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Definitions
Academic Appeal

Any appeal relating to an academic matter, such as attendance, grades,
intervention strategy, academic misconduct, etc.

Appeal

A formal request for a change in or confirmation of a decision.

Complaint

An expression of dissatisfaction with the delivery of academic or non academic,
administrative or support services.

Complainant

Person making the complaint.

Feedback

Information about reactions to a product, a service, a person's performance of a
task, etc., used as a basis for improvement.

Respondent

Person the complaint is in regards to.

Context
Response Learning is committed to creating an environment where all feedback is welcome and where
openness is valued. The benefits of creating this environment include:
•

Response Learning gains more valuable feedback on which to base continuous improvement
activities,

•

Issues are less likely to be escalated into formal complaints,

RL_POL008 version 3 last updated 02/03/2018

Page 1 of 4

RL_POL019 Complaints and Appeals Policy

•

Learners and other clients are more likely to be satisfied with Response Learning’s performance,
which is likely to reduce attrition rates and promote return business.

Response Learning will not tolerate any harassment, victimization, bullying or any conduct that has the
purpose or effect of interfering with an individual’s work performance or creating an intimidating, hostile,
or an offensive learning or assessment environment. This includes harassment, victimization, bullying
because of sex, race, national origin, religion, disability, sexuality or age.

Intent
Harassment is unlawful under Commonwealth and State legislation and all harassment, bullying and
victimization are contrary to the duty of care to provide a safe environment for work and learning.
Response Learning provides appropriate mechanisms and services for students to have concerns
reviewed and addressed where appropriate. The aim is for complaints and appeals to be addressed
efficiently and effectively.
Response Learning’s CEO, RTO Manager, staff, trainers and contractors will assist learners and other
clients to raise issues by:
•

Providing information to them about how feedback is valued,

•

Providing avenues for them to provide feedback (e.g. student surveys, scheduled client feedback
meetings, regular communication with clients, workplace supervisors and students), and

•

Thanking them for their feedback, responding to issues raised quickly and providing them and
other clients with information about how such issues have been addressed.

All training facilitators and students are expected to work in an atmosphere based on mutual
respect for the rights and differences of each individual.

Approach
Response Learning is committed to its clients and students feeling confident that they are being treated
fairly by:
1. providing clear information in a timely way about how to complain or appeal,
2. providing adequate opportunity for complainants to present their case,
3. providing access to an independent arbiter if this is needed,
4. providing clear information of the outcomes of the complaint or appeal, and
5. resolving complaints and appeals within realistic and fair timelines.

Responsibilities
The RTO Manager of Response Learning is responsible for ensuring all staff are informed of their role and
responsibilities in relation to complaints and appeals.
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All staff, clients, students and suppliers of Response Learning are expected to be responsible for their own
behaviour; without interfering with any other individual’s work performance or creating an intimidating,
hostile, or an offensive working, learning or assessment environment.
Response Learning will maintain a student’s enrolment and/or withhold from finalising results while a
complaint or appeal is undergoing resolution.
Refer to the RL_WP045 Complaints and Appeals procedure for detail of responsible officers, timeframes,
stakeholders’ rights and how integrity is maintained.
Please contact admin@responseaust.com.au for a copy of the relevant procedure.

Informing students and clients of this policy and accompanying procedure
Before students enrol and/or clients enter into a contract with Response Learning, the RTO informs
them about their rights and obligations in relation to complaints and appeals.
This is done through three key mechanisms:
1. The procedure is pictorially available within the Training Handbook, which is issued to each
client and student before enrolment occurs (and is available on Response Learning’s website for
public access),
2. This Policy is available on Response Learning’s website for public access, and
3. The procedure is explained during each student’s RTO induction session, held at the time of
enrolment (and available on Response Learning’s website).

Complaints against Response employees
The safety, welfare and wellbeing of all of our training participants is paramount. Response Learning, as
an employer, is vicariously liable for the negligent acts of its employees. When responding to complaints
against employees, Response Learning has a moral responsibility to ensure its employees are treated fairly
and the rights of each individual are respected during an investigation and any applicable disciplinary
process.
The RTO Manager will raise all complaints against Response employees with the CEO and, if the complaint
relates to the safety, welfare and wellbeing of a student or group of students directly; immediately
remove the staff member from any duties which may require unsupervised access to the student or group
of students, whilst the matter is investigated.

Complaints against students
Clients, students and staff should be aware that differing social and cultural standards may mean
behaviour that is acceptable to some may be perceived as offensive by others.
Response Learning will investigate all complaints relating to the behaviour of students in a professional
and responsible way. It may be necessary to remove the student from their learning group during the
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investigation period which will be decided upon by the CEO in consultation with the RTO Manager, the
student’s trainer and, where appropriate, the student’s employer.

Academic Appeals
All students of Response Learning have the right to fairness and flexibility of assessment, with all
assessors understanding the need for valid, sufficient, authentic, reliable and current evidence when
making assessment judgements.
Response Learning will maintain a student’s enrolment and/or withhold from finalising results while an
academic appeal is undergoing resolution.
Students have the right to lodge an appeal against decisions about academic matters arising from the
following:
•

assessment process

•

student progress

•

enrolment

•

academic integrity (e.g. cheating, plagiarism, breaching copyright).

The grounds required for both Appeal types include one or more of the following:
•

the appropriate policy or procedure was not followed or correct procedures were not followed
in considering or handling the matter,

•

the decision was made without due regard to the facts, evidence or circumstances,

•

the decision was clearly incorrect or unjust, or the penalty, where applicable, exceeded the
nature of the offence.

This Policy does not apply to students in relation to non-accredited training.

Recording of Complaints
As complaints and appeals provide an opportunity for improvement for the RTO - whether they be related
to improvement with processes, forms, systems or communications; all complaints and appeals will be
recorded in the RL_FOR028 Continual Improvement Register.
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