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Complaints and Appeals Process Flowchart

	A student is unhappy with a service, conduct, incident or decision made by Crucial Training Options.


↓
	The matter may relate to CTO, a trainer or assessor, another staff member, another learner, or a third party providing services on behalf of CTO. An appeal may relate to any CTO decision, including an assessment decision.


↓
	Can the matter be addressed informally by discussing it with the person involved?

	YES
Matter resolved. Record any agreed action as appropriate.
	NO / NOT COMFORTABLE / UNRESOLVED
Proceed to the formal complaints and appeals process.


Formal process
	The student completes and submits the Complaint and Appeal Form in writing through the CTO website.


↓
	LODGEMENT TIMEFRAME
Complaint: within 30 calendar days of the incident.
Appeal: within 30 calendar days of the decision.


↓
	CTO acknowledges receipt in writing within 3 working days.


↓
	CTO commences the review within 5 working days of receipt.


↓
	CTO identifies whether the matter is a complaint or an appeal

	COMPLAINT
Investigate the conduct, service or issue raised. Consider the causes and any corrective or preventive action required.
	APPEAL
Review the decision being challenged. For an assessment appeal, appoint an independent assessor to review the assessment decision.




Complaints and Appeals Process Flowchart - Continued
	CTO manages the matter objectively and consistently using natural justice and procedural fairness. Each person affected is given an opportunity to present their point of view.


↓
	Where a meeting is required, the student may bring a support person of their choice.


↓
	CTO considers the information and evidence, determines the outcome, and identifies any action required to address the causes and reduce the likelihood of recurrence.


↓
	CTO communicates the outcome to the student in writing, including the reasons for the decision.


↓
	The complaint or appeal is finalised as soon as practicable and ordinarily within 30 calendar days.


↓
	If the matter is expected to take more than 60 calendar days, CTO advises the student in writing, explains the reason for the extended timeframe and provides regular progress updates.


↓
	CTO records the complaint or appeal, outcome, reasons, supporting evidence, communications and any corrective or preventive actions.


Enrolment protections during appeals
	ENROLMENT STATUS

	• Enrolment is generally maintained throughout any internal appeal concerning a decision to cancel enrolment.

	• If the appeal concerns cancellation for unsatisfactory course progress or attendance, enrolment is maintained until the external process is completed and has supported or not supported CTO's decision.

	• If the appeal concerns suspension or cancellation due to misbehaviour, the decision does not take effect until the internal appeals process has been completed.


Key principles
	THE PROCESS IS

	• available internally at no cost to the student

	• managed objectively and consistently

	• conducted using natural justice and procedural fairness

	• documented and communicated in writing
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