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3. Complaints and Appeals Procedures

Governing policy: Complaints and Appeals Policy

Associated Documentation e Complaints and Appeals Form

e Complaints and Appeals Register

e Continuous Improvement Register

e 2026 Standard VET Funding Contract Skills First Program - Clause 1.3 (e) of Schedule 1
e Skills First Quality Charter

e Standards for RTOs 2025

Records: e Complaints and Appeals Register
e Student files

e Investigation records

Definitions: Nil

Approval date: 08/01/2026 Implementation Date: 08/01/2026 Approved by: CEO

Next review date: 08/01/2027
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Complaints & Appeals - Procedure

Parker Brent is committed to resolving complaints and appeals fairly, promptly, and respectfully, ensuring all students have access to a safe, supportive,
and inclusive learning environment.

This policy and procedure is made available on the Parker Brent website. Students are also advised of the Complaints and Appeals policy and procedure via
the student handbook and at induction.

Parker Brent staff and trainers are advised of the Complaints and Appeals policy and procedure upon commencement of employment during their
induction.

This procedure applies to students, staff, and external parties.
What you can complain or appeal about
You can lodge a complaint or appeal about:

e Training or assessment services

e Atrainer, assessor, or staff member

e Another student

e Administrative processes

e Assessment outcomes (appeals)

e Any matter affecting your learning or wellbeing

Step 1: Informal Resolution
Many issues can be resolved quickly through discussion. Where possible, we encourage you to first discuss your concern with:

e Your trainer/assessor, or
e A Parker Brent staff member

Step 2: Formal Complaint or Appeal
If the issue is not resolved, you can submit a formal complaint or appeal by:

e Completing the Complaints and Appeals Form
e Submitting it via email to: student@parkerbrent.com.au along with any supporting evidence if applicable.
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You will receive written acknowledgement within 2 business days.
Step 3: Investigation

e Your complaint or appeal will be reviewed by an appropriate staff member
e You may be contacted for further information
e Meetings may be arranged if required
e You may bring a support person
Where a complaint involves student wellbeing or safety concerns, Parker Brent will prioritise appropriate support and take necessary action.

We aim to finalise outcomes within 20 working days.
If additional time is required, you will be informed in writing, including the reason for the delay and an updated timeframe.
Step 4: Outcome
e You will receive a written outcome, including reasons for the decision. Outcomes are based on evidence, fairness, and policy requirements.
Step 5: If You Are Not Satisfied
If the matter is not resolved internally, you may seek an independent external review.
Options include:
¢ Dispute Settlement Centre of Victoria (https://www.vic.gov.au/contact-dispute-settlement-centre-victoria) (Tel: 1300 372 888)

¢ National Training Complaints Hotline (133 873)
e ASQA (Australian Skills Quality Authority)

Additional Information

e There are no fees for lodging a complaint or appeal

e You will not be disadvantaged for raising a concern

e Allrecords are kept confidential and securely stored

e Students may be supported by a third party at any stage of the process.

NOTE: Submitting a complaint or appeal does not guarantee a specific outcome. All matters are assessed fairly, based on evidence, organisational policy,
and regulatory requirements.
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