
 ABN 45 136 467 153 | 02 8896 2036 • 0460 003 311 
Main Office: Level 1, 191 Church Street, Parramatta NSW 2150 

www.signaturetraining.edu.au | info@signaturetraining.edu.au 

    

 
Complains and Appeals Policy | Version 2.1. Date: 12/11/2025 

Disclaimer: This document is only controlled in its digital form; printed 
copies are considered uncontrolled. 

Page 1 of 1 

 

COMPLAINTS AND APPEALS POLICY 

(COMBINED GRIEVANCE PROCEDURE) 

Definitions 

This Complaints and Appeals Procedure is Signature Training Pty Ltd.’s, Combined Grievance Procedure. To 
remain compliant with the Standards for Registered Training Organisations 2025 and the VET Guidelines 2015, 
Signature Training needs to make reference to a policy for ‘Complaints and Appeals’, herein taken to be our 
Combined Grievance Policy. 

Purpose 
 
This policy allows Signature Training to manage and respond to allegations involving the conduct of: 
 

a) the RTO, its trainers, assessors or other staff; 
b) a learner of the RTO. 

 
Note: Signature Training does not enter into or have a third party providing services on the RTO’s behalf, its 
trainers, assessors or other staff. 
 
Anyone who wishes to lodge a complaint must follow this complaints process before making a complaint 
about the RTO to ASQA. 
 

Scope 

This policy applies to: 

• current students 
• prospective students 
• staff members 
• third parties interacting with Signature Training College 

 
It applies to both academic and non-academic matters related to training delivery, assessment, administration 
and student services. 

Definitions 

Complaint: A formal expression of dissatisfaction with the services, decisions, actions or behaviour of the RTO, 
its staff, or other learners. 
 
Appeal: A request for review of a decision made by the RTO, including assessment outcomes. 
 
Procedural Fairness: A process that ensures all parties involved are treated fairly and are given the opportunity 
to present their case. 

 

http://www.signaturetraining.edu.au/
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Policy Statement 

Signature Training College ensures that: 

• complaints and appeals are acknowledged promptly 
• all parties are treated with fairness and respect 
• complainants are not victimised or disadvantaged 
• complaints and appeals are resolved as quickly as possible 
• records of all complaints and appeals are maintained securely 

Principles 

The complaints and appeals process is guided by the following principles: 

• procedural fairness and natural justice 
• confidentiality and privacy 
• transparency of processes 
• timely resolution 
• continuous improvement through analysis of complaints data 

Informal Resolution 

Where appropriate, individuals are encouraged to attempt to resolve concerns informally by discussing the issue 
with the relevant staff member  
or department. Many issues can be resolved quickly through open communication. 

Formal Complaint Process 

1. Complaints should be submitted using the official Complaint Form available from the College or website. 
2. Complaints may be submitted via email, in person, or in writing. 
3. The RTO Manager will acknowledge receipt of the complaint within 2 business days. 
4. The complaint will be investigated and a written outcome provided within 10 business days where 

possible. 
5. If additional time is required, the complainant will be informed of the reason for delay and provided 

with a revised timeframe. 

Appeals Process 

If the complainant is not satisfied with the outcome of a complaint, they may lodge an appeal. 
1. Appeals must be submitted in writing within 20 working days of receiving the complaint outcome. 
2. Appeals will be reviewed by the Chief Executive Officer or an independent senior manager. 
3. A written outcome of the appeal will be provided within 20 working days where possible. 

External Review 

If the matter remains unresolved after the internal appeals process, the complainant may seek an external 
review through an independent dispute resolution body. 
 
Signature Training College will cooperate fully with any external dispute resolution process. 

http://www.signaturetraining.edu.au/
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Regulatory Complaints 

Students and stakeholders may also lodge complaints with the national VET regulator if they believe the RTO has 
breached regulatory requirements. 

The RTO encourages individuals to attempt internal resolution first but recognises their right to contact the 
regulator at any time. 

Records Management 

All complaints and appeals will be documented and stored securely. Records maintained include: 
 

• complaint or appeal forms 
• investigation notes 
• decisions and outcomes 
• communications with involved parties 

 
Records will be retained according to the organisation’s records management procedures. 

Continuous Improvement 

Complaints and appeals will be analysed periodically to identify trends and opportunities for improvement in 
training, assessment and student services. 

 

Outline 

A complaint or grievance would generally be directed at Signature Training for: 
 
Academic Matters including: 

• Student progress 

• Assessment 

• Course awards 

• Training or administrative staff performance or conduct 

• Suspension or removal from training 

 
Non-academic matters including: 

• Retention or release of personal information 

• Harassment or bullying 

• Discrimination 

• Vilification 

• Financial Matters 

• Penalties 

• General administration 

 
This policy applies equally irrespective of the location of the incident or the campus at which the grievance has 
occurred, or the students place of residence or their mode of study. The policy will apply to all current and 
prospective students and Signature Training trainers, assessors, or other staff. 

http://www.signaturetraining.edu.au/
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Complaint and Grievance Process 

This complaints and appeal processes follows the principles of natural justice and procedural fairness by 
allowing anyone subject to a decision by Signature Training, or anyone who has allegations made against 
them, to tell their side of the story before a decision is made. 

The process for complaint and appeals has a number of procedural steps that will occur in sequence, prior to 
any decision or outcome being finalised. You are able to speak with a staff member about your concerns and 
the staff member will complete any forms on your behalf if required. 
 
Informal Management 
Initially complaints should be discussed informally with the staff or trainers involved and the student lodging 
the grievance or where it concerns staff, between the staff member (s) involved and a relevant manager. 
Where possible disputes are managed and resolved informally and as expediently as possible. Confidential file 
notes will be recorded in the Student Management System against the parties involved and will be kept for at 
least 5 years. Staff members or students can be accompanied and assisted by a third party, being a friend or 
advocate to any relevant meetings during either the formal or informal grievance processes. 
 
Formal Complaint – Stage One 
If the complaint cannot be managed informally, then in the first instance, the student or staff member, or 
other third party, can submit a formal Complaint form. The form is available on the website or from 
administrative staff at reception. The form is to be addressed to the RTO Manager, who will handle all 
complaints once they progress to this stage. The person making the complaint will be advised in writing by the 
RTO Manager that their complaint has been received; this will be done as soon as possible but not more than 
48hours after receipt. 
 
For the matters listed below, the RTO Manager will act to address the complaint immediately: 

• Sexual misconduct or sexually inappropriate behaviour from staff or students 
• Comments and language involving inappropriate racist overtones 
• Physical abuse 
• Any matter that could be considered criminal in nature i.e. theft 
• Plagiarism or cheating 
• Bullying or harassment 

 
The letter will advise that the RTO Manager will make an assessment of the complaint, its nature and 
circumstances and the complainant has the opportunity to organise a time to come and meet with the RTO 
Manager. The complainant is entitled to be assisted and accompanied by a third party, being a friend or 
advocate, to any relevant meeting. 
 
Signature Training conducts separate interviews with both the person making the complaint and the person 
the complaint is about (complainee), so at no point will you come into contact with each other unless 
mutually agreed. This also serves the purpose that the complainee has the opportunity to provide their 
account before any decision is made. If the complainant does not wish to take part in a meeting, then the RTO 
Manager will still need to interview the complainee in line with natural justice principles and then will make 
an assessment of the grievance and determine an outcome. Whether the complainant attends a meeting or 
not, a written notice advising of the outcome will be provided within 10 business days. 

If the complaint involves the RTO Manager, the matter will automatically be referred to the CEO. 
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Stage Two – Internal Review (Appeal) 
If the complaint process is unable to resolve the grievance and the complainant is not happy, they have the 
ability to lodge an Appeal. The Appeal can be lodged using the ‘Appeal Form’, available on the website or from 
administrative staff at reception. The Appeal will be heard by an Independent Senior Office of Signature 
Training, being the CEO, and they will conduct an internal review in the second instance. 
 
Again, to reinforce, complainants or complainees can be assisted and accompanied by a third party, being a 
friend or advocate to any relevant meetings with the CEO during the Appeals process or at any other meeting 
deemed relevant. 
 
The person lodging the appeal will be advised in writing by the CEO that their appeal has been received; this 
will be done as soon as possible but not more than 48hours after receipt. The determination will be fair and 
equitable, complete and unambiguous with no decision being made until the person making the appeal has 
had the opportunity to make their case and provide their story. The process and any consideration and 
determination will not victimise or discriminate against any person involved in the process. The person making 
the appeal will be provided with a written outcome on the internal review including the rationale for the 
decision. If the person is satisfied with the resolution, agreed actions will be implemented and the complaint 
or appeal will be closed. If for some reason the RTO requires more than 60 days to address the appeal and 
conduct the review, we will notify the parties involved in writing providing justification. 
 
At this point, the decision and determination made by the CEO are final and this will be the position that 
Signature Training takes in relation to the appeal and internal review. 

Stage Three – External Review 
In the third instance if the parties involved are still not happy with the written outcome of the appeal and 
internal review and the appeal remains unresolved, they have the right to seek an external review. Signature 
Training has an agreement in place with an Independent third party, who will handle the unresolved 
grievance. The third party understands their role in the process and will make it as easy as possible for staff 
and students to access their Dispute Resolution service. 
 
Signature Training will utilise Mediation Australia at http://www.mediationsydney.net.au/ as our external 
dispute resolution reviewer. Students simply need to call Mediation Australia by phone and say they are from 
Signature Training and require access to the dispute resolution services. 
 
Mediation Australia is located at: 
 
Level 7, 91 Phillip Street, Parramatta NSW 
Phone: 1300 267 267 
 
Any cost associated with the external review will be met by Signature Training. 
 
Students also have the opportunity to lodge a complaint about the services provided by Signature Training, 
through the National VET Regulator, ASQA. This can be done by going to 
http://www.asqa.gov.au/complaints/complaints.html . 
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Address for Complaints and Appeals 
 
Complaints or Appeals should be lodged on the relevant Complaint or Appeal Form located on the Signature 
Training website or available in hardcopy from the Signature Training administration staff. Once complete the 
forms should be sent by post to: 
 
The RTO General Manager 
SIGNATURE TRAINING 
Suite 1, Level 1, 
191 Church Street, 
Parramatta, NSW, 2150 
 

Record Keeping 
A record of all complaints handled under this procedure and their outcomes will be scanned and 
maintained in electronic format. A copy of any Complaint or Appeal Form will also be scanned and stored. 
These records will be treated with the utmost confidence and privacy and details will not be discussed or 
disseminated, other than among the parties involved. 

Access to these files and or the provision of a copy of the information after the process has been 
completed, can only be made in writing to the CEO and only after the identity of the person requesting 
information has been established. 

 

Ratification, Review and Recommendation 
Signature Training agrees to be bound by the recommendations arising from the external review of the 
appeal and initial complaint and the CEO will ensure that any recommendations made are 
implemented within 30 days of receipt of the recommendations. 
 
Signature Training administrative staff and trainers have to read the Policy and Procedure and Trainers 
Manuals as a condition of employment and sign documents to that effect. Both policy documents 
contain this information so there is no ambiguity about it being conveyed to staff. On induction and bi-
annually at staff validation and moderation sessions, the process is reviewed and demonstrated. 

 

Publication 
This combined Students Complaints and Appeals Policy (Academic and Non-academic) will be made 
available to students and prospective students through publication on our website and in the Student 
Handbook. Additional copies can be sourced from the Signature Training main office administration staff 
or by emailing info@signaturetraining.edu.au 

Approval 
This Policy and Procedure was revised and ratified by the Signature Training CEO on 13/11/2025. 
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Version Control and Accountable Officers 
 
It is the joint responsibility of the Implementation Officer and Responsible Officer to ensure compliance with 
this policy. 
 

Responsible Officer CEO 

Implementation Officer RTO Manager 

Last Approval 13/11/2025 

Review Date  13/11/2027 

Approved by  Chief Executive Officer 

Associated Documents 

 
 
 
 

Version Control 

Version 2.1 

 

OFFICE USE ONLY 
Written/reviewed by Authorised for release by Version number Signature of authorising person 

Dylan Owen Jeevanjot Minhas 2.1 Jeevanjot Minhas 

VERSION HISTORY 
Version: Date of Effect: Brief Summary of Change: 

1.0 01/09/2021 Initial release 

2.0 15/07/2025 Reviewed and updated 

2.1 12/11/2025 Full policy review and update to ensure compliance with 
2025 RTO Standards and formatted to comply with style 
guide and control copy required 
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