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COMPLAINTS AND APPE ALS POLICY

Purpose
This Policy is to ensure all areas of Insight adhere to quality standards, relevant legislation and
regulations, and best education practice. Respect and fair treatment are maintained through
the entire complaints or appeals process.
This Policy:







Is publicly available on request from Insight staff
Is designed to be a process that gives individuals a fair and equal opportunity to have
their issues heard and addressed – this does not mean that the outcome will be
favourable to one part or the other
Sets out the procedure for making a complaint or requesting an appeal which may
differ to other organisations
Ensures complaints and requests for an appeal are acknowledged in writing and
finalised according to the below timeframes
Student enrolment is maintained by Insight while the grievance process is ongoing
Allows clients with specific needs to either have required support provided or to bring
that required support; this can include mobility aids, language support or other things
as discussed with Insight

The person making the complaint is advised to contact Insight for more detailed information
or to clarify the purpose of this Policy.
What does this cover:
Insight is committed to record, acknowledge and address complaints fairly, efficiently and
effectively. The availability of this Policy and the below process does not remove the right of
people to take action under Australia’s consumer protection laws. The Policy process reflects
Insight endeavours to satisfy all clients, staff, collaborators, and students.
Complaints may include incidents involving the following:



Application, enrolment, and induction procedures
Training Materials, facilities, content information
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Services provided
Personal conflict/behaviour
There are more examples – speak to Insight staff for advice

Appeals are usually in response to a notice letter. This may be regarding:






Academic performance
Meeting financial commitments
Visa compliance matters
Assessment result
There are more examples – speak to Insight staff for advice

When:
There are established timeframes for a person to lodge a complaint or appeal and receive
resolution. If Insight considers more than 28 calendar days are needed to process and finalise
the complaint or appeal, the person lodging will be given written notice. This notice will
include reasons for extending the timeline. This will be followed by frequent written progress
updates.
The below image shows the timeline for complaints (blue) and appeals (orange). See above
for what an incident or notice can include. See below for who it can involve.

Up to 7 days
Incident
happens

•Lodge complaint

•Meet with
relevant people

Up to 20 days
Notice given

Insight
investigates

•Lodge appeal

Insight
investigates
•Meet with
relevant people

Up to 28 days
•Recieve written
notice of
resolution

Up to 28 days
•Recieve written
notice of
resolution
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When a person lodges a complaint or appeal, they become the lodging party – this is a term
used in the rest of this document. This person can be:
a)
b)
c)
d)

Insight students
Insight staff
Third party providing services on behalf of Insight
Clients of Insights

Complaints may involve the conduct of:
a) Insight, its trainers, assessors or other staff
b) a third-party providing services on Insight’s behalf, its trainers, assessors or other staff
c) a client of Insight
Appeals concern decisions made so it is between the person receiving the decision and the
staff member giving the decision.
To lodge a complaint or appeal there are specific staff to see depending on the nature of the
matter. For academic matters see the academic coordinator or the current delegate. For
operational matters see the operations and finance manager.
It is up to Insight discretion which staff will be part of the complaint process based on their
role and availability. Insight will take into account any lodging party requests regarding which
staff will be involved.
Process to resolution:
The same processes apply to both complaints and appeals. There are two processes available
and are each treated as equally serious and important ways to seek resolution. The process
is depicted in the image below.
Informal
resolution
Incident
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Wherever possible, matters should be addressed and resolved through the informal process
before moving to more formal processes. For each process there is the same opportunity to
review a decision. Both processes will result in a written letter of outcome.
Insight ensures that students have access to a fair and equitable process for assessment. This
means:
-

Written processes exist to collect and manage complaints and appeals in a
constructive and timely manner
Procedures are communicated to all staff, third party partners and students
Each complaint or appeal and its outcome are recorded in writing
Each complaint or appeal is heard by an independent person or panel
Each person making a complaint or appeal has the opportunity to formally present
their case
Each person making a complaint or appeal is given a written statement of the
outcomes, including reasons for the decision
Taking appropriate action on the subject of any substantiated complaint or appeal
Using the outcomes of this process to review current practices which for continuous
improvement at Insight

Informal process:
The informal process is a structured and respectful conversation focused on the issue raised.
This can be initiated by the person making the complaint or appeal by approaching the
Academic Coordinator or Financial and Operations Manager (or their delegates). As part of
Insight’s commitment to continued improvement, it is encouraged to regularly raise concerns
and issues through the below channels.
This informal process may include:
-

Verbal advice
Discussion
Mediation
Other formats as relevant

At the discretion of the Academic Coordinator or Financial and Operations Manager (or their
delegates). Other staff may be involved. This is based on their relevance to the situation and
in consideration of the person making complaints.
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In addition, it is encouraged matters are raised through the Staff Feedback Form. This is
available on request from Insight staff.
If the issue remains unresolved, you have the right to escalate the complaint to a formal
grievance to seek more satisfactory resolution.
Formal Process
There is one Formal Process for complaints and appeals. As discussed in detail above, the
length of time will differ. A complaint can take 7 days while an appeal can take 20 days. See
above for more details.
The formal Policy process follows the steps below:
1. The lodging party raises their concern with Insight staff and is provided with the
‘Complaint and Appeals Form’; or the client accesses the ‘Complaint and Appeals
Form’ from Insight’s website directly
o Insight staff can provide support to understand the form
2. The lodging party completes the ‘Complaint and Appeals Form’ and lodges the form
via email to studentservices@insightacademy.edu.au within seven (7) calendar days
of the date of the issue and 20 calendar days for an appeal.
3. On receipt of the complaint documentation Insight will acknowledge receipt of the
claim in writing to the complainant within two (2) working days via email
4. Insight will then begin the investigation of the complaint. Insight will review,
investigate and mediate to resolve the complaint within five (5) working days. Actions
which may be taken include, but are not limited to:
a. Discussing the facts of the complaint or appeal with the person who lodged
the ‘Complaint and Appeals Form’
b. Giving opportunity to other parties (beyond lodging party) to respond to the
matter without the lodging party present
c. Where appropriate and applicable, encourage and facilitate the two disputing
parties to engage in mediation on an informal level
d. Interview all parties individually, including any witnesses
e. Conduct interviews privately and confidentially
f. Seek preferred outcome from each of the parties
5. Insight will determine a resolution and advise all parties of the outcome of the process
in writing via email, within five (5) working days from reaching an outcome
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Resolution:
At the end of the informal and/or formal process, the outcome will be communicated in
writing to the lodging party. A copy of the outcome will be kept for Insight records.
Repeal:
Insight acknowledges that clients have the right to repeal (refuse) an assessment decision,
based on valid grounds. Insight has provision for clients to repeal against assessment
decisions, including those made by a third-party partner. This will turn a complaint into an
appeal. An appeal will continue to be an appeal.
If a resolution is not found after one (1) attempt of the informal process, then the formal
process must be tried. If a resolution is not found after the formal process, an external
mediating party will become involved. Insight will cooperate with this external party for a
review of the complaint. The decision from this party is considered final.
The decision for failure can be triggered by Insight, the person raising the complaint or the
person receiving the complaint (if applies). No one party has a greater voice than the others.
Assessment Appeal Process
Insight is committed to providing quality training and assessment in accordance with the
Standards for Registered Training Organisations (RTOs) 2015. As such, Insight has a process
in place to manage requests for a review of assessment decisions.
The process is the same as discussed above for other appeals. This process:
-

Provides students with a clear procedure to lodge an appeal
Ensures all parties involved are kept informed of the resulting actions and outcomes
Acknowledges that students have the right to appeal an assessment decision, based on
valid grounds for appeal
Ensures that students have access to a fair and equitable process for lodging an appeal
against an assessment decision

This process is based on providing and maintaining training and assessment services that are
fair and reasonable and afford a forum where issues or inadequacies regarding assessment
can be raised and resolved. The Assessment Appeal process provides opportunity for appeals
to be recorded, acknowledged and dealt with in a timely manner.
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The objective of this process is to ensure that Insight staff act in a professional manner at all
times.
Definitions
The following words and expressions have the following specific meaning, as in the Standards
for Registered Training Organisations (RTOs) 2015.
Assessment means the process of collecting evidence and making judgements on whether
competency has been achieved, to confirm that an individual can perform to the standard
required in the workplace, as specified in a training package or VET accredited course.
Procedure
The following principles apply:
a)

Students have the right to lodge an appeal against an assessment decision if they
think they were unfairly treated during an assessment, and/or where they think
the assessment decision is incorrect and they have grounds for an appeal.

b)

The principles of natural justice and procedural fairness are adopted at every
stage of the appeal process.

c)

The assessment appeals process is publicly available, via Insight website, under
the Complaints and Appeals Policy.

d)

All appeals must be lodged within 7 calendar days of the date of the assessment
result notification to the student.

e)

If the appeals process fails to resolve the appeal or the appellant is not satisfied
with the outcome of the appeal, the matter will be referred to an independent
third party for review, at the request of the appellant.

f)

Every appeal is heard by a suitably qualified independent assessor or panel, who
will be asked to make an independent assessment of the application.

g)

All appeals are acknowledged in writing and finalised as soon as practicable.

h)

Insight may charge a fee for the appeals process where an external assessor is
engaged. Should this be the case, all costs incurred will be advised to the
appellant.

i)

If the appeal will take in excess of 60 calendar days to finalise Insight will inform
the appellant in writing providing the reasons why more than 60 calendar days
are required. The appellant will also be provided with regular updates on the
progress of the appeal.
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j)

Insight strives to deal with appeal issues as soon as they emerge, in order to avoid
further disruption or the need for a formal complaint process.

k)

All appeals will be handled ‘In-Confidence’ and will not affect or bias the
progress of the participant in any current of future training.

Grounds for Appeal
Valid grounds for an appeal against an assessment decision (where the student feels the
assessment decision is incorrect) could include the following:
a)
b)
c)
d)

The student think that the assessment judgement is incorrect or unfair
The student believes that the judgement was not made in accordance with the
Assessment Instructions
Faulty or inappropriate equipment and/or
Inappropriate conditions

Appeal Outcome
An investigation into an Appeal may result in one of the following outcomes:
a) Appeal is upheld; in this event the following options will be available:
i. The original assessment will be re-assessed, potentially by another
assessor.
ii. Appropriate recognition will be granted.
iii. A new assessment shall be conducted/arranged.
b) Appeal is rejected/ not upheld; in accordance with Insight assessment policy the
student will be required to:
i. undertake further training or experience prior to further assessment; or
ii. re-submit further evidence; or
iii. submit/undertake a new assessment.
The Academic Coordinator (or nominee) is the Appeals Resolution Officer.
Formal Process
All assessment appeals are conducted through a formal process that follows the same steps
of the formal process described under the Complaints and Appeals Policy.
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Policy framework
Standards for Registered Training Organisations (RTOs) 2015.
Insight is required to have a processes in place to manage requests for a review of assessment
decisions, including those made by third party training and assessment providers who provide
services on behalf of Insight.
Some of the ways you may have been treated unfairly are covered in Australian law including
but not limited to:
Sexual Discrimination Act 1984
Disability Discrimination Act 2004
Racial Discrimination Act 1975
There are internal Insight Policies that relate to this. This includes:
Access and Equity
The Insight Access & Equity Policy applies. You are welcome to access the Access & Equity
Policy on request to Insight staff.
Records Management
All documentation from the Grievance process are maintained in accordance with Records
Management Policy. You are welcome to access the Records Management Policy on request
to Insight staff.
Monitoring and Improvement
The implementation of this policy and improvements from the processes are monitored by
the individual Area Managers. You are welcome to access the Continuous Improvement Policy
on request to Insight staff.
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