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4.0 Responsibilities 
 

4.1 All Staff at ACA – Responsible for understanding this policy and procedure and 
knowing what to do when a customer feedback, complaint or appeal is received. 

 
4.2 Designated Head (DH) – Student Services (SS), Marketing, and Principal 
/Executive Director (ED) – Responsible for ensuring that all feedback, complaints and 
appeals are dealt with fairly and timely. 
 
4.3 Student Services (SS) Department – Responsible for communicating progress 
and outcome to students and logging and maintaining all records in student file and 
also in complaint/appeals login the feedback file. 

 
 

5.0 Procedure 
 

5.1 Process Flowchart 
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Yes 

No 

COMPLAINT 

Student raises the matter with their Teacher. Student raises the matter to Student Services (SS) 

<ACADEMIC> <OTHER> 

Student 

satisfied? No further action needed 

If student is not satisfied with the Teacherôs 

response, student submits a completed Complaint 

Form with supporting documents (if applicable) to 

SS. 

If student is not satisfied with the SSôs response, 

student returns a completed Complaints Form with 

supporting documents (if applicable) to SS 

SS logs the complaint in the complaint register and 

forwards it to Principal within 1 working day. If the 

matter is serious or confidential, the student may 

wish to make an appointment with the Principal.  

SS logs the complaint in the complaint register and 

forwards it to DH (SS) within 1 working day. 

Principal commences the resolution phase within 10 

working days of the receipt of a complaint and advises the  

student in writing the actions/plans, details of the reasons 

for the outcome and right to access an independent 

external complaints and appeal process within 10 working 

days of concluding the investigation of the complaint. A 

copy of written outcome is forwarded to DH (SS). 

DH (SS) commences the resolution phase within 

10 working days of the receipt of a complaint and 

advises the student in writing the actions/plans, 

details of the reasons for the outcome and right to 

access an independent external complaints and 

appeal process within 10 working days of 

concluding the investigation of the complaint. 

Outcome in 

favour of 

student? 

Student requests SS within 5 working days of the written outcome to refer the 

complaint to the ED. SS refers the complaint to the ED by the next working day. 

Student does not proceed and 

withdraws the complaint. DH 

(SS) proceeds with the 

Schoolôs decision and keeps a 

record in Paradigm. 

The School immediately 

implements any decision or 

corrective/preventative actions 

required and commences 

continuous improvement process. 

DH (SS) keeps a record of the 

complaint in Paradigm. 

No 

No 

Yes 





 
 

AIHS Policy and Procedure 
 

 

Doc #: PP - 2.1 
 

 

Title: Complaints and Appeals 
 

Guidelines: 
3.13 

NC: 10 

 

Rev #: 3 
 

 

Approved By: School Principal 
 

Date: 14/01/2025 

 

Complaints and Appeals Policy and Proc



 
 

AIHS Policy and Procedure 
 

 

Doc #: PP - 2.1 
 

 

Title: Complaints and Appeals 
 

Guidelines: 
3.13 

NC: 10 

 

Rev #: 3



 
 

AIHS 



 
 

AIHS Policy and Procedure 
 

 

Doc #: PP - 2.1 
 

 

Title: Complaints and Appeals 
 

Guidelines: 
3.13 

NC: 10 

 

Rev #: 3 
 

 

Approved By: School Principal 
 

Date: 14/01/2025 

 

Complaints and Appeals Policy and Procedures| 14 January 2025 | v3  8 

complaint, DH (SS) proceeds with the Schoolôs decision and keeps a 
record in Paradigm. 
 
5.2.1.8 
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 5.5 External Appeal 

https://forms.ombudsman.gov.au/prod?entitytype=Approach&layoutcode=ApproachWebForm
https://forms.ombudsman.gov.au/prod?entitytype=Approach&layoutcode=ApproachWebForm
mailto:ombudsman@ombudsman.gov.au
http://www.ombudsman.gov.au/
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▪ Minutes of meetings at which actions arising from complaint/appeal were 
agreed on; 

▪ Changes to systems and/or processes to address the inadequacy that led 
to the complaint/appeal or to improve operations. 

 
5.7.2 DH (SS) will record the complaint and its resolution in the Schoolôs 
Complaints Register that will allow identification and detail of the following: 
 
▪ Submission date of complaint; 
▪ Nature and description of complaint; 
▪ Date/s when cause of complaint occurred; 
▪ Attachments (if applicable); 
▪ Determined resolution including reasons for any decision; 
▪ Date of resolution; and/or 
▪ Date written statement of outcomes was sent to student. 

 
5.7.3 The outcome of the complaint/appeal and the reasons for the outcome 
will be placed in the student file and on Paradigm. 
 
5.7.4 DH (SS) will monitor and annually review the complaints and appeals as 
part of their continuous improvement process. 

 

5.8 Forms of Feedback  
 
5.8.1 Feedback or complaints can be provided to the School by various means. 
 
These include:  

¶ Complaint Form; 

¶ E-mails; or 

¶ Verbal feedback to staff of AIHS. 
 

6.0 References 
 

6.1 Management Review (Continuous Improvement) Policy and Procedure 

 
7.0 Appendices 
 

7.1 ACA Complaint Form 
7.2 AIHS Appeal Form 
7.3 ACA Complaints Register 
7.4 ACA Unsuccessful Appeals Letter 




