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SECTION 1 - POLICY

PURPOSE

The purpose of this policy is to establish a structured and transparent framework for managing
feedback and complaints at Medical Administration Training (MAT), ensuring concerns are
addressed promptly and fairly. The policy aims to:

e provide animpartial and consistent process for resolving complaints from students, staff,
and other stakeholders.

e ensure the delivery of high-quality training, support, and administrative services.
e create a safe and respectful environment for all participants.

e comply with all relevant legislation and standards applicable to Registered Training
Organisations (RTOs).

SCOPE

This policy applies to all individuals involved with Medical Administration Training (MAT), including
students, prospective students, graduates, staff, and any other parties who may wish to lodge
feedback, complaints, or appeals regarding MAT’s operations.

The policy covers concerns about any aspect of MAT’s services, policies, procedures, staff, or other
operational matters including but not limited to:

Training and Assessment:
e The quality of training delivery and assessment.

e Academicissues, such as course content, student progress, assessment results, and the
non-award of qualifications.

Student Support:

e Support services provided to students.

e Access to materials and resources.
Administrative Issues:

e Enrolment processes and eligibility.

e Fees, payment plans, and financial arrangements.

e Customer service and general administrative concerns.
Student Conduct and Welfare:

e Disciplinary actions taken against students.

e Concerns related to bullying, harassment, intimidation, or discrimination.
Privacy and Data Handling:

e |Issuesrelated to privacy, the handling of personal information, and access to personal
records.
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Key terms used throughout the policy and the procedure include:

Term Definition

RTO Registered Training Organisation

Feedback Feedback includes compliments, comments, criticisms, or suggestions
where a response is not expected. Whether positive or negative, all
feedback is taken seriously and addressed appropriately to support
ongoing improvement.

Complaint A complaintis an expression of dissatisfaction regarding MAT’s actions,

inactions, or the quality of services provided. Complaints can relate to
any aspect of the RTO’s operations, services, or facilities.

Complainant

The person or entity raising the complaint.

Grievance

An official statement of a complaint over something believed to be wrong
or unfair.

Academic grievances

Refers to any disagreement or concern related to:

e assessment outcomes and the marking process
e training and assessment processes

e academic misconduct claims, including allegations of plagiarism,
cheating, or other forms of dishonesty.

Non-academic

Refers to any disagreement or concern related to:

grievances
¢ administrative matters (policies, procedures)
e staff conduct (behaviour, treatment)
o facilities or resources (environment, equipment)
o financial matters (billing, payments)
e access to services (enrolment, student support)
Appeal A dispute arising from a decision made by Medical Administration

Training, whether related to a complaint, an assessment outcome, or any
other decision, where an individual or interested party seeks to challenge
that decision.

Natural Justice

Principles, procedures, or treatment felt instinctively to be morally right
and fair.

POLICY STATEMENT

This policy and procedure is designed to be clear, accessible, and well-communicated to the MAT
community. Itis readily available on MAT's website and included in materials provided to
prospective and enrolled students.

e MATis committed to upholding natural justice and procedural fairness at every stage of the
complaints and appeals process.
e Privacy and confidentiality will be maintained for all parties throughout the complaints and

appeals process.

e Substantiated complaints and appeals will be reviewed and used to inform MAT’s
continuous improvement initiatives.
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RESPONSIBILITIES

The RTO Director is ultimately responsible for the implementation of this policy and may delegate
responsibilities to appropriate staff members.

The RTO Manager is responsible for:

e providing support and guidance to individuals making complaints.

e overseeing the complaints handling process.

e updating the Register of Complaints and Appeals and initiating change

e identifying recurring issues and implementing improvements.

e escalating complaints that may pose a significant reputational risk to the RTO.

Individuals making a complaint are responsible for:

o clearly stating their concerns and desired outcomes and providing relevant information and
documentation to support the resolution process.

e actively engaging in the resolution process, including communication with other parties.

e responding promptly to requests for information.

o treating all individuals involved with respect.

Staff directly involved in a complaint are responsible for:

e providing an honest and detailed account of the situation, along with relevant information
and documentation to assist with the resolution.

e actively participating in the complaint resolution process and engaging with other parties to
resolve the issue.

e responding to information requests in a timely manner.

e treating all individuals involved with respect.
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SECTION 2 - PROCEDURE

MAT encourages all stakeholders, including current, potential, and past students, as well as clients,
to use the Complaints and Appeals procedure if they are dissatisfied with any aspect of MAT's
services or operations. The process is as follows.

LODGING A COMPLAINT

We aim to make the feedback and complaints process simple, transparent, and accessible.

Informal Complaint

Where possible, we encourage you to seek an informal resolution by addressing your concern
directly with the person involved or the RTO Manager. Often, informal discussions are the quickest
and most effective way to resolve issues.

If you prefer not to pursue an informal resolution or it does not address the issue, you are welcome
to submit a formal complaint.

Submitting a formal complaint

You may lodge a formal complaint at any time by completing the Feedback and Complaints Form.

To help us address your complaint effectively, please include as much detail as possible, such as:

e Your name and contact details (you can remain anonymous, but this may limit our ability to
investigate and update you on the progress or outcome).

e Aclear description of the issue or concern.

e The date, time, and place of the incident, if applicable.

e Any stepsyou have already taken to resolve the issue.

e Supporting evidence (if available).

e The outcome orresolution you are seeking.

e Any otherrelevant information or comments.

What You Can Expect
When submitting a complaint, you can expect the following:

o Respectful Treatment: You will be treated professionally and respectfully throughout the
process.

e Confidentiality: Your complaint details will be kept confidential and shared only with the
relevant individuals involved in the resolution process.

o No Fees: There are no charges for lodging feedback or complaints, either internally or
externally.

o Fair Process: We will ensure a non-discriminatory process, and there will be no retaliation
for raising concerns.

Please note that we ask all feedback and complaints to be submitted in a respectful manner. While
we are committed to responding courteously and professionally, any rude or threatening behaviour
will be addressed according to MAT's disciplinary procedures.
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Possible Outcomes of Your Complaint

The resolution of your complaint may lead to one of the following outcomes:

e Adecisioninyourfavour, which may involve remedies that meet or differ from your
expectations.

o Adetermination that the complaintis baseless, made without valid reason, or a decision to
dismiss the complaint.

e Recommendations for improvement, based on the findings, to enhance MAT's processes,
services, policies, or procedures.

What Happens After You Lodge a Formal Complaint

1. Documentation
All complaints will be recorded in MAT's Register of Complaints and Appeals for proper
tracking and transparency.
2. Acknowledgment
Your complaint will be acknowledged in writing within 3 business days of receipt.
3. Investigation Initiation
Within 5 business days, the RTO Manager or designated decision-maker will begin an
impartial investigation into the matter.
4. Investigation Process
During the investigation, the decision-maker may:
o Contactyou or other relevant parties to gather additional information.
o Review applicable documents, policies, procedures, and legislation.
o Seek further advice or clarification as needed.
5. Resolution
A formal response or resolution will be provided within 30 business days, unless there are
exceptional circumstances causing a delay. If the process takes longer than expected, RTO
Manager will notify the complainant, offering an updated timeframe and keeping them
informed of any progress.

COMPLAINT APPEAL PROCESS

If you are dissatisfied with the outcome of your formal complaint, you have the right to lodge an
appeal.

Internal Appeal
If you are not satisfied with MAT's response, you may appeal the decision within 20 working days of
receiving the outcome. To submit an appeal, please email a written request to the RTO Director at

management@medtrain.com.au within the 20-day period. Be sure to include:

o Aclear explanation of why you believe the outcome was incorrect.
e Anysupporting documentation that justifies your appeal.

If your appeal is accepted, the RTO Director will:
1. Document the appealin MAT's Register of Complaints and Appeals for proper tracking and

transparency.
2. Review the findings and resolution of your original complaint.
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3. Give all parties an opportunity to present their case (you may have a representative present,
if needed).

4. Issue awritten report within 10 business days, outlining any further actions and the reasons
for the decision.

5. Advise the complainant of their right to pursue an external appeal if they are still dissatisfied
with the outcome.

External Appeal
If you are not satisfied with the process conducted by MAT, you may escalate the matter to the
relevant Ombudsman or Civil and Administrative Tribunalin your state or territory.

Ombudsman

The Ombudsman provides independent, free, and confidential services for complaints within the
vocational education and training sector.

e Queensland (QLD): Training Ombudsman

¢ New South Wales (NSW): NSW Ombudsman

e Australian Capital Territory (ACT): ACT Ombudsman
¢ South Australia (SA): SA Ombudsman

e Victoria (VIC): VIC Ombudsman

e Western Australia (WA): WA Ombudsman

e Northern Territory: NT Ombudsman

e Tasmanian (TAS): Tasmania Ombudsman

Civil and Administrative Tribunals

Civil and Administrative Tribunals offer fair, accessible, and affordable dispute resolution. They
handle complaints about education providers, consumer claims, and administrative reviews.

¢ Queensland (QLD): QCAT - Queensland Civil and Administrative Tribunal

¢ New South Wales (NSW): NCAT - NSW Civil and Administrative Tribunal

e Australian Capital Territory (ACT): ACAT — ACT Civil and Administrative Tribunal
e South Australia (SA): SACAT - SA Civil and Administrative Tribunal

e Victoria (VIC): VCAT - Victorian Civil and Administrative Tribunal

e Western Australia (WA): SAT - WA State Administrative Tribunal

e Northern Territory (NT): NTCAT — NT Civil and Administrative Tribunal

e Tasmania (TAS): TASCAT — Tasmanian Civil and Administrative Tribunal

Office of the Australian Information Commissioner (OAIC)

For complaints related to misuse of personal information or breaches of privacy under the Privacy
Act 1988 (Cth), you may contact the OAIC.

¢ Howto Lodge a Complaint: Submit your complaint online through the OAIC website.

By engaging with the appropriate Ombudsman, Tribunal, or OAIC, you can seek professional and
impartial assistance to resolve your grievance.
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CHANGE HISTORY

1 30-Mar-2013 A. McFillin Original Document
2 07-Oct-2016 A. McfFillin Major wording revision and update
28-Feb-2018 A. McFillin Added documentation of decision to be
entered into the student management system
21-Nov-2019 A. McFillin Reviewed and updated branding
18-03-2020 A. McFillin Minor wording revision and update
19-10-2021 A. McFillin Reviewed - revised procedure to avoid
confusion with the process
7 20.11.2024 A. McFillin Added sections on
e What you can expect
e What happens after you lodge a
formal complaint
e Possible outcomes of your complaint
to make the process clearer
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