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1.1  Purpose
Hamilton Secondary College RTO has a complaints and appeals policy to ensure that all complaints and appeals regarding its operations are:
· Managed fairly, transparently and in a timely manner.
· Ensure the principles of natural justice and procedural fairness are adopted at every stage of the complaint and appeal process.
· Recorded and used to support continuous improvement.
This policy applies to complaints or appeals involving:
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 student of the RTO
This also includes to manage requests for a review of decisions, including assessment decisions, made by the RTO or a third-party providing services on the RTO’s behalf.
Hamilton Secondary College RTO complaints policy and appeals policy:
Ensure complaints and requests for an appeal are acknowledged in writing and finalised as soon as practicable, and
Provide for review by an appropriate party independent of the RTO and the complainant or appellant, at the request of the individual making the complaint or appeal, if the process fails to resolve the complaint or appeal.
Where the RTO considers more than 60 calendar days are required to process and finalise the complaint or appeal, the RTO will:
Inform the complainant or appellant in writing, including the reasons why more than 60 calendar days are required 
Regularly update the complainant or appellant on the progress of the matter.
Hamilton Secondary College RTO will:
Securely maintain records of all complaints and appeals and their outcomes
Identify potential causes of complaints and appeals and take appropriate corrective action to eliminate or mitigate the likelihood of reoccurrence.
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Hamilton Secondary College RTO is committed to: 
Where possible, complaints will be resolved immediately.
Ensuring all complaints and appeals are acknowledged in writing and resolved as quickly as possible, normally within 60 calendar days.
Maintaining transparency, fairness and confidentiality throughout the process.
Maintain a secure Complaints and Appeals Register, where all complaints and appeals received, as well as actions taken and decisions made, will be documented.
Using complaints and appears to identify root causes and implement corrective actions.
Allowing escalation to an independent reviewer if internal resolution is unsuccessful.

Roles and Responsibilities
	Role
	Responsibility

	CEO
	Overall accountability for policy compliance and final review of unresolved complaints or appeals.

	RTO Manager
	Manages complaints and appeals, oversees register and monitoring, reports trends for continuous improvement.


	Trainers/Staff
	Respond promptly to complaints raised directly and refer matters to the RTO Manager or CEO.
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The Hamilton Secondary College RTO ensures that:
· Complainants/appellants are treated fairly, with opportunities to present their issue.
· Support persons may accompany complainants or staff during proceedings.
· An independent review is available if internal processes fail to resolve the issue.
· Extended timelines beyond 60 calendar days will be communicated in writing with regular updates on the progress.

[bookmark: _Hlk212381986]Complaints and Appeals Procedures
4.1 Lodging a Complaint or Appeal
· Complaints/appeals can be made in writing or verbally.
· Written complaints can be submitted directly or through a support person or third party.
· Verbal complaints are to be documented in the Complaints and Appeals Register and passed onto RTO Manager or CEO if not resolved immediately.
4.2 Processing
	(i) Forward complaints:
· If not about the RTO Manager/VET Coordinator, forward to the RTO Manager.
· If about the RTO Manager/VET Coordinator, forward to the CEO/Principal.
(ii) Acknowledgement:
· Written acknowledgement to the complainant/appellant within 5 working days.
(iii) Investigation:
· Issues are discussed with involved staff, students, or third parties.
· Parties will be allowed to present their issue with optional support persons.
· An independent Complaints and Appeals Committee will be convened if required.
4.3 Complaints and Appeals Committee
· Must include:
· A representative of the CEO/Principal
· One or more preventatives of teaching staff
· An independent person with no prior involvement.
· Responsibilities:
· To investigate and resolve complaints or appeals.
· Communicate the outcomes in writing to all the parties.
· The process and outcome is to be documented in the Complaints and Appeals Register.
4.4 Resolution and Escalation
· If the issue remains unresolved internally, the complainants/appellants may request a review by an independent party.
· [bookmark: _Hlk212381236]This may refer to:
· South Australian Skills Commission https://skillscommission.sa.gov.au/ 
· Further Education and Pathways unit within the Department for Education (DfE).
Timelines
· The standard resolution is within 60 calendar days.
· If extended, the complainant/appellant will be:
· Informed in writing of reasons.
· Provided with regular progress updates.
Recordkeeping and Continuous Improvement
· All the complaints and appeals are recorded on the Continuous Improvement Register.
· Underlying causes, outcomes and corrective actions are reviewed annually to prevent recurrence.
· Continuous improvement is guided by analysing patterns and outcomes from complaints and appeals. This process helps to identify opportunities to strengthen our policies, procedures, and practices.
Policy Review
This policy will be reviewed every 2 years or earlier if:
· There are changes to legislation or standards.
· Issues are identified through internal audits or external feedback.
Any changes to this policy will require approval by the RTO Executive.
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