AUSTRALIAN EMPLOYMENT

SC4.3 Complaints and ANﬁ TRAINING SERVI‘CES
Appeals Flowchart

Concern or difficulty arises ¢

Issue addressed with staff
(Stage 1)

Issue resolved. Formal

Issue not . )
complaint not required

resolved

Formal complaint in writing
from complainant (Stage 2)
Send formal acknowledgment
of complaint and detail process
to follow.

\- J

\ 4

Information gathered from
complainant and/or respondent

Information from records and _ | >
related personnel

Investigation May be by phone, interview or

written

v

Recommended resolution
provided in a written response to
complainant within 30 days

Issue not resolved —
Complainant lodges
appeal within 60 days

!

A
‘ 4 N
g Details and outcome

. recorded on
Complaint escalated to Complaints and/or

Stage 3 — Internal Appeal. Appeals Registers
Management Team reviews

[ ) .

All complaints and

Management team collects more appeals reviewed by
information about original \_ management Y,
complaint and decides on Resolution recommended by |

appropriate resolution. Calls on Management Team in a written Ve ~
external party to mediate if report within 30 days

reauired. Strategies to improve
and prevent
recurrence
recommended

Issue not resolved —
Complainant lodges

external complaint or

appeal (Stage 4) Recommendations go
into continuous
improvement cycle

RTO cooperates with external
organisation as required.

Australian Employment & Training Services
SC4.3 - Complaints and Appeals Flowchart V1SC4.3 - Complaints and Appeals Flowchart V1~ Page 1 of 1



