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Complaints and Appeals 

National Code Standard 8 

 
Registered providers’ complaints and appeals processes are independent, easily and immediately accessible and 

inexpensive for the parties involved. 
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Definitions 

Course: A full-time registered program of education or training registered on CRICOS for 
the attainment of a testamur or certificate. 
Defined as course in the ESOS Act. 

DOE Department of Education 

DIBP: Department of Immigration and Border Protection    

Expected Duration: The duration of the course as registered on The Australian Commonwealth Register 
of Institutions and Courses for Overseas Students (CRICOS). The expected duration 
for overseas students should not differ from the expected duration for domestic 
students. 

International Student: A person who holds an Australian Student Visa and is an 'overseas student' as 
defined by the ESOS Act. 

Intervention Strategy: Any documented action targeted at addressing the needs of an 'at risk' student. 

Program: A full-time registered program of education or training registered on CRICOS for 
the attainment of a testamur or certificate. Defined as course in the ESOS Act. 

PRISMS: The Provider Registration and International Student Management System 
(PRISMS) is the system used to process information given to DIBP and the 
Secretary of DOE by registered providers. 
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Purpose 
The purpose of this procedure is to define the system available to Students for dealing with 

• Complaints and appeals  

• Independent resolution and 

• Appellant rights. 
 

This policy applies to all overseas students enrolled within ELICOS (English Courses) and Vocational 

Education and Training (VET) courses of study offered by the Salisbury College Australia. 

 

Applications/Scope 
As a CRICOS “Registered Training Organisation” under the Education Services for Overseas Students Act 2000 

(ESOS Act), Salisbury College Australia (SCA) is bound by that Act and subsequent Education Services for 

Overseas Students Regulations 2001 and the National Code of Practice for Registration Authorities and 

Providers of Education and Training to Overseas Students 2017 (National Code). Under the guidance and 

framework provided by these Acts, Regulations and Codes, the SCA will conduct all complaints and 

grievances ethically, honestly and with fairness to all parties. The legislative context includes: 

• National Vocational Education and Training Regulator Act 2011 

• Standards for Registered Training Organisations (RTOs) 2015 

• The ESOS Act 2000 

• Education Services for Overseas Student (ESOS) Regulations 2001 

• The National Code 2018 
 

This policy covers all overseas students studying at Salisbury College Australia. This policy is available to 

students and staff via SCA website and through Staff and Student Portals. This policy will be reviewed as part 

of the College’s one-year policy review cycle or as required by regulatory changes. 

 

Principles 
Salisbury College Australia has developed a ‘Complaints and Appeals’ Policy and Procedures for overseas 

students. 

 

The first point of contact for a student when they have an issue or problem is the relevant SCA staff concerned 

with that issue. It is the staff duty to deal with the issue as soon as it arises, and in the best manner possible. 

 

At all possible times, it is in the best interest of the college and all SCA staff that student issues are dealt in a 

professional, understanding and timely manner so that the student community at Salisbury College Australia 

maintains confidence in the courses and methodologies that the college runs and employs. 

 

A complaint can be defined as a person’s expression of dissatisfaction with any aspect of the College’s services 

and activities. A complaint may be an expression of dissatisfaction with: 

https://www.sc.edu.au/complaints-and-appeals/
https://apps.wisenet.co/login.aspx
https://learner.wisenet.co/SLB/Account/LogOn?ReturnUrl=/SLB
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a. academic matters such as the provision of training and assessment services within an ELICOS or VET 
course of study, including quality of teaching, classroom issues, availability and standard of 
instructional resources, course content, student progress, scheduling, training facilities and 
discrimination; and 

b. non-academic matters relating to the provision of support services such as those associated with the 
enrolment process, handling of personal information and access to personal records. 

 

The college is committed to maintaining an effective, timely, fair and equitable complaint handling system 

which is easily accessible and offered to students at no charge for internal review of a complaint or appeal and 

for the external review of an appeal. This system can be utilised by eligible students, including potential 

students enrolled or seeking to enrol in an ELICOS or VET course of study with the college, to submit a 

complaint of an academic or non-academic nature. 

 

Standard 8 of the National Code 2018 requires that: 

Registered providers ensure international students have a fair, inexpensive complaints and appeals 

process that includes access to an independent external body if necessary.  

• The provider must have an internal complaints and appeals process that: 
➢ requires a written record of the complaint or appeal which cannot be resolved informally  
➢ provides a student with the opportunity to formally present his or her case at a minimal or at no 

cost  
➢ allows the student to be assisted or accompanied by a support person  
➢ provides a written statement of the outcome, including details and reasons for the decision; and  
➢ requires that processes begin within 10 working days of the provider receiving the formal written 

lodgment of the complaint or appeal. 

• The provider must maintain the student’s enrolment while the complaints and appeals are processing. 
This does not mean that a student must remain in class. 

• The provider must have arrangements in place for an independent external person or organisation to 
hear the complaints or appeals where the provider’s internal process has been completed and the 
student remains dissatisfied. 

• The student must be granted immediate access to the provider’s complaints and appeals process. The 
process must begin within 10 working days of the formal lodgment of the complaint or appeal.  

• The provider’s documented internal complaints and appeals process must include provision of a written 
statement of the outcome including details and reasons for the decision. 

• If the outcome of a student’s appeal through a provider’s internal or external complaints and appeals 
handling process is favourable to the student, the provider must immediately advise the student of this 
and implement any decision and/or corrective and preventive action required.  
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Procedures 

1. Student is encouraged, in the first instance, to resolve the concern or difficulty directly with the staff 
member who is involved, in an informal resolution process. 
 

2. If the relevant staff member is unable to resolve the concern or difficulty at Step 1,  

• The student is encouraged to submit a formal ‘Student Complaint & Appeals’ form to the 
Student Services or to the relevant SCA staff.  

• SCA provide written acknowledgement to the student within two working days of lodging the 
complaint. 

• Student is interviewed by the relevant SCA staff to solve the matter. 

• Student is informed in writing of the decision and steps to take regarding the 
complaint/appeal within 10 working days. 

• The student will be advised that there will be no cost to themselves during this process. All 
complaints and appeals will be registered in Wisenet for the record keeping purposes by the 
relevant SCA staff who is involved in the resolution process. 

• Within 5 to 10 working days of the receipt of a formal complaint/appeal the Student Services 
officer will consider the information provided and may contact the student if further 
information is required.  

• The Student Services officer shall, make a decision on the matter and advise the students.  

• Once a resolution is reached, the Student Services officer prepares a draft letter and submits 
it to the PEO for approval; once approved, student will be provided with a copy of the 
resolution, in which Student is invited to acknowledge their satisfaction with the outcome or 
otherwise student’s intention to access College’s external appeals process. 

• If the Student is satisfied with the outcome, the relevant files will be updated and the case is 
closed. 
 

3. If the Student is not satisfied,  

• They can request to refer the complaint to the PEO. Student Services officer gather 
information about student complaints. The Student Services officer prepares a case file for 
presentation to the PEO. PEO will organise a meeting with the Student and try to resolve the 
matter. PEO may appoint, at no expense to the Student, an independent mediator to conduct 
the appeal and propose a resolution. The independent mediator must be acceptable to both 
parties. 

• The Student will be informed in writing of the outcome of the appeal, including details of the 
reasons for the outcome. 

• Once a resolution is reached, the Student Services officer prepares a draft letter and submits 
it to the PEO for approval; once approved, student will be provided with a copy of the 
resolution, in which student is invited to acknowledge their satisfaction with the outcome or 
otherwise student ‘s intention to access College’s external appeals process. If the Student is 
satisfied with the outcome, the relevant files will be updated and the case is closed. 

 

4. If the problem cannot be resolved within the college, student has right to access the external appeals 
process. This can be accessed through: 
 
➢ Overseas Students Ombudsman 

GPO Box 442 
Canberra ACT 2601 
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AUSTRALIA 
http://www.ombudsman.gov.au/about/overseas-student-ombudsman-landing-page 

 

• If the Student wishes to access the external appeals process they must do so within 5 working 
days of receiving an Unsuccessful Appeals letter. The student should initiate the process by 
completing the form website on: 
http://www.ombudsman.gov.au/making-a-complaint/overseas-students 

 

• The cost of external appeal is free of charge.  
 

• Once a student has applied for external review, OSO will inform the College of the application. 
The student's enrolment will be maintained in the course during the appeals process. 

 

• Both the Student and the College will receive an acknowledgment letter from OSO advising of 
the deadline to provide supporting information for the mediation process. 

 

• All documentation from the Student and the College will be forwarded to the OSO. The OSO 
will examine and review the submissions and documentation. The OSO will outline 
determination and forward decision to SCA. 

 

• College receive the determination from OSO and reach to a decision. 
 

  

http://www.ombudsman.gov.au/about/overseas-student-ombudsman-landing-page
http://www.ombudsman.gov.au/making-a-complaint/overseas-students
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Appeals 

1. Appeals may arise from a number of sources including appeals against assessment, appeals against 
discipline actions and appeals against decisions arising from complaints. The essential nature of an 
appeal is that it is a request by a Student to reconsider a decision made by the registered training 
organisation. 
 

2. When a Student appeals a decision by the registered training organisation the PEO may appoint, at no 
expense to the Student, an independent mediator to conduct the appeal and propose a resolution. 
The independent mediator must be acceptable to both parties. The Student is also entitled to 
nominate a person of their choice to be a second person to conduct the appeal and propose a 
resolution. 
 

3. For all appeals: 
a. The appellant must have an opportunity to formally present their case with a support person 

present if necessary. 
b. The appeal must be recorded in writing and signed and dated by the complaint and the 

student services Manager. 
c. The outcome of the appeal and the reason for decisions made must be recorded in writing 

and signed and dated by the complainant and the PEO. 
 

4. Nothing in this procedure inhibits Student’s rights to pursue other legal remedies. Students are 
entitled to resolve any dispute by exercising their rights to other legal remedies. Students wishing to 
take this course of action are advised to contact:  

 
Overseas Students Ombudsman 
GPO Box 442 
Canberra ACT 2601 
Australia 
Tel:  1300 362 072 
International: +61 2 6276 0111 
Fax:02 62760123 

 

A solicitor; or The Law Society of New South Wales 

170 Phillip Street, Sydney 2000 

DX 362 SYDNEY 

T: 02 9926 0333 

F: 02 9231 5809 

E: lawsociety@lawsociety.com.au   

Office Hours: 9am to 5pm, Monday to Friday 

 

The costs of mediation shall be as agreed upon with the mediator and become the responsibility of the person 

who loses the mediation case. 

 

Improvements 

tel:1300
mailto:lawsociety@lawsociety.com.au
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If appropriate, any improvement actions arising from a complaint or appeal must be recorded as a Continuous 

Improvement action item in WiseNET.  
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Flowchart 
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Revision History 

Revision Date Description of Modifications 

V0.1 10 August 2016 Original 

V1.0 20 October 2016 Full revision, update on policy procedures, definitions are adjusted 
against the entire policy – Policy is now endorsed by the PEO 

V1.1 08 November 2016 Minor adjustments on formatting of the document. 

V2.0 20 February 2017 Formatting changes, Updated footer – approved and endorsed by PEO 

V3.0 15 December 2017 Updated Policy to incorporate the National Code 2018. 

 


