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Student Complaints and Appeals Policy & Procedure 
 

1. Policy Statement 

This document specifies the complaints and appeals policy and procedure of the Australian College of Business 
Intelligence (ACBI/the College). It sets out guidance for staff and students regarding student complaints and 
appeals relating to both academic and non-academic matters. 

ACBI ensures students study in a friendly environment, free from any forms of coercion, unfair treatment, 
victimisation, harassment, or bullying. All complaints and grievances, whether caused by a fellow student or 
staff member, will be handled professionally and confidentially to achieve a satisfactory resolution as soon as 
possible. 

The key principles informing this Policy are:  

• free and readily accessible information on the College’s complaints and appeals process;   
• early and informal resolution of student dissatisfaction, as far as practicable;    
• no disadvantage to students for making a complaint or appeal;   
• maintenance of student registration and learning opportunities over the entire process, as far 

as practicable; and   
• procedural fairness in providing a free, fair, transparent, and confidential internal complaints and 

appeals process resulting in objective and unbiased decisions.  
 
This policy does not limit the rights of students to take action under Australia's Consumer Protection laws. Also, 
ACBI’s dispute resolution procedures do not infringe the student's rights to pursue other legal remedies. 
 

2. Definitions 

Appeal. A formal request by a student to review and change a decision made by ACBI on a case to which they 
were a party.  

Complaint. An expression of dissatisfaction made to ACBI about its operations for which a resolution has not 
been reached in the first instance and where a response or specific action from ACBI is expected or required. A 
complaint is considered informal during preliminary discussions with ACBI and becomes formal when early 
resolution mechanisms have failed.  

ESOS Act. Formally known as the Education Services for Overseas Students Act 2000 and regulates providers 
who deliver courses to overseas students.  

ESOS Framework. It covers the provision of education services to overseas students and comprises the ESOS 
Act 2000, ESOS Regulations 2019, the National Code 2018, Standards for RTOs 2025, and other legislative 
instruments.   

Grievance. Any concern, difficulty, or problem that a student or staff member has concerning their studies, the 
learning environment, or any staff member of the College.  

National Code 2018. This document sets out the national standards and procedures for registered providers 
providing education and training to overseas students.  

Overseas Student. A student who is not a domestic student and who may hold a student visa and is protected 
by the Education Services for Overseas Students Act 2000 legislative framework.  
 
3. Policy 

Types of Complaints and Appeals  
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A complaint or appeal may be made against any decision, action, or process taken by the College, an education 
agent, or any related party the College has an arrangement with. All complaints and appeals are handled 
through the same four-stage process with different interlocutors for academic and non-academic matters.  
 
Academic Matters  

Academic complaints and appeals related to the delivery of a program, for example:   

• credit for prior learning decisions;   
• enrolment and progression;   
• unit content, teaching, and learning resources and assessments;   
• assessment results and unit grades;   
• teaching quality;   
• resources and facilities; and   
• qualifications and experience of teachers.  
 

Non-academic Matters  

Non-academic complaints and appeals relate to all aspects of the Institute’s operations which are not directly 
linked to the delivery of a program, primarily managed by corporate staff, for example:   

• refusing admission to a program;   
• incorrect advice given by an education agent;   
• fees and refunds;   
• course or provider transfers;   
• cancellation of enrolment;   
• incorrect advice given by an education agent;   
• failure to act or taking too long to take some action;   
• breaches of the Student Code of Conduct; and   
• discrimination, harassment, bullying.  

 
Complaints and Appeals Resolution  

ACBI will always adhere to the Standards for RTO 2025 and the National Code 2018 when dealing with and 
responding to complaints and appeals.  

Under this Policy, ACBI will commence the assessment of the complaint or appeal within 10 working days of it 
being made and finalise the outcome as soon as practicable.  

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

a. inform the complainant or appellant in writing, including reasons why more than 60 calendar days 
are required; and   

b. regularly update the complainant or appellant on the progress of the matter.  

ACBI will ensure the overseas student is allowed to formally present his or her case at no cost and 
be accompanied and assisted by a support person at any relevant meetings.  
 

4. Responsibilities 

The CEO has the responsibility for ensuring that all policies and procedures are made available for use by the 
staff and where appropriate by students.   
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All students will have access to this policy before they enroll and during their enrolment via the College 
website and information provided in their Letter of Offer and Enrolment Acceptance Agreement, ACBI Terms 
and Conditions of Enrolment, and ACBI Student Handbook.  

Managers and other designated staff are responsible for responding to complaints in a timely, professional, 
and respectful manner. They also have the responsibility for ensuring that the staff and students involved in 
the complaint resolution processes understand their rights and responsibilities in relation to this policy.   

The Manager or designated staff in charge of the complaints and appeals process is responsible 
for documenting all actions and outcomes in the Complaints and Appeals Register.  
 
5. Requirements 

This policy and procedure is based on Standard 10 of the National Code of Practice 2018, which states the 
registered providers must:  

• have and implement a documented internal complaints handling and appeals policy and process;  
• advise a student within 10 working days of their right to access an external appeals process and 

provide contact details, if the student is not satisfied with the outcome of the internal complaints and 
appeals process; and  

• immediately implement any decision or recommendation in favour of the overseas student through 
the internal or external appeals process  

  
Applicable Standards 2025 and Instruments  
This policy and procedure is additionally subject to the Standards for RTOs 2025 and DEWR Policy Guidance.  
  
Standard 2.7 – Feedback and complaints  
Outcome Standard  
(1) Feedback and complaints management addresses concerns and informs continuous improvement of the 
NVR registered training organisation. 
(2) An NVR registered training organisation demonstrates:  
(a) it operates a complaints management system that:  
  (i) allows feedback & 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.  
  
2.8 Standard 2.8 – Appeals  

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.  
(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 
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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.  
  
DEWR Policy Guidance (March 2025)  

Providers must ensure that students have access to clear and transparent complaints and appeals processes. 
These processes must be timely, fair, and allow for external review where appropriate  
 

6. Scope 

This Policy applies to ACBI staff, affiliates, current students, or people who have completed an application to 
enrol as a student (included wherever “students” are referred to in this Policy). 
 

7. Procedure 

Complaints and Appeals Process  

All complaints and appeals are handled through a four-stage process, with each stage representing an increase 
in the level of formality with which the complaint or appeal is handled:  

• Stage 1 – Informal Internal Complaint  
• Stage 2 – Formal Internal Complaint  
• Stage 3 – Formal Internal Appeal  
• Stage 4 – Formal External Appeal  

ACBI will maintain student enrolment through the internal and external stages of the complaints and appeals 
process in all circumstances, except for overseas students where an internal appeals process results in a 
decision to change the student’s enrolment status.   

During the complaints and appeals process, in most cases, the student will be permitted to continue their 
studies as normal, unless there are issues regarding duty of care or safety risks for other students or staff 
members. In such cases, the College will advise the students on alternative methods for them to undertake 
their studies.  

Informal Internal Complaint  

The College expects that most complaints will be resolved informally. Informal resolution is an effective 
mechanism for resolving complaints and provides an ideal opportunity for open and direct dialogue between 
students and ACBI staff.   

Both students and staff are responsible for discussing the concerns and options for resolution promptly and in 
good faith to reach a mutually agreeable outcome within 10 days of the concerns being raised. In the event the 
complaint cannot be resolved informally, or the student prefers to have the complaint addressed 
formally, students can consider lodging a Formal Internal Complaint.  
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Type of Complaint  Informal Resolution  

Academic Complaint  This refers to any complaints that relate to learning, teaching, or assessment 
issues. The College encourages students to discuss and try to resolve the issue with 
the relevant Trainer / Assessor or the Academic Support Officer, who can be 
contacted via email at academics@acbi.edu.au  

Administrative Complaint  This refers to any complaints that relate to the general management of ACBI.  The 
College encourages students to discuss and try to resolve the issue with the 
relevant staff member or the Student Support Officer, who can be contacted via 
email at studentsupport@acbi.edu.au   

Personal or Welfare 
Complaint  

This refers to any complaints that relate to your security, safety, and well-being 
within the College.  The College encourages students to discuss and try to resolve 
the issue with the Student Support Officer, who can be contacted via 
email at studentsupport@acbi.edu.au  

For issues that relate to someone’s immediate safety and well-being, please see 
any staff member for assistance.  

Misconduct Complaint  This refers to any complaints that relate to inappropriate misconduct or behaviour 
of a student or staff member.  The College encourages students to discuss and try 
to resolve the issue with the individual or the Student Support Officer, who can be 
contacted via email at studentsupport@acbi.edu.au  

  

When staff can resolve the complaint informally, they should record brief information in the respective student 
profile on the Student Management System; and also confirm the complaint resolution in writing with the 
student.  

Formal Internal Complaint  

A student who is dissatisfied with any aspect of the ACBI’s operations has the right to lodge a formal complaint 
to the College.  

Your role in submitting a 
formal internal complaint:  

1. The student should lodge a formal complaint within 10 working days of 
the appearance of the issue or the last meeting where the student and 
ACBI failed to reach an informal resolution on the matter.  

2. Your formal complaint must be submitted in writing via the 
online Complaint/Appeal Request form, available on the ACBI website, 
or by emailing studentsupport@acbi.edu.au. Ensure that the complaint 
is detailed and attach documentation that supports your complaint, 
where applicable.  

mailto:info@acbi.edu.au
http://www.acbi.edu.au/
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mailto:studentsupport@acbi.edu.au
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ACBI’s role in response to 
your formal internal 
complaint:  

3. The College will commence investigating your formal internal complaint 
within 5 days of receiving the Complaint/Appeal Request form.  
  

4. You will have the opportunity to discuss your complaint in a formal 
meeting with the Director of Studies or Operations and Compliance 
Manager.  You can bring a support person with you.  

5. If the complaint involves another person, they will also 
be allowed to respond to your complaint against them.  

6. You will receive written notice of any outcome/decision made within 
10 working days of ACBI receiving the Complaint/Appeal Request 
form.  The complaint details and the outcome, including reasons for the 
outcome, will be documented within the Complaints and Appeals 
Register.  

7. All information relating to the formal internal 
complaint will be recorded in the Student Management System.    

8. If the internal complaints handling process results in a decision or 
recommendation in favour of the student, ACBI will immediately record 
this in the Continuous Improvement Register and implement the 
decision or recommendation and/or take the preventive or corrective 
action required by the decision, and advise the overseas student of that 
action.  

  

  

If a student is dissatisfied with the decisions made in response to a formal internal complaint, the student can 
lodge a Formal Internal Appeal, as specified in section 5.4.3.  

Formal Internal Appeal  

A student who is dissatisfied with the College’s decision, action, or process has the right to have the matter or 
decision reviewed and to appeal the decision.  

Your role in submitting a 
formal internal appeal:  

1. Students wishing to appeal with regards to any decision made by ACBI 
should do so within 20 working days of receipt of ACBI’s decision.   

2. The student must submit the formal appeal in writing using the 
online Complaint/Appeal Request form, available on the ACBI website.   

 
The student should provide the following information:  

• nature and grounds for the appeal;   

• copies of written communications, or summary of discussions, with 
ACBI staff that took place with regards to the matter (if applicable);   

• date of the initial decision;  

• outcomes of the informal complaint process (if applicable);   

• why the matter was not resolved to his or her satisfaction (if applicable); 
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and  

• evidence that supports the appeal (where available), which may include 
new evidence.  

ACBI’s role in assessing your 
formal internal appeal  

3. ACBI will acknowledge receipt of the appeal and assessment of the 
appeal will commence no later than 10 working days after reception of 
the appeal.  

The complaint details and the outcome, including reasons for the outcome, will 
be documented within the Complaints and Appeals Register.  

Assessment Appeals:   

Appeals regarding assessment outcomes will require the Academic Support 
Officer to gather information regarding the student’s:  

• Past Student record  

• Attendance registers  

• Assessment tools and assessment data  

• Any other supporting documents  
 

On the advice of the DOS, an independent assessor may be invited to review the 
assessment outcome and provide a determination.  

5. Staff designated to be involved in the investigation may consult with:  

• relevant academic and corporate staff, as well as students of ACBI, on 
matters pertaining to the case; and  

• request the student to meet in person or via teleconference to discuss 
the case.   

  

ACBI’s role in responding to 
your formal internal appeal  

6. ACBI will respond to the student in writing as soon as is 
reasonably practicable but not later than 10 working days after receipt 
of the student’s appeal.  The response will provide the following 
information:  

a. outcome of the review, including any remedies and recommendations, 
and whether the decision:  

o confirms the original decision;   

o varies the original decision, stating the details of the variance; or   

o sets the decision aside and substitutes a new decision, stating the new 
decision;  

b. reasons supporting the decision, including any relevant findings from 
the investigation;  

c. options for appealing the decision externally; and  
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d. a copy of this Procedure and the associated Policy.  

  

7. If the student is satisfied with the appeal outcome, ACBI 
will immediately implement any actions arising from the outcome. The 
Procedure is closed once the student is advised of the completion of the 
actions arising from the response.  

If the student is dissatisfied with the appeal outcome, he or she 
may submit a formal external appeal with an independent third party.   

8. If the internal appeal process results in a decision or recommendation in 
favour of the student, ACBI will immediately record this in 
the Continuous Improvement Register and implement the decision or 
recommendation and/or take the preventive or corrective action 
required by the decision, and advise the overseas student of that action  

Any recommended disciplinary action relating to misconduct must be referred to 
the Chief Executive Officer for approval.  

Students should note:  

In most cases, the purpose of the external appeals process will be to consider 
whether ACBI has followed its policies and procedures in conducting the internal 
complaints and appeals process.  

Overseas students should note that, except for unsatisfactory progress, ACBI is 
obliged to notify the Department of Education and Training and the Department 
of Home Affairs of any suspension, deferral, or cancellation of their enrolment 
regardless of any pending external appeals process.   

ACBI will report an overseas student in PRISMS for unsatisfactory progress after:  

• the overseas student has chosen not to access the internal complaints 
and appeals process within 20 working days.  

• the overseas student has chosen not to access the external complaints 
and appeals process, or  

• the overseas student withdraws from the internal or external appeals 
process by notifying ACBI in writing.  

  

Formal External Appeal  

If a student believes that the outcome of their internal appeal is unfair or incorrect, they may lodge an external 
review or complaint with an independent third party and seek a resolution via an external agency or a formal 
external appeal.  

Students may complain to 
ASQA  

The Australian Skills Quality Authority (ASQA) only deals with complaints 
about providers’ breaches of the Standards for RTOs and the National Code.  

  

Students can submit a complaint to ASQA through asqaconnect, a community 
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space for information regarding training provider-related issues, and make a 
complaint to ASQA regarding a training provider.  

  

If students are unable to access asqaconnect, they can submit a complaint 
through the National Training Complaints Hotline by either completing 
their complaints form or calling the enquiry line on 13 38 73.  

Students who decide to access this service, are encouraged to notify 
ACBI’s CEO by emailing studentsupport@acbi.edu.au.  

Staff is to assist students during the complaint-handling process.  

Students can appeal to an 
independent third party.  

  

  

  

The complainant may refer to the Resolution Institute, as an appropriate 
third party. Contact details are as follows:   

Address: Suite 602, Level 6, Tower B, Zenith Centre, 821–843 Pacific Highway, 
Chatswood NSW 2067   

Phone: (+61 2) 9251 3366  

Free call: 1800 651 650   

Email: infoaus@resolution.institute   

Website: https://www.resolution.institute  

Overseas students may 
complain to the Office of the 
Commonwealth 
Ombudsman.  

Overseas students may lodge a formal external appeal regarding non-academic 
matters or decisions taken by ACBI with the Office of the Commonwealth 
Ombudsman.  Administrative actions and decisions include:  

• refusing admission to a program;  

• fees and refunds;  

• course or provider transfers;  

• cancellation of enrolment;  

• incorrect advice given by an education agent; and  

• failure to act or taking too long to take some action, like not providing 
your results in the normal timeframe, or not providing services included 
in your written agreement with the provider.  

The Office of the Commonwealth Ombudsman offers a free, independent, and 
impartial Australian government service for overseas students. For further 
details, including the online complaint process, refer to the website of the Office 
of the Commonwealth Ombudsman.   

Phone: 1300 362 072  

Online Form: Office of the Commonwealth Ombudsman Online Form  

Students who decide to access this service, are encouraged to notify ACBI via 
email studentsupport@acbi.edu.au.  

  

mailto:info@acbi.edu.au
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NOTE: Students should be advised that once students engage in a formal external appeal, the College may 
be obligated to release a student’s private and/or personal information. By seeking formal external appeal 
procedures, the student has therefore consented to this disclosure of information.   
  
Unsatisfactory Course Progress   

Where an overseas student has been deemed as not meeting satisfactory course progress, the College 
is obligated to report this student to the Department of Home Affairs (DHA). Once a student is reported, this 
may have an impact on their visa and they should seek DHA’s advice on new visa requirements. ACBI will 
give the overseas student a written notice (Intention to Report due to Unsatisfactory Course progress) as soon 
as practicable which:  

• notifies the overseas student that ACBI intends to report the overseas student for unsatisfactory 
course progress or unsatisfactory course attendance,  

• informs the overseas student of the reasons for the intention to report,  
• advises the overseas student of their right to access the ACBI’s complaints and appeals process within 

20 working days.   

ACBI will only report unsatisfactory course progress or unsatisfactory course attendance in PRISMS per section 
19(2) of the ESOS Act if:   

• the internal and external complaints processes have been completed and the decision or 
recommendation supports the College, or   

• the overseas student has chosen not to access the internal complaints and appeals process within the 
20-working day period, or   

• the overseas student has chosen not to access the external complaints and appeals process, or   
• the overseas student withdraws from the internal or external appeals processes by notifying ACBI in 

writing.   

For additional information on course progress, please refer to the ACBI Student Support, Progression, and 
Completion Policy and Procedure available on the ACBI website.  
  
Cancellation or Suspension of Student’s Enrolment  

If a student has failed to pay their fees or other monies or has engaged in misconduct, then the College has the 
right to either cancel or suspend a student’s enrolment. The College will take the following steps to cancel or 
suspend a student’s enrolment:  

1. A student will be issued a written notification regarding the College’s proposed cancellation or 
suspension of the student’s enrolment, informing the student of the reasons for doing so. From the 
day this is issued, the student is given 20 working days to lodge a formal internal appeal.   

2. If a student fails to lodge a formal internal appeal within 20 working days, or withdraws from the 
internal appeals processes by notifying ACBI in writing, the College is entitled to cancel or suspend the 
student’s enrolment without further notice.  

3. Nonetheless, if a student has lodged a formal internal appeal, the College will maintain the student’s 
enrolment active until the appeal has been assessed and a decision has been taken and 
communicated in writing to the students.   

When there is any deferral, suspension, or cancellation action taken, ACBI will:  

• inform the overseas student of the need to seek advice from Immigration on the potential impact on 
his or her student visa,  
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• report the change to the overseas student's enrolment via PRISMS under section 19 of the ESOS Act.  
  

NOTE: The suspension or cancellation of the overseas student’s enrolment under Standard 9.3 of the National 
Code 2018 cannot take effect until the internal appeals process is completed, unless the overseas student’s 
health or wellbeing, or the wellbeing of others, is likely to be at risk.  
 
8. Policy Implementation 

This policy will be made available to all staff members and stakeholders through the internal communication 
channels, the website and Student Handbook. Students will also be advised of this policy and procedure at 
Orientation. 
 

9. Review and Continuous Improvement 

This Policy and Procedure will undergo a biennial review, or sooner if required, to ensure it remains relevant 
and effective in guiding the operations and strategies or as needed to reflect any changes in the regulatory 
environment or operational practices.  
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response to 
Management Team 
feedback. 

All 

1.8 7/10/2019 Julian Marechal Alignment with 
Delegations Policy and 
Register 

Section 5.3 

2.0 18/10/2019 Fabio Mejia CEO approval All 
2.1 10/04/2024 Ivan Negro Revised and updated for 

further clarity. Addition 
of new sections. 
Updated broken links. 

All 
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Applied new policy 
formatting. 

3.0 10/12/2025 Sam Hartley Updated references to 
SRTOs 2025 and 
changed formatting to 
match new template. 

All 
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