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Policy 

 
Australian Skills Group is committed to developing and maintaining a transparent, effective, 

timely, fair and equitable complaints and appeals handling system where complaints and 

appeals are recorded, acknowledged and which is easily accessible to all complainants, 

where the focus is on positive outcomes with undue blame and investigation and minimal 

expense. It will ensure the principles of natural justice and procedural fairness are adopted 

at every stage of the complaint and appeal process; and that the policy is publicly available. 

 

Application 

 

This policy applies to all complainants including current, prospective and existing 

students undertaking study or training in courses offered by Australian Skills Group 

including: 

➢ Fee For Service students 

➢ Students funded through state government funded programs, including VET in 

Schools. 

➢ Trainees under a government Training Contract. (Trainees in a Training Contract will 

also need to seek advice from the relevant government department in their state 

about their rights and responsibilities).   

➢ Individuals enrolled in a VET Student Loans approved course who are, or would be, 

entitled to VET Student Loans assistance.  

➢ Individuals enrolled in a VET Student Loans enabled course who are, not eligible for 

VET Student Loans assistance. 

➢ International Students 

 

This policy also applies to Industry representatives, employers, Australian Skills Group staff 

and contractors, and any other stakeholder, including third parties providing services on 

ASG’s behalf. 
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Definitions 
  

A grievance can be defined as an individual’s expression of dissatisfaction with any aspect of 

the services and activities provided by Australian Skills Group, including both academic and 

non-academic matters such as, but not limited to: 

 

Academic 

➢ The quality of service/training provided by ASG or any third party providing such 

services on ASG’s behalf. 

➢ Student progress, assessment, curriculum, awards in any VET course or unit of 

study. 

➢ Dissatisfaction with the assessment process or result. 

 

Non-Academic 

➢ The conduct of ASG and/or any of its staff and/or any third parties providing services 

on ASG’s behalf 

➢ Issues such as the handling of personal information and access to personal records. 

➢ The enrolment, induction/orientation process. 

➢ Grievances resulting from decisions made by Australian Skills Group. 

➢ The way someone has been treated such as harassment, vilification, discrimination. 

➢ Issues with financial matters including fines, penalties, fees. 

➢ Exclusion from events and facilities. 

➢ The conduct of another learner. 

 
 

Informal grievance 
 
A complaint is considered to be informal when it is made verbally. It is also considered to be 

informal when it is made in writing and addressed to the person against whom the complaint 

is being made unless a signed copy of that letter is also sent to the Chief Operating Officer.  
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An informal complaint will be referred to an appropriate person to assist an effective and rapid 

resolution. Resolution of a complaint is to be achieved as quickly as possible, at the local level 

and with a minimum number of people involved. 

 

Formal grievance 

 

A formal complaint is made by forwarding a signed written complaint to the Chief Operating 

Officer of Australian Skills Group.  

 

All parties have a right to confidentiality and privacy, subject to necessary legal responsibilities 

and the complaint will be forwarded to the most appropriate person (as determined by the 

Chief Operating Officer) to assist the effective and rapid resolution of any complaint. 

At all times, parties to the complaint may be accompanied by an advocate of their choosing, 

Each party will have an opportunity to formally present their case should they wish to do so. 

 

Complainants can choose to utilise resources outside Australian Skills Group to resolve their 

complaint. Depending on the nature of the complaint this may include but is not limited to: 

➢ The Department of Trade, Employment and Training for issues related to training 

provided through state government funding. 

➢ The Queensland Training Ombudsman. 

➢ The Australian Skills Quality Authority. 

➢ Other complaint handling agencies. 

 
 

In handling a complaint, whether formal or informal, confidentiality will be maintained to 

protect all parties involved in a complaint under the principles of natural justice. 

 

Before an Issue Becomes a Formal Grievance 

 

Complainants are encouraged, wherever possible, to resolve concerns or difficulties informally 

with the trainer or staff member involved in the action(s) in order that the issue may be resolved 

quickly and effectively.  

There are also staff available to assist in the resolution of issues at this level. Complainants 

may raise an informal grievance by contacting the Chief Operating Officer if required either in 

person or by phoning (07) 3889 8233. 



Complaints, Appeals and Grievances  

Policy 

 

 

July 2025 Revision: 2 Page 4 of 10 

 

 

Where the informal discussion has not found a suitable resolution, or the circumstances do 

not allow this, a formal complaint may be lodged. 

 

Appeals 

 

An appeal is an application made by a student to have a decision reviewed where that 

decision relates to a matter affecting their studies or life as a student.  

 

Students have the right to appeal any decision or assessment decision made by 

Australian Skills Group or third party acting on its behalf. 

 

Assessment Appeals 

Although the Grievance Procedure is available for this purpose, students are 

encouraged to do the following should they not be satisfied with an assessment 

decision: 

➢ Approach your trainer /assessor informally to discuss your concerns. 

➢ If you are not satisfied or do not feel comfortable, a meeting can be arranged with the 

Chief Operating Officer. 

➢ The Operations Manager will have the work re-assessed by an independent or 

impartial qualified trainer/assessor. 

➢ You will be notified of the outcome in writing within 10 working days from the date of 

the appeal. 

➢ Where the appeal is successful the results will be amended. 

➢ Where the appeal is not upheld the Chief Operating Officer will advise the student in 

writing with the reasons for the decision.. 

 

You have the right to use the Formal Grievance process if preferred. A formal letter must be 

submitted within 10 working days of receiving the academic result. 

 

In handling a complaint, whether formal or informal, confidentiality will be maintained to 

protect all parties involved in the complaint, under the principles of natural justice. 
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Procedure 
 
This procedure can be used by all complainants to submit a grievance of an academic or 

non-academic nature and at all times Australian Skills Group will take steps to ensure 

that: 

 

➢ All formal complaints received by Australian Skills Group will be acknowledged in 

writing and finalised as soon as practicable. 

➢ The complainant and any respondent will not be victimised or discriminated against. 

➢ The complainant has an opportunity to formally present their case. 

➢ That each party to a grievance may be accompanied and assisted by a support 

person/third party at any relevant meeting. 

➢ The complainant will be provided with a written statement of the outcome of the 

complaint and of any appeals, including reasons for the outcome. 

➢ A full explanation in writing for decisions and actions taken as part of the process will 

be provided if so requested by the complainant or respondent. 

➢ The complainant is given appropriate access to records, whilst maintaining 

confidentiality. 

➢ Where the internal or external grievance handling or appeal process results in a 

decision that supports the complainant, Australian Skills Group will immediately 

implement any decision and/or corrective and preventative action required and 

advise the complainant of the outcome. 

➢ Where ASG considers more than 60 calendar days may be required to process and 

finalise the complaint or appeal, the complainant or appellant will be informed by ASG 

in writing with reasons why more than 60 calendar days are required; and provide 

regular updates on the progress of the matter. 

➢ There is no cost to the complainant to access this grievance procedure., 

➢ The complainant has the right to withdraw the complaint at any stage. 
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Stage 1 – Formal Grievance 

 

Formal grievances must be submitted in writing or using the Complaint and Appeals Form; 

and should be marked to the attention of the Chief Operating Officer as follows: 

  

 Chief Operating Officer 

 Australian Skills Group 

 PO Box 4255 

 Brendale QLD 4500 

 

These forms can be requested from Student Administration, or by emailing info@asg.edu.au 

 

➢ Receipt of the grievance will be acknowledged in writing within 2 business days. 

➢  The grievance handling process will commence within 5 business days of receipt of 

the formal grievance, including confirming the required outcome of the complainant 

with the complainant, if required. 

➢ All reasonable measures will be taken to finalise the process as soon as practicable. 

Should the Chief Operating Officer consider that resolution will take longer than 60 

calendar days from the date of receipt, the complainant will be informed of the reasons 

why, and kept up-to-date with progress. 

➢ Such clarification may be sought by written or verbal request or by a face-to-face 

interview with the complainant. When such clarification occurs in a face-to-face 

interview the complainant or respondent may ask for a third party to accompany them. 

➢ The Chief Operating Officer, or their nominee, will endeavour to address/resolve the 

grievance within 10 working days of receipt and will provide a written report of the 

outcome with reasons for the decision/s to the complainant . This will include the steps 

taken to address the grievance and advice on the complainants right to appeal any 

decision, within 20 working days. 

➢  Where the complainant is satisfied with the outcome the resolution will be 

implemented and the complaint/appeal closed. 

➢ Australian Skills Group will review the complaint and a Continuous Improvement Notice 

raised for action where required. 

 

mailto:info@asg.edu.au
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Stage 2 – Internal Appeal 

 

➢ If a complainant is dissatisfied with the outcome decision of their formal grievance they 

may lodge an appeal with the Chief Executive Officer (who is senior to the original 

decision maker) within 14 working days of receiving notification of the outcome 

decision. 

➢ The Chief Executive Officer will appoint an appropriate person or committee to consult 

with the complainant and other relevant parties within 5 working days of receipt of 

notification of appeal. 

➢ Where possible such consultations should take the form of face-to-face interviews. The 

complainant or the respondent may ask another person to accompany them to these 

interviews, at that party’s cost. 

➢ Following the consultation, the Chief Executive Officer, or their nominee, will provide a 

written report to the complainant advising the further steps taken as part of the review 

and the appeals outcome, including the reasons for the decision, within 10 working 

days of hearing the appeal. 

➢  The report will further advise the complainant of their right to the external appeals 

process, within 20 working days, including how to have the decision reviewed, if they 

are not satisfied with the outcome of the internal appeal. 

➢ Where the complainant is satisfied with the outcome the internal appeal, any resolution 

will be implemented and the complaint/appeal closed. 

➢ Australian Skills Group will review the complaint and a Continuous Improvement Notice 

raised for action where required. 
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Stage 3 – External Appeal 

  

➢ There is no cost to students to access the external appeals process. 

➢ If the complainant is dissatisfied with the outcome of their appeal, they may lodge an 

external appeal to an independent Arbitrator appointed to conduct such an appeal 

within 20 working days of receiving notice of the outcome of their appeal. 

➢ Contact Details for Independent Arbitrator: 

Mr Craig McKenzie 

Ph: 07 3881 2908 

 

➢ Complainants who wish to lodge an external appeal must complete and lodge the 

required external appeal form/documentation which is available by contacting the 

Independent Arbitrator.   

➢ The Independent Arbitrator will advise Australian Skills Group of the external review 

application made by the complainant. Both the Complainant and Australian Skills 

Group will be requested to provide documents in support of the application within 14 

days of receipt of notification of external appeal. 

➢ Where required each party to the review may be accompanied or assisted by another 

person at the review, at that party’s cost. 

➢  The Independent Arbitrator will then consider the documents and make a written 

determination, with reasons for the decisions/recommendations, which will be sent to 

both parties.  

➢ Turnaround time for an appeal is 4 – 6 weeks from lodgement. 

➢ Australian Skills Group agrees to be bound by the Independent Arbitrator’s 

recommendations and the GM Assurance and Regulation will ensure that such 

recommendations are implemented within 14 days of receipt of the report from the 

Independent Arbitrator. 

➢ Where the complainant is satisfied with the outcome of the external appeal, the 

resolution will be implemented and the complaint/appeal closed. 

➢ Australian Skills Group will review the complaint and a Continuous Improvement Notice 

raised for action where required. 
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Further Action 

 

If a grievance still remains unresolved after the external appeal, the complainant may decide 

to refer the matter to external authorities that could further assist them. Such review may 

consider the way in which the process was handled rather than the judgement that was 

made. 

 

Depending on the nature of the complaint this may include, but is not limited to: 

 

The Queensland Training Ombudsman 

The Office of the Queensland Training Ombudsman offers a free, confidential and 

independent service to review and resolve enquiries and complaints from anyone in the 

VET system including students, RTOs, apprentices, trainees, employers and other 

stakeholders. 

 

More information can be found at: 

https://trainingombudsman.qld.gov.au/wp-content/uploads/2020/02/QTO-DL-Brochure_web-Feb-

2020.pdf 

or by calling 1800 773 048 

 

Commonwealth Ombudsman – VET Student Loans 

The VET Student Loans Ombudsman (VSLO) acts as the external dispute resolution body 

to conduct investigations and make recommendations relating to VET Student Loans 

assistance and compliance by VET providers with their legislative requirements.  

 

More information about the VSLO and the matters that fall within their scope of work visit 

the Commonwealth Ombudsman website: 

https://www.ombudsman.gov.au/complaints/vet-student-loan-complaints  

Australian Skills Group will: 

• Comply with the requirements of the Commonwealth Ombudsman and 

• Fully cooperate with the Commonwealth Ombudsman 

 

Australian Skills Quality Authority (ASQA) – Australian Group’s registering and 

governing body. 

 

 

https://trainingombudsman.qld.gov.au/wp-content/uploads/2020/02/QTO-DL-Brochure_web-Feb-2020.pdf
https://trainingombudsman.qld.gov.au/wp-content/uploads/2020/02/QTO-DL-Brochure_web-Feb-2020.pdf
https://www.ombudsman.gov.au/complaints/vet-student-loan-complaints
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If your complaint is related to a potential breach of the Standards for RTOs 2025, 

you have gone through ASG’s internal complaints process and your complaint has 

not been resolved you may contact the Australian Skills Quality Authority (ASQA) 

and completing their online complaints form.  

https://www.asqa.gov.au/students/complaints 

At no time does this procedure replace or modify procedures or any other responsibilities 

which may arise under other policies or under statute or any other law. Nothing in this 

procedure limits the rights of individuals to take action under Australia’s Consumer Protection 

Laws. Neither does this procedure circumscribe an individual’s rights to pursue other legal 

remedies 

 

Enrolment Status 

Where a current student chooses to utilise this process, Australian Skills Group their 

enrolment status will be maintained whilst the grievance handling and appeals process is 

ongoing. 

 

Record Keeping 

A written record of all grievances handled under this procedure and their outcomes shall be 

maintained for a period of 7 years to allow all parties to the grievance appropriate access to 

these records. These records will be maintained in accordance with VET Regulatory 

requirements under the Australian Skills Group Records Management procedure..  

 

Procedural Fairness / Natural Justice 

Natural justice principles will be used to ensure procedural fairness. 

 

All parties will be given the opportunity to present their case, be fully informed about 

allegations and decisions made and have the right to be represented by another person. 

 

In addition, the decision maker must have no personal interest, beyond the scope of their 

role in this process and must be unbiased. If the decision maker cannot meet these 

requirements they must immediately withdraw from the process. 

 

Whether a complaint is formal or informal, steps will be taken to ensure that neither   

party is victimised or disadvantaged as a result of a complaint being made. The 

Nominee appointed to manage a formal complaint will be responsible for ensuring 

that no victimisation occurs.  

https://www.asqa.gov.au/students/complaints

