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1. Feedback, Complaints and Appeals Reporting
Process

2. Purpose

To provide employees, students and our community clear guidance regarding GOTAFE’s
feedback and complaints management processes.

GOTAFE use feedback to improve the service we provide to our Community. If you have a
compliment, suggestion, complaint or suggestion, please get in touch using our online form
available on the GOTAFE website or by submitting your feedback to:
Online
www.gotafe.vic.edu.au/about-us/contact/
feedback

The framework outlines how GOTAFE:

In Writing
Attn: Feedback Coordinator

1300 468 233 or 03 5833 2555
Fri 8am-5pm

•

responds quickly and effectively to complaints and appeals; and

•

uses feedback to improve services.

Appeal

A request to reverse a decision or outcome from a formal complaint or an
awarded grade or result when a student feels that the examinations or assessment
procedures have not been correctly followed and a review of the awarded grade or
result is merited. Academic appeals may also relate to decisions regarding student
progress and awards in a course of study.

In Person
To one of our campuses

Mon-Thu 8am-6pm

enables feedback

3. Definitions

152-200 Fryers Street
Sheppartin Vic 3630

By Telephone

•

Appellant

Any person who initiates an appeal on their own behalf or on behalf of another
aggrieved person or persons.

Feedback is received

Complaint

Compliment or Suggestion

A complaint is an expression of dissatisfaction with:
• the quality of an action taken, decision made or service provided by an agency
or its contractor
• a delay or failure in providing a service, taking an action, or making a decision by
an agency or its contractor.

Complaint or Appeal

Complainant

Any person, organisation or representative who makes a complaint.

Compliment or suggestion
forwarded internally to the
right team

Acknowledgement and
explanation of next steps within
two working days

Discrimination

Any action which specifically excludes a person or group of people from a benefit
or opportunity or significantly reduces their chances of obtaining it, because of a
personal characteristic that is irrelevant to the situation (direct discrimination),
or the outcome of rules, practices and decisions which treat people equally and
therefore appear to be neutral, but which in fact reduce significantly an individual’s
chance of obtaining a benefit or opportunity (indirect discrimination).

Investigation
Investigation by GOTAFE and response within 10 business days (or 20 business
days when the matter relates to a GOTAFE staff member or sub-contractor)

Not Satisfied
This may result in either further internal
investigation or referral of the matter to
an appropriate external agency

Feedback

Means an expression of satisfaction of dissatisfaction with the quality of service
provided, an action taken, or a decision made by GOTAFE or its contractor.

Feedback, Complaints and Appeals Management system

All policies, procedures, practices, officers, resources and agencies deployed to
manage feedback, complaints and appeals.

Satisfied
Issue resolved

Feedback, Complaints and Appeals Management Framework

Respondent

A person against whom a complaint is directed.
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7. Guiding Principles

4. Scope

The Feedback, Complaints and Appeals Management Framework applies to all feedback
made by employees, students and other stakeholders about GOTAFE’s operations,
systems, facilities or service delivery.

GOTAFE’s Feedback, Complaints and Appeals Management Framework is founded on
seven principles, as outlined in the Victorian Ombudsman’s Complaints: Good Practice
Guide for Public Sector Agencies.

The Framework includes management of feedback from receipt to resolution and
outcome where required.

5. Policy

Commitment

We are committed to responding to feedback and
resolving complaints and appeals and have a culture
that recognises the right to complain. We recognise all
feedback as being part of our business of serving our
communities and improving service delivery.

Accessibility

People with a range of needs can easily leave feedback,
both positive and negative, and staff actively assist them
to navigate the process.

GOTAFE will ensure the principles of natural justice and procedural fairness are upheld at
every stage of the feedback and complaints management process.
It is the policy of GOTAFE that all complaints:
•

are acknowledged and responded to fairly, efficiently and effectively as part of an
effective feedback and complaints management system that reflects the needs,
expectations and rights of all stakeholders;

•

are recorded and the data collected is sufficient to analyse and identify system-wide
and recurring issues and inform continuous improvement opportunities;

•

systems and processes are consistent with the Victorian Ombudsman’s Good
Practice Guide for Public Sector Agencies, 2016; and comply with:
1.

Skills First Quality Charter

Transparency

We make it clear how and where to leave feedback and
how the process works. The steps taken to respond to a
complaint are recorded and will stand up to scrutiny.

Objectivity
and fairness

All feedback is dealt with courteously, impartially, within
established timeframes and are assessed on merit.

Privacy

All information received is handled according to privacy
laws and other governance protocols. We provide clear
information about how we handle personal information.
Data is de-identified if reported on more widely.

Accountability

We are accountable both internally and externally for our
decision making and complaint handling performance.
We provide explanations and reasons for decisions, and
ensure that our decisions are subject to appropriate
review processes.

Continuous
Improvement

Acting on, learning from and using feedback data helps us
identify problems and improve services.

2. VET Quality Framework (Standards for Registered Training Organisations (RTOs)
2015) – ODQU-03; and
3. VET Student Loans Rules 2016.
•

are handled according to privacy laws and other governance protocols.

6. Documentation
•

Charter of Human Rights and Responsibilities Act 2006 (Victoria)

•

Complaints: Good Practice Guide for Public Sector Agencies September 2016

•

Privacy and Data Protection Act 2014 (Victoria)

•

Skills First Quality Charter

•

VET Student Loans Rules 2016

•

VET Quality Framework (Standards for Registered Training Organisations (RTOs)) 2015
– ODQU-03
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8. Feedback and Resolution Phases

Responding
Complaints may be resolved at any of the four response phases:
Activity and Process

Enabling
Making it easy to leave feedback, complain
or appeal against a decision

STAGE 1: Informal Complaint

Employees, students and other stakeholders are encouraged
to discuss any issues with the relevant teacher, assessor, staff
member or manager in the first instance to attempt to resolve
their concerns.

Responding
Taking timely action in response to all
feedback

Learning and Improving

Resolution

Informal
Resolution

STAGE 2: Formal Complaint

Using analysis of our data to improve services

Formal complaints to GOTAFE can be made using the
online form available on our website, or by contacting a
GOTAFE representative.
GOTAFE will investigate the issue and keep in close
communication with the complainant regarding what is
happening.

Enabling

Formal
Resolution

GOTAFE is committed to building a culture that is open and receptive to feedback. Staff are
encouraged to build rapport with customers, actively work toward solving problems, exercise
discretion and communicate in plain language.
All students are made aware of GOTAFE’s processes through their induction at the
commencement of a program

STAGE 3: Formal Appeal

The procedure is available publicly on the GOTAFE website and referenced in the GOTAFE
Student Handbook.w

A complainant not satisfied with a decision or proposed resolution
from Stage 2 may lodge a formal appeal.
Appeals may also include Academic or Non-Academic Student
Appeals which will be notified to the Executive Director, Education
to commence an Appeals Panel hearing process.

You can get in touch using our online form available on the GOTAFE website or by
submitting your feedback to:
Online
www.gotafe.vic.edu.au/about-us/contact/
feedback
In Person
To one of our campuses

Appeal
Resolution

By Telephone
1300 468 233 or 03 5833 2555
Mon-Thu 8am-6pm
Fri 8am-5pm

STAGE 4: External Referral

Where further advice is sought, GOTAFE will refer the
complainant to Victorian Government services for support.

In Writing
Attn: Feedback Coordinator

The complainant may also seek external resolution if they are
not satisfied with the outcome of the investigation or appeal.

152-200 Fryers Street

External
Resolution

Sheppartin Vic 3630
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Learning and Improving
All feedback is recorded and analysed
to ensure accountability and foster
continuous improvement.
GOTAFE will record:
•

how the complaint was received

•

when the complaint was received

•

a description of the complaint

•

the complainant’s desired outcome

•

the officer responsible for handling
the complaint

•

any action taken, including contact
with the complainant, the outcome
of the complaint and any resolutions

9. Resolution

11. Unreasonable Complainant Conduct

•

An explanation

•

An apology

GOTAFE aims to manage UCC in a way that is transparent, reasonable and fair. If the
complaint is found to be frivolous or vexatious, no further action will be taken.

•

Mediation

•

An admission of fault

•

A change in decision

•

A change in policy, procedure or practice

•

A correction of misleading records

•

Financial reimbursement, including a
refund of any fees

•

when the complaint was finalised

•

Waiving of debt

•

relevant demographic information
that could help improve service.

•

Remission of penalty

•

any recommendations for
improvement arising from
the complaint, and who is
responsible for implementing the
recommendations

•

Disciplinary action

•

Referral to another agency for further
investigation.

GOTAFE will monitor:
•

complaints resolved, partially
resolved, not resolved

Unreasonable Complainant Conduct (UCC) is behaviour by a current or former
complainant which, because of its nature or frequency, raises substantial health, safety,
resource or equity issues for the parties to a complaint.

The investigation may lead to one of more
of a number of possible resolutions being
implemented, which could include:

12. Capacity to Effectively Manage Complaints

GOTAFE commit to capacity building within the organisation to effectively and consistently
manage and resolve complaints by:

Use it to deal with the complaint or to
address systemic issues arising from the
complaint

performance against timelines set
by the agency

•

improvements made to services as
a result of complaints

•

•

number of complaint outcomes
overturned on internal review

De-identify information if disclosing data
to the public

•

•

complaints escalated to the
Victorian Ombudsman’s office, and
the outcome of that process.

Share it with staff only on a need to know
basis.

Feedback, Complaints and Appeals Management Framework

•

Providing staff with authority and guidance to respond to people who wish to provide
feedback

•

Recognising and rewarding good practice

•

Promoting continuous improvement.

A written outcome email will be provided by the person handling the complaint to all
complainants that have been investigated. The letter will:

When gathering information to respond to a
complaint, we will only:

•

Providing appropriate training, support and resources to staff who handle feedback

13. Communicating Outcomes

10. Privacy
•

•

•

Be written in plain language

•

Clearly identify the complaint by accurately describing the issues

•

Outline the steps taken to investigate and resolve

•

Identify the outcome

•

Acknowledge and apologise for any errors made by GOTAFE

•

Advise the complainant of their right for the complaint to be reviewed by another
relevant review body

Stage

10

How

Timeframe

Initial response and explanation of process

Phone / Email

Up to 2 working days

Resolution and response following
investigation (items other than allegations
against a staff member, contractor or
sub-contractor)

Email / Letter

Up to 10 working days

Resolution and response following
investigation (allegations against a GOTAFE
staff member, contractor or
sub-contractor

Email / Letter

Up to 20 working days

Written communication to the complainant if
more than 60 calendar days are required to
process and finalise a complaint or appeal

Email / Letter

Up to 60 calendar days

Scheduling of an appeal panel

Email / Letter

Within 10 working days from
notification of an appeal

Appeal outcome notification to the appellant

Email / Letter

Within 5 working days of the
appeal hearing
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14. Alternative Avenues

If GOTAFE is unable to assist the complainant or the complaint is outside GOTAFE’s
jurisdiction, the following agencies are available:
•

Ombudsman Victoria – Any person who thinks they have been treated unfairly
may make a complaint to the Ombudsman. The Ombudsman will then consider the
complaint and the administrative actions of the agency.

•

Victorian Equal Opportunity and Human Rights Commission – Responsible for
eliminating discrimination in Victoria. Offers information, education and consultancy
services, conducts research and provides legal and policy advice

•

Office of the Public Advocate – An independent statutory body established by the
Victorian State Government, working to protect and promote and safeguard the
interests of people with a disability.

•

Office of the Victorian Information Commissioner – The primary regulator and
source of independent advice to the community and Victorian government about
how the public sector collects, uses and shares information.

•

Dispute Settlement Centre (Victorian Department of Justice) – Provision of free
dispute resolution across Victoria to appropriately resolve issues.

•

Independent Broad-based Anti-corruption (IBAC) – the key body who investigates
complaints regarding improper conduct of public officers and public bodies.

•

Victorian Government Purchasing Board (VGPB) – a Victorian Government-owned
body corporate that sets the policies that govern procurement of non-construction
goods and services across all Victorian Government departments and some public
bodies.

•

Victorian Auditor-General Officer (VAGO) - conducts audits to ensure that public
sector entities are transparent and accountable to the Victorian Parliament and the
community.

15. Costs

GOTAFE will not charge any fees or charges to submit a complaint or appeal. Any fees
payable for external referral services will be incurred by the complainanttcomplainant
or appellant.

16. References
•

Victorian Ombudsman, Complaints: Good Practice Guide for Public Sector Agencies,
September 2016

•

Ombudsman New South Wales, Effective complaint handling guidelines, 3rd Edition,
February 2017

•

Ombudsman New South Wales, Managing Unreasonable Complainant Conduct, May
2012

gotafe.vic.edu.au | 1300 GOTAFE (468 233)
RTO 3094
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