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Complaints and Appeals POLICY 
 

Version Control 
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Authorised by: Andrew Anninos 

Revision dates: 01/07/2027 

Version: 6 

 

This version: 
This version replaces all previous versions of the Complaints and 
Appeals Policy for CEG – Training Partnerships. 

 

References: 
• National Vocational Education and Training Regulator (Outcome 

Standards for NVR Registered Training Organisations) Instrument 
2025 

• National Vocational Education and Training Regulator Act 2011 

 

 

 

Related documents: 

• 042-TP-FRM – Student Complaint Form 

• 043-TP-REG – Complaints Register 

• 044-TP-PRO – Complaints and Appeals Procedure 

• 045-TP-REF – Student Code of Behaviour 

• 046-TP-REF – CEG-TP Code of Practice 

• 047-TP-PRO – Student Behaviour Procedure 

Relationship to Outcome Standards 

 

Standard 2.7 
Outcome Standard 

(1) Feedback and complaints management addresses concerns 
and informs continuous improvement of the NVR registered 
training organisation. 

Performance Indicators 

(2)  An NVR registered training organisation demonstrates: 

(a) it operates a complaints management system that: 

(I) allows feedback and complaints about the 
organisation, any third parties, and any person 
employed or contracted by the organisation; 

(II)   ensures all parties are afforded procedural 
fairness; 

(III) identifies reasonable timeframes for responding to 
and resolving complaints; and 

(IV) provides avenues for further action where 
complaints are not resolved; 

(b) information about how to provide feedback and make 
complaints through the complaints management system is 
publicly available and easily accessible by VET students; 

(c) VET students are supported to provide feedback and make 
complaints; 

(d) outcomes of complaints are documented by the organisation 
and communicated to all parties to the complaint; and 

(e) feedback and complaints are used by the organisation to 
inform continuous improvement. 

Standard 2.8 Outcome Standard 

(1) Effective appeal processes are available to VET students where 
decisions of the NVR registered training organisation or a third 
party adversely affect the student. 
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Performance Indicators 

(2) An NVR registered training organisation demonstrates: 

(a) it operates an appeals management system that: 

(i) allows VET students to appeal decisions of the 
organisation, any third parties, and any person 
employed or contracted by the organisation, where 
those decisions adversely affect the student; 

(ii) ensures all parties to the appeal are afforded 
procedural fairness; 

(iii) specifies reasonable timeframes for actioning 
appeals; and 

(iv) provides avenues for review by an independent 
party if requested by the appellant (at no or low cost 
to the appellant); 

(b) information about how to appeal an adverse decision 
through the appeals management system is publicly 
available and easily accessible by VET students; 

(c) outcomes of appeals are documented by the organisation 
and communicated to the appellant; and 

(d) the outcomes of appeals are used by the organisation to 
inform continuous improvement. 

 
 

Approval 

Approved by: Ahri Klobucar 

Signature: 
 

 

 

 

 

Introduction/Overview 

This policy is designed to ensure that CEG – Training Partnerships 
maintains compliance with the regulatory requirements set out in:  

Standard 2.7 – 2.8 of the National Vocational Education and Training 
Regulator (Outcome Standards for NVR Registered Training 
Organisations) Instrument 2025 

 

 

 

 

Purpose 

The main purpose of this policy is to ensure all students and persons 
engaged in provision of services by CEG – Training Partnerships are 
informed of our requirements for compliance with Standards 2.7 – 2.8 
of the National Vocational Education and Training Regulator 
(Outcome Standards for NVR Registered Training Organisations) 
Instrument 2025. 

 

 

Scope 
The scope of this document is limited to student complaints and 
appeals. 

 

 

 

General Principles 
The following sets out the requirements of the Complaints and 
Appeals policy in detail. 
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1. 
CEG – Training Partnerships is responsible for ensuring that policies 
and procedures are in place to resolve all complaints that may arise 
during the delivery of training and assessment services to students. 

 

2. 
CEG must ensure that all parties involved in the process are protected 
and supported through the process and provided with clear guidelines 
relating to the process. 

 

3. 
All complaints will be dealt with confidentially and privacy will be 
maintained as far as possible within the requirements of the 
Complaints and Appeals procedure. 

 

4. 
CEG – Training Partnerships will ensure the principles of natural 
justice and procedural fairness are adopted at every stage of the 
complaints and appeal process. 

 

5. 
CEG – Training Partnerships will consult with complainants and work 
towards an outcome that is satisfactory to all parties wherever 
possible. 

 

6. 
If an agreed outcome cannot be reached students may engage a third 
party to facilitate a dispute resolution, in accordance with the 
Complaints and Appeals procedure. 

 

 

 

7. 

Where the RTO considers more than 60 calendar days are required to 
process and finalise the complaint or appeal, the RTO: 

• Informs the complainant or appellant in writing, including 
reasons why more than 60 calendar days are required; and 

Regularly updates the complainant or appellant on the progress of the 
matter. 

 

8. 
Where a complaint is made involving the conduct of a learner, Student 
Behaviour Procedure is to be followed 

 

9. 
CEG – Training Partnerships Complaints and Appeals Policy and 
Procedure are publicly available on its website. 

 

Guidelines and Limitation  

 

1. 
CEG – Training Partnerships Compliance and Management staff 
facilitate the Complaints and Appeals process. 

 

2. 
To facilitate the day to day implementation of this policy and in the 
absence of the Chief Executive Officer, the Chief Executive Officer has 
delegated the implementation of this policy to the Compliance Manager. 

 

Additional information  

  

 


