved by t he 
RTO will be acknowl edged i n 
wri ti ng and fi nali sed as soon as 
pr acti cabl e.  

Two t ypes of appeal  may be 
l odged:  

(1) Fi nal  assess ment deci si on or 

(2) Any ot her RTO deci si on.  

Thi s poli cy i s publi cl y avail abl e and 
uphol ds t he pri nci pl es of natur al 
j usti ce and pr ocedur al f ai rness.  

A r ecor d of each appeal  process i s 
revi ewed t o i dentif y and i mpl ement 
correcti ve acti on/ s t hat ai m to 
eli mi nat e or mi ti gat e t he li kelihood 
of reoccurrence.  

Recor ds of appeal s ar e securel y 
ret ai ned and regi st er ed i n t he 
RTO’ s Compl ai nt s and appeal s 
regi st er. 

The RTO Manager pr ovi des 
wri tt en acknowl edgment t o the 
appell ant. 

On r ecei pt of an appeal  t he 
RTO Manager i nf or ms a t hi rd 
part y of t he appeal  if t he 
appeal  rel at es t o a deci si on 
made by an empl oyee of t he 
t hi rd part y. 

The RTO Manager 
communi cat es t he pr ogr ession 
of t he appeal  t o all parti es 
t hroughout t he appeal s 
pr ocess.  

(1) When appeali ng fi nal assessment resul t s 
t he RTO Manager acti ons t he f oll owi ng 
pr ocess:  

 appell ant’ s trai ner/ assessor revi ews t he 
deci si on 

 if t he appell ant i s not sati sfi ed an 
i ndependent trai ner/ assessor revi ews t he 
assess ment deci si on 

 if t he appell ant i s still not satisfi ed t he RTO 
Manager ref ers t he appell ant  t o t he RTO’ s 
compl ai nt s poli cy and pr ocedur e.  

(2) For all ot her appeal s, t he RTO Manager:  

 revi ews t he ori gi nal  deci si on 

 if t he appell ant i s not sati sfi ed an 
appr opri at e i ndependent party revi ews t he 
RTO’ s deci si on 

 if t he appell ant i s still not satisfi ed t he RTO 
Manager ref ers t he appell ant  t o t he RTO’ s 
compl ai nt s poli cy and pr ocedur e.  

The RTO Manager:  

 est abli shes a 
wri tt en recor d f or 
each appeal  
recei ved 

 updat es t he recor d 
t hroughout t he 
appeal  process 

 regi st ers t he 
appeal  i n t he 
RTO’ s Compl ai nt s 
and appeal s 
regi st er 

 secur el y ret ai ns all 
appeal  recor ds.  

The RTO Manager: 

 revi ews each appeal  
pr ocess t o i dentify 
correcti ve acti on/ s 
t hat eli mi nat e or 
mi ti gat e t he 
li keli hood of 
reoccurrence 

 ensur es correcti ve 
acti on/ s ar e 
i mpl ement ed 
i ncl udi ng t hose 
acti on/ s i mpacti ng 
on any t hi rd part y 
arr angement s. 

Requi rement s f or processing appeal s 

Appeal s For war di ng appeal s Ti meframe Assess ment result appeal s 

Appeal s must be submi tt ed to t he 
RTO i n writi ng usi ng t he RTO’ s 
Appeal  f or m.  

If t he appeal  rel at es t o a 
deci si on made by t he RTO 
Manager t he appeal  i s 
f or war ded t o t he Pri nci pal f or 
acti oni ng.  

The RTO Manager fi nali ses appeal s wi t hi n 60 
cal endar days. If mor e t han 60 days i s requi red 
t he appell ant i s i nf or med i n wri ti ng of t he 
reasons f or t he need t o ext end t he ti me 
requi red t o fi nali se t he appeal. 

For assess ment resul t s appeal s t he RTO 
Manager ensur es t he appeal s pr ocess i s 
i nf or med by t he:  

(1) assess ment requi rements of t he rel evant 
trai ni ng package/ accr edi t ed course and 

(2) Pri nci pl es of Assess ment  and t he Rul es of 
Evi dence.  
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Secti on 2 Expl anati on of ter ms  
Thi s poli cy and pr ocedur e cont ai ns wor ds and expr essi ons whi ch have specific meani ng.  

Gl ossary 

Ter m Meani ng 

Appeal  Is a request made by a st udent or st akehol der of t he RTO to revi ew or reconsi der a 
deci si on made by an RTO of fi cer or a t hi rd part y provi di ng servi ces on behal f of t he 
RTO.  

Appell ant So meone appeali ng a deci sion of t he school  RTO.  

Appr opri at e 
i ndependent 
part y 

Is a person or persons i ndependent of t he RTO accept ed as i ndependent by bot h t he 
compl ai nant/ appell ant and t he RTO and who hol ds experti se rel evant t o t he 
compl ai nt/ appeal . 

Chil d/ st udent 
pr ot ecti on 

A chil d i n need of pr ot ecti on, as defi ned i n s. 10 of t he Child Pr ot ecti on Act 1999 
( Ql d), i s a chil d who:  

•  has suff ered si gnifi cant harm,  i s suff eri ng si gnifi cant harm,  or i s at unaccept abl e 
ri sk of suff eri ng si gnifi cant har m and  

•  may not have a par ent able and willi ng t o pr ot ect t he chil d from t he har m.  

Ref er t o i ndi vi dual  Sect or websi t es.  

Co mpl ai nant  Any st akehol der who makes a compl ai nt t o t he school  RTO di rectl y or t hrough a t hi rd 
part y nomi nat ed by t he compl ai nant. 

Co mpl ai nt An obj ecti on t o somet hi ng t hat i s consi der ed by t he compl ai nant t o be unf ai r and/ or 
unaccept abl e. A compl ai nt can be made ver ball y or i n wri ti ng. Compl ai nt s i ncl ude 
all egati ons.  

Del egat ed RTO 
Co mpl ai nt s 
offi cer 

Al so ref erred t o as t he Compl ai nt s offi cer. A person del egat ed by t he Pri nci pal t o 
ensur e t he pr ocess f oll owed i n addr essi ng compl ai nt s recei ved by t he RTO compli es 
wi t h t hi s poli cy and pr ocedure.  

Eval uat e Assess t he fi ndi ngs of t he moni t ori ng t o det er mi ne if t he compl ai nt s and appeal s 
pr ocess i s bei ng f oll owed and adher ed t o. 

Medi ati on The struct ur ed pr ocess i n whi ch an i ndependent person, known as a medi at or, 
assi st s t he compl ai nant/ appell ant and t he respondent t o i dentify t he i ssue/ s of 
concer n and negoti at e an outcome accept abl e t o bot h. The medi at or must ensur e at 
all ti mes t hat t he compl ai nant/ appell ant does not f eel t hreat ened or at ri sk.  

Moni t or  The ongoi ng pr ocess of regul arl y coll ecti ng and anal ysi ng rel evant i nf or mati on t o 
det er mi ne if t he requi rements f or handli ng compl ai nt s and appeal s i s bei ng met.  

Nat ural j usti ce The rul e agai nst bi as and t he ri ght t o a f ai r heari ng.  That is, a dut y t o act f ai rl y and 
reasonabl y. 

Pr ocedur al 
fairness 

1) Pr ocedur al f ai rness rel ati ng t o compl ai nt s and non- assess ment appeal s i s 
concer ned wi t h t he pr ocedures used by a deci si on- maker  rat her t han t he out come 
reached. It i s consi der ed t hat  a deci si on- maker who f oll ows a f ai r procedur e will 
reach a f ai r and correct deci si on.  

2) Pr ocedur al f ai rness rel ati ng t o assess ment appeal s ensur es t he revi ew pr ocess 
compl i es wi t h t he pri nci pl es of assess ment and rul es of evi dence outli ned i n t he 
St andar ds.  

Recor d A secur el y mai nt ai ned writt en, pri nt ed, or el ectroni c document outli ni ng a compl ai nt 
or appeal  and t he out comes resul ti ng from t he appli cati on of t hi s poli cy and 
pr ocedur e.  
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Respondent  So meone subj ect ed t o a compl ai nt or appeal . OR t he person agai nst who m a 
compl ai nt or appeal  i s br ought. 

Revi ew Changes ar e made t o pr acti ces or t he agr eement t o ensure quality servi ces ar e 
bei ng deli ver ed and meet t he needs of t he st udent s. 

St akehol der Anybody who can aff ect or i s aff ect ed by t he school  RTO.  They can be i nt er nal 
(st udent s, par ent s/ car ers, empl oyees, vol unt eers and t hi rd parti es deli veri ng servi ces 
on behal f of t he RTO) or exter nal . 

St andar ds The current NVR St andar ds for Regi st er ed Tr ai ni ng Or gani sati ons ( RTOs). 

Syst e mati c 
moni t ori ng 

The pr ocess of coll ecti ng, anal ysi ng and usi ng i nf or mati on t o track pr ogr ess t owar ds 
mai nt ai ni ng compli ance and consi st ency acr oss t he RTO’ s oper ati ons.  

Ti meframe  Nu mber of cal endar days between t he recei pt dat e of t he compl ai nt or appeal  and 
t he fi nali sati on dat e of t he revi ew pr ocess. Thi s ti meframe shoul d not exceed 60 
cal endar days. Ref er t o t hi s poli cy and pr ocedur e f or t he pr ocess t o be f oll owed if 
t hi s ti mefr ame i s not li kel y t o be met. 
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Secti on 3 Co mpl ai nt s and appeal s 

checkli st s  
When t he Compl ai nt s and appeal s poli cy requi rement s have been met t he f ollowi ng checkli st will 

be compl et ed by t he del egat ed RTO Compl ai nt s offi cer or t he RTO Manager. 

If ‘ No’ i s checked agai nst any condi ti on report t o t he RTO Manager, do not proceed.  

Co mpl ai nt s and appeal s regi st er 

Recor d N/ A Yes No 

The RTO Manager has est abli shed and mai nt ai ns a secure Compl ai nt s and 
appeal s regi st er  

 ☒ ☐ 

Co mpl ai nt s recor d and written acknowl edgment  

Wri tt en acknowl edgment of recei pt of t he compl ai nt has been gi ven t o t he 
compl ai nant by t he RTO’ s Compl ai nt s offi cer 

 ☒ ☐ 

The Compl ai nt s offi cer has est abli shed a writt en recor d i n t he compl ai nt regi st er  ☒ ☐ 

Co mpl ai nt s acti ons 

If t he compl ai nt rel at es t o i nappr opri at e acti on/ s and/ or chi l d saf et y t he recei vi ng 
RTO offi cer has i mmedi at el y commenced i mpl ementi ng t he school’ s Chil d 
Pr ot ecti on poli cy 

☒ ☐ ☐ 

If t he compl ai nt does not rel at e t o i nappr opri at e acti on/ s and/ or chil d saf et y, it has 
been f or war ded t o t he RTO’ s Compl ai nt s offi cer f or processi ng compl ai nt s. 

☒ ☐ ☐ 

The RTO’ s Compl ai nt s offi cer has:  

(1) advi sed t he compl ai nant t hat  t hey may be assi st ed by a support person or 
repr esent ati ve t hroughout t he compl ai nt process 

(2) notifi ed t he respondent of t he recei pt of a compl ai nt rel ating t o t hem and 
advi sed t he respondent t hat they may be assi st ed by a support person or 
repr esent ati ve t hroughout t he compl ai nt process 

(3) or gani sed medi ati on aft er negoti ati ng a medi ati on pr ocess whi ch i s 
accept abl e t o t he compl ai nant and t he respondent  

(4) mai nt ai ned an audi t abl e record of t he compl ai nt process and out come/ s 

(5) regul arl y updat ed compl ai nant and respondent of t he pr ogr ess t hroughout 
t he compl ai nt s pr ocess.  

 ☒ ☐ 

If t he compl ai nant i s not sati sfi ed wi t h t he out come/ s of medi ati on t he Compl ai nt s 
offi cer has nomi nat ed an appropri at e i ndependent part y t o revi ew t he compl ai nt 

☒ ☐ ☐ 

If t he compl ai nant i s still not sati sfi ed wi t h t he out come/ s of t he i ndependent part y 
revi ew t he Pri nci pal has i nf ormed t he compl ai nant t hat all compl ai nt process 
opti ons need t o be exhaust ed bef or e it can be revi ewed by an ext er nal  body or 
aut horit y 

☒ ☐ ☐ 

If all compl ai nt revi ew opti ons have been acti oned by t he RTO t he Pri nci pal has 
ref erred t he compl ai nant t o the QCAA websi t e f or f urt her opti ons f or resol vi ng t he 
compl ai nt 

☒ ☐ ☐ 

The compl ai nant and respondent have recei ved i n writi ng t he fi nal out come/ s of 
t he compl ai nt process 

 ☒ ☐ 

The RTO Manager who revi ewed t he compl ai nt s pr ocess has:  

(1) i dentifi ed pot enti al causes and 

 ☒ ☐ 
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(2) t aken appr opri at e corrective acti on t o eli mi nat e or mi tigat e t he li keli hood of 
reoccurrence 

Co mpl ai nt s pr ocess ti mefra me  

The compl ai nt s pr ocess has been compl et ed wi t hi n a 60-cal endar-day peri od   ☒ ☐ 

If not, t he compl ai nant and respondent have recei ved i n wri ti ng reasons why 
mor e t han 60 days ar e requi red t o fi nali se all matt ers rel ati ng t o t hei r compl ai nt  

☒ ☐ ☐ 

The Compl ai nt s and appeal s regi st er has been compl et ed and t he cl osed- out 
dat e recor ded 

 ☒ ☐ 

Ret enti on of compl ai nt s and appeal s recor d 

The RTO Manager has ensured t he secur e ret enti on of t he compl ai nt and 
appeal s regi st er f or archi val recor ds and audi t pur pose.  

 ☒ ☐ 
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Appeal s 

Appeal s recor d and written acknowl edgment  

Wri tt en acknowl edgment of recei pt of t he appeal  has been gi ven t o t he appell ant 
by t he RTO’ s del egat ed offi cer  

 ☒ ☐ 

The del egat ed offi cer has establi shed a writt en recor d i n the Compl ai nt s and 
appeal s regi st er 

 ☒ ☐ 

Appeal acti ons f or assessment out come appeal s 

The RTO Manager has:  

(1) request ed t he appell ant’ s trai ner/ assessor t o revi ew t he assess ment out come 

(2) organi sed an i ndependent trai ner/ assessor t o revi ew the assess ment out come 
if t he appell ant i s not sati sfi ed wi t h t he i niti al revi ew 

(3) ref erred t he appell ant t o the RTO’ s compl ai nt s poli cy for f urt her possi bl e 
opti ons if t hey ar e still not sat i sfi ed wi t h t he out come of t he revi ew 

(4) mai nt ai ned an audi t abl e recor d of t he appeal  process and out come/ s 

(5) regul arl y updat ed t he appell ant of t he pr ogr ess t hr oughout t he appeal  
pr ocess.  

 ☒ ☐ 

Appeal acti ons f or all appeal s ot her t han assess ment out come appeal s 

The RTO Manager has:  

(1) revi ewed t he ori gi nal RTO’ s deci si on 

(2) organi sed an appr opri at e i ndependent part y t o revi ew the ori gi nal RTO’ s 
deci si on 

(3) ref erred t he appell ant t o the RTO’ s compl ai nt s poli cy for f urt her possi bl e 
opti ons if t hey ar e still not sat i sfi ed wi t h t he out come of t he revi ew 

(4) mai nt ai ned an audi t abl e recor d of t he appeal  process and out come/ s 

(5) regul arl y updat ed t he appell ant of t he pr ogr ess t hr oughout t he appeal  
pr ocess.  

 ☒ ☐ 

The appell ant has recei ved in writi ng t he fi nal out come/ s of t he appeal  process  ☒ ☐ 

The RTO Manager has revi ewed t he appeal  process t o:  

1) i dentify pot enti al causes and 

2) t ake appr opri at e correcti ve acti on t o eli mi nat e or mi ti gat e t he li keli hood of 
reoccurrence 

 ☒ ☐ 

Appeal process ti meframe 

The appeal  pr ocess has been compl et ed wi t hi n a 60-cal endar- day peri od   ☒ ☐ 

If not, t he appell ant has recei ved i n writi ng reasons why mor e t han 60 days ar e 
requi red t o fi nali se all matt ers rel ati ng t o t hei r appeal  

☒ ☐ ☐ 

The Compl ai nt s and appeal s regi st er has been compl et ed and t he cl osed- out 
dat e recor ded.  

 ☒ ☐ 
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Secti on 4 Syst e mati c moni t ori ng  
Co mpl eti ng Secti on 4 satisfi es t he requi rement of t he St andar d f or syst emati c moni t ori ng.  

The RTO Manager will recor d t he dat es when moni tori ng acti viti es occur, record t he out comes of 

t he moni t ori ng pr ocess and det ail any rectifi cati ons requi red t o ensur e ongoi ng compli ance  

A ‘ No’  i ndi cat es a non-compl i ance and must be report ed t o t he RTO Manager.  Appr opri at e 

rectifi cati on must be recorded and acti oned.  

Rel evant st andar ds: 2. 1, 2. 2 
 

Syst e mati c compli ance moni t ori ng checkli st 

Dat e of successi ve 
moni t ori ng acti viti es 

Na me of person/ s conducting successi ve monit ori ng acti viti es 

3/ 10/ 2018  Li sa Small  

Choose dat e.  

Choose dat e.  

Choose dat e.  

Moni t ori ng acti vity Recor d of l ast 
moni t ori ng 

Yes No 

School RTO appr oval 
st at ement  

( Page 1 of t hi s 
document) 

The f oll owi ng det ail s ar e current and compl et e:  

School  RTO name ☒ ☐ 

The poli cy and pr ocedur e document i s dat ed (st art dat e) ☒ ☐ 

QCAA school  number  ☒ ☐ 

Nati onal  provi der number  ☒ ☐ 

Pri nci pal’ s name and cont act  det ail s ☒ ☐ 

RTO Manager’ s name and cont act det ail s ☒ ☐ 

Al l del egat ed offi cers’ names and cont act det ail s ☒ ☐ 

Poli cy and pr ocedure 

( Secti on 1 of t hi s 
document) 

Co mpl ai nt s and appeal s policy repr esent s current 
pr acti ce 

☒ ☐ 

Co mpl ai nt s and appeal s pr ocedur es repr esent current 
pr acti ce 

☒ ☐ 

Co mpl ai nt s and appeal s requi rement s f or processi ng 
repr esent current practi ce.  

☒ ☐ 

Co mpl ai nt s and 
appeal s checkli st s 

( Secti on 3 of t hi s 
document) 

Pr ocedur es checkli st s are used t o ensur e compl ai nt s and 
appeal s pr ocesses ar e f oll owed and t hat recor ds ar e 
compl et e. 

☒ ☐ 

Regi st er of compl ai nt s 
and appeal s templ at e 

( Att achment 1) 

Curr ent appr oved regi st er of compl ai nt s and appeal s 
t empl at e i s att ached.  

☒ ☐ 
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RTO Manager not es 

Co mment on t he l ast 
moni t ori ng acti vit y 

 

Li st non-compli ances 
det aili ng rectifi cati on 
requi red.  

Co mment s from moni t ori ng:  

No compl ai nt s or appeal s. 

Non- compli ance/ s: 

Rectifi cati on/ s: 
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Att achment 1  

Current regi st er of compl ai nt s and appeal s templ at e 

Att ach regi st er of compl aint s t empl at e or recor d networ k l ocati on her e: 

G: \ Cor edat a\ Curri cul um\ Secondary\ VET\ Certifi cat e Mat eri al s\ Management Mat eri al s\ Poli ci es and 

Pr ocedur es\ Compl ai nt s and Appeal s 

 


