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1. Policy Statement 

Antrick Education Pty Ltd trading as Antrick Health Academy (the RTO) is committed to maintaining a student 
complaints and appeals system that is accessible, fair, transparent, timely, respectful and focused on 
resolution. Students must be able to raise concerns about the RTO, its staff, third parties, agents and services 
delivered on the RTO’s behalf without fear of disadvantage or victimisation. 

 

The RTO will provide clear pathways for informal resolution, formal complaints, internal appeals and access to 
independent external review where required. All parties will be afforded procedural fairness and natural justice, 
outcomes will be documented and communicated, and complaint and appeal data will be used to inform root-
cause analysis and continuous improvement across the organisation. 

 

This policy establishes the overarching framework for student complaints and appeals. Detailed forms, 
templates, decision notices, registers and work instructions may be maintained in supporting procedures.  

 

2. Purpose 

• set the RTO’s framework for receiving, assessing, resolving, documenting and reviewing student complaints 
and appeals; 

• ensure students have access to clear, public and easy-to-use complaints and appeals pathways; 
• protect procedural fairness, impartiality, reasonable timeframes and appropriate documentation of 

outcomes; 
• define internal and external review avenues, including independent review where requested or required; 
• support compliance with the Standards for RTOs and, where applicable, National Code obligations for 

overseas students; 
• use complaint and appeal outcomes to identify trends, root causes and continuous-improvement actions. 

 

3. Scope 

This policy applies to complaints and appeals raised by students or prospective students about the RTO, its 
staff, contractors, education agents, third-party providers, assessment outcomes, academic or administrative 
decisions, student support matters, service quality, enrolment decisions, conduct, fees and refunds, 
cancellations, suspensions, deferrals, attendance or course progress decisions, or any other matter adversely 
affecting the student where a complaint or appeal avenue is available. 

 

4. Legislative and Regulatory Context 

ASQA’s Feedback, Complaints and Appeals Practice Guide states that an RTO must operate a complaints 
management system that allows complaints about the organisation, any third parties and any person employed 
or contracted by the organisation; ensures all parties are afforded procedural fairness; identifies reasonable 



 

   

 

timeframes for response and resolution; and provides avenues for further action where complaints are not 
resolved. It also states that information about complaints and appeals must be publicly available and easily 
accessible to students, outcomes must be documented and communicated, and matters must be used to 
inform continuous improvement. 

 

ASQA also requires an appeals management system that allows students to appeal decisions of the RTO, third 
parties and persons employed or contracted by the RTO where those decisions adversely affect the student; 
ensures procedural fairness; specifies reasonable timeframes; and provides avenues for independent review at 
no or low cost to the appellant if requested. Students must be informed of their appeal rights and the additional 
avenues available for review. 

 

For overseas students, National Code Standard 10 requires a documented internal complaints handling and 
appeals policy and process that is comprehensive, free and easily accessible, begins assessing a complaint or 
appeal within 10 working days, gives the student an opportunity to present their case and be accompanied by a 
support person, provides a written statement of the outcome and reasons, and advises the overseas student 
within 10 working days of the internal outcome of their right to access an external complaints or appeals 
process if they are not satisfied. For private providers, a relevant external avenue may include the Overseas 
Student Ombudsman for matters within its jurisdiction. 

 

5. Definitions 

• Complaint means an expression of dissatisfaction with the RTO, a third party, an agent, a staff member, a 
service, a process, or conduct affecting a student, where a response or resolution is expected. 

• Appeal means a request by a student for a decision that adversely affects them to be reviewed. 
• Procedural fairness means giving affected parties a fair opportunity to present their case, considering 

matters objectively and without bias, and making decisions based on relevant evidence. 
• Natural justice means fair hearing and impartial decision-making principles applied in complaint and 

appeal processes. 
• Informal resolution means an early, low-level attempt to resolve a concern without a formal complaint or 

appeal determination. 
• Independent review means review by an internal decision-maker not previously involved, or by an 

appropriate external body or independent person, depending on the matter and applicable rules. 

 

6. Policy Principles 

• Complaints and appeals pathways must be easy to find, understand and access. 
• Students may raise concerns without fear of victimisation, retaliation or unfair disadvantage. 
• All parties must be treated respectfully and afforded procedural fairness. 
• Matters must be handled as promptly as practicable within documented timeframes. 
• Records, reasons and outcomes must be documented and communicated clearly. 



 

   

 

• Complaint and appeal trends must be analysed and used to improve systems, services and risk controls. 

 

 

7. Public Information and Accessibility 

The RTO must make information publicly available and easily accessible to students about how to provide 
feedback, make a complaint and lodge an appeal. This information should explain available channels, expected 
timeframes for acknowledgement and resolution, what information the student should provide, who can assist 
the student, when a matter may be escalated, and what external review options may be available. Multiple 
access channels should be available, such as in person, email, phone, online form and written submission.  

 

8. Informal Resolution 

Where appropriate, the RTO may first attempt informal resolution of a concern. Informal resolution should be 
used only where the matter is suitable, the student agrees or is comfortable doing so, and there is no need for 
immediate formal investigation or protective action. Informal resolution does not remove the student’s right to 
lodge a formal complaint or appeal. 

 

9. Formal Complaints Process 

Students may make a formal complaint about the RTO, any third party, any agent, or any person employed or 
contracted by the RTO. Formal complaints must be assessed professionally, impartially and in a way that 
upholds procedural fairness. The process must specify reasonable timeframes for acknowledgement, 
assessment, investigation, response and closure. Complaint outcomes must be documented and 
communicated to the parties involved.  

• Complaints may relate to academic services, support services, conduct, administration, marketing, 
refunds, safety, discrimination, agent behaviour, third-party delivery or other student-impacting matters. 

• All parties must have an opportunity to respond to relevant allegations or information before findings are 
finalised, unless urgent protective action is lawfully required. 

• Complaint files must be stored securely and access limited to relevant authorised persons. 
• Where a complaint reveals broader risks, systemic actions must be considered beyond the individual 

matter. 

 

10. Formal Appeals Process 

Students may appeal decisions of the RTO, a third party, or a person employed or contracted by the RTO where 
those decisions adversely affect them. Appeals may include, for example, assessment judgements, RPL 
decisions, refund decisions, disciplinary outcomes, enrolment cancellation, suspension, deferral, attendance 
or course progress decisions, or other formal adverse decisions. Appeals must be handled transparently, 
objectively and by a suitably authorised decision-maker who was not improperly involved in the original 



 

   

 

decision wherever practicable. Appeal outcomes must be documented and communicated in writing, including 
reasons for the decision and any next steps.  

 

 

11. Procedural Fairness and Support Persons 

The RTO must ensure all parties to a complaint or appeal are afforded procedural fairness. Students must have 
a reasonable opportunity to present their case, provide evidence and respond to relevant information. Where 
appropriate, students may be accompanied and assisted by a support person at minimal or no cost to the 
student. Decision-makers must act impartially, avoid conflicts of interest and rely on relevant evidence only. 

 

12. Independent Review and External Avenues 

Where a complaint or appeal is not resolved internally, or where the policy or law requires it, the student must 
be informed of further review options. For appeals, the RTO should provide avenues for review by an 
independent party at no or low cost to the student where requested. For overseas students, if the internal 
process is unsuccessful, the RTO must advise the student within 10 working days of completion of the internal 
process of their right to access an external complaints or appeals process and provide the relevant contact 
details. 

 

For private education providers, the Overseas Student Ombudsman may be an appropriate external avenue for 
eligible international-student complaints within its jurisdiction, including complaints about cancellation of 
enrolment, course progress or attendance reporting intentions, deferment or suspension, refunds, agent 
conduct and handling of complaints or appeals.  

 

13. Overseas Student-Specific Requirements 

Where the student is an overseas student, the RTO must maintain and implement a documented internal 
complaints and appeals process that is free and easily accessible, begin assessment of the matter within 10 
working days, finalise the outcome as soon as practicable, give the student the opportunity to present their 
case and be assisted by a support person, provide a written outcome with reasons, and keep a written record 
on the student file. If the appeal concerns cancellation of enrolment, the RTO must wait for the internal 
complaints process to be completed before proceeding. 

 

The RTO must not report an overseas student in PRISMS for unsatisfactory course progress or attendance until 
the student has accessed the internal and external complaints and appeals process and the decision supports 
the RTO, or until one of the other National Code conditions for reporting applies. Decisions or 
recommendations in favour of the overseas student must be implemented immediately.  

 

14. Third Parties and Agents 



 

   

 

Third-party providers and education agents engaged by the RTO must be required to cooperate with the RTO’s 
complaints and appeals processes. Complaints received by third parties or agents about services delivered on 
the RTO’s behalf must be escalated promptly to the RTO. The RTO remains responsible for ensuring complaints 
and appeals about third-party or agent conduct are managed appropriately and that students know they can 
complain directly to the RTO. 

 

15. Records, Privacy and Confidentiality 

Complaint and appeal documentation must be retained securely and handled in accordance with privacy 
obligations. Records should include the complaint or appeal, acknowledgement, investigation material, 
correspondence, evidence considered, meeting notes, decisions, reasons, actions taken, outcome 
communication, escalation steps and closure status. Information should be shared only with persons who have 
a legitimate role in handling or reviewing the matter, unless disclosure is otherwise required by law or necessary 
for safety or external review. 

 

16. Continuous Improvement and Root Cause Analysis 

The RTO must treat complaints and appeals as opportunities to improve. Outcomes should be analysed for root 
causes, trends, repeat issues, third-party risks, training or assessment issues, communication failures or policy 
gaps. Continuous-improvement actions may include staff training, process revision, policy change, additional 
monitoring, system fixes, or changes to third-party oversight.  

 

17. Roles and Responsibilities 

• Board / CEO / Executive: oversee governance of complaints, appeals and systemic risk issues. 
• Student Services Manager / Complaints Officer: coordinate intake, triage, communication, tracking and 

resolution processes. 
• Appeals Officer / Independent Reviewer: review appeal matters objectively and make or recommend 

decisions within authority. 
• Compliance Manager: monitor standards alignment, external-review obligations, recordkeeping and 

continuous-improvement actions. 
• Academic Manager / Trainers / Assessors: participate in resolution or evidence gathering where relevant 

and implement outcomes within their area. 
• Administration Staff: provide accessible information, record matters accurately and support 

communication and filing requirements. 
• Third-Party Providers and Agents: escalate complaints promptly, cooperate fully with investigations and 

implement required corrective actions. 
• Students: raise concerns honestly, provide relevant information and engage with the process respectfully. 

 

18. Non-Compliance and Escalation 



 

   

 

Failure to provide accessible complaint or appeal pathways, failure to afford procedural fairness, unreasonable 
delays, failure to communicate outcomes, failure to advise students of external review options, failure to 
escalate third-party complaints, or failure to use complaint and appeal data for improvement may constitute a 
serious quality and compliance breach. The RTO may take corrective action including retraining staff, revising 
systems, appointing independent review support, increasing management oversight, suspending third-party 
arrangements, reporting where required and taking disciplinary or contractual action where lawful. 

 

 

 

19. Procedure 

19.1 Intake and Triage 
1. Receive the concern, complaint or appeal through an available channel and record the matter in the 

complaints and appeals register. 
2. Acknowledge receipt within the applicable timeframe (max. 14 working days) and advise the student of next 

steps.  
3. Assess whether the matter is suitable for informal resolution, requires formal handling, or requires urgent 

escalation due to safety, legal or regulatory risk. 

19.2 Complaint Handling 
4. Gather relevant information and provide affected parties an opportunity to respond. 
5. Investigate the matter objectively and determine findings, actions and outcomes. 
6. Communicate the complaint outcome in writing, including reasons and any review options. 

19.3 Appeal Handling 
7. Confirm the decision being appealed and the grounds of appeal. 
8. Assign the appeal to an appropriate decision-maker or reviewer with sufficient authority and independence. 
9. Review the decision, evidence, policy and process applied, and determine the outcome with written 

reasons. 
10. Advise the student of any further internal or external review options. 

19.4 Close-Out and Improvement 
11. Record the final outcome, actions taken and closure date in the register. 
12. Implement any required corrective or preventative actions promptly. 
13. Review trends and report significant issues to management and governance. 
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Form / Register     
Complaints and Appeals Register 
Complaint / Appeal Outcome Notice  
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Printed copies are uncontrolled unless verified against the current controlled version. This document is company confidential and may only be used, 
disclosed or reproduced with authorisation except where required by law. Before formal issue, the RTO should complete all highlighted placeholders and 
ensure alignment with its international student processes, assessment and refund policies, third-party arrangements, registers, escalation authorities, 
student handbooks and current external review contacts. 

 

Source basis used in drafting: ASQA Feedback, Complaints and Appeals Practice Guide; National Code 2018 Standard 10 factsheet; and Commonwealth 
Ombudsman information about international-student complaints for private providers in Australia. 


