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Complaints and Appeals Policy and Procedure

ITHEA has a Complaints and Appeals Procedure to provide students with a fair and equitable process for
resolving any disputes or complaints they may have. If the student is dissatisfied with the resolution proposed
by the college, the student is advised of the Appeal Process and/or any external organisations fo which they
may lodge a complaint.

Student Complaint Flowchart

As part of [THEA's commitment to a positive learning environment, a procedure for complaints and grievances
is in place to ensure equitable freatment with a system for appeal. This system is independent, readily
accessible and inexpensive for the parties involved.

INFORMAL COMPLAINT
Attempt o resolve the grievance informally by contacting your Trainer

+

If the issue in not resolved the student may make an appointment to discuss it with the Course Leader.

FORMAL COMPLAINT

If the issue is not able to be resolved informally the student may present his or her case, at no cost, formally by
lodging a complaint in writing. This is done by requesting to complete a Formal Complaint and Appeal Form.

+

Once the Formal Complaint and Appeal Form is completed and submitted to the Student Manager, an
appointment will be made where appropriate for a meeting with the Student Manager to discuss the
complaint and attempt to resolve it. Please remember, students may be accompanied and assisted by a
support person at any relevant meetings.

+

The student will be given a written statement of the Outcome (Response to Complaint and Appeal Form),
including details of the reasons for the outcome within 10 working days of the formal lodgments of the
complaint and supporting information.

+

EXTERNAL APPEAL

Advise all parties of the Appeal Process and/or any external organisations fo whom they may lodge a
complaint:

ASQA complaint page: http://www.asga.gov.au/complaints/making-a-complaint.html
Consumer Affairs Australia: The Australian Consumer Law

(http://www.consumerlaw.gov.au/content/Content.aspx2doc=the_acl.htm)
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