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1. Purpose

This Policy and the associated Procedure are designed to ensure that the
Australian Institute of Higher Education (‘the Institute’) responds effectively in the
event of student dissatisfaction, through fair, transparent, timely, and accessible
complaintandappeal processes forboth academic and non-academic matters,in
line with the Higher Education Standards Framework (Threshold Standards) 2021.

2. Principles

The key principles informing this Policy are the Institute’s commitment to the

following:

o Developing a culture that views complaints as an opportunity to improve the
organisation and how it works.

. Setting in place a complaint handling system that is client focused and helps
the Institute prevent complaints from recurring.

o Ensuring that any complaints are resolved promptly, objectively, with
sensitivity and in complete confidentiality.

o Ensuring that the views of each complainant and respondent are respected
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and that any party to a complaint is not discriminated against nor victimised;
and

o Ensuring that there is a consistent response to complaints, with access to
internal and external review processes as required.

. Ensuring relevant staff have access to this policy and its related procedure
and are trained in theirapplication.

3. Context

The Institute is committed to developing and maintaining an effective, timely, fair
and equitable complaint handling system which is easily accessible and offered to
complainants at no charge, and ensures students are informed of their right to
escalate complaints and appeals to an external body if internal processes do not
resolve the matter.

4, Scope

This Policy applies to all students and relevant staff at the Institute, covering both
academic and non-academic complaints and appeals.

5. Definitions

See the AIH Glossary of Terms for definitions.

6. Policy Details
6.1 Making a Complaint

Students and prospective students who wish to make a complaint should follow
the process setoutinthe Student Complaintand Appeal Procedure. The Institute
will respond to any complaint or appeal the student makes regarding his/her
dealings with the Institute; the Institute's education agents or any related party
the Institute has an arrangement with to deliver the student's course or related
services. Complaints may relate to academic or non-academic matters, and
students willnot be charged a fee forlodging a complaint or appeal.

Before making a complaint, students (or persons seeking to enrol with the
Institute) are encouraged, wherever possible, to resolve concerns or difficulties
directly with the person(s) concerned. Where this is not possible or appropriate,
students retain theright to access the formal complaint process.

Students requesting a review of an assessment should refer to the Assessment
Appeal Policy prior to utilising the steps outlined in the Student Complaint and
Appeal Procedure.

Nothing in this Policy limits the right of a student to access external review
mechanisms if internal processes do not resolve the matter.

6.2 LodginganAppeal

Students (or persons seeking to enrol with the Institute) wishing
tolodge an Appeal should follow the process set out in the Student Complaint
and Appeal Procedure. Appeals may relate to academic or non-academic
decisions and will be accepted without charge to the student. Students will be
provided with a written outcome including reasons, and informed of further
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7.

7.1

7.2.

avenues of appeal where available.
Legislation

This Policy complies with Higher Education Standards Framework standard 2.4
(Student Grievances and Complaints), which specifies that:

e Current and prospective students have access to mechanisms that are
capable of resolving grievances about any aspect of theirexperience with the
higher education provider, its agents orrelated parties.

e There are policies and processes that deliver timely resolution of formal
complaints and appeals against academic and administrative
decisions without charge or at reasonable cost to students, and these are
applied consistently, fairly and without reprisal.

e Institutional complaints-handling and appeals processes for formal
complaints include provision for confidentiality, independent professional
advice, advocacy and other support for the complainant or appellant,
and provision for review by an appropriate independent third party if internal
processes failto resolve a grievance.

e Decisionsaboutformalcomplaintsandappeals are recorded and the student
concerned is informed in writing of the outcome and the reasons, and of
further avenues of appeal where they exist and where the student could
benefit.

e |f a formal complaint or appeal is upheld, any action required is initiated

promptly.

Student Complaint and Appeal Procedure

Purpose

The purpose of this Procedure is to outline the protocols associated with the
Student Complaint and Appeal Policy and the Assessment Appeal Policy and
Assessment Appeal Policy Procedure, ensuring that the Institute responds
effectively to both academic and non-academic complaints and appeals.

Scope

The Procedure can be utilised by students and those seeking to enrolin a course
of study with the Institute, to submit a complaint of an academic or non-
academic nature. It willbe made available to students and those seeking to enrol
withthe Institute, regardless of the location of the campus at which the complaint
has arisen, the mode in which they study, or their place of residence. No fee will
be charged for lodging a complaint or appeal. If the student chooses to utilise
this Procedure, the Institute will maintain the student’s enrolment while the
complaint and appeals process is ongoing.

Complaints of an academic nature include matters related to student progress,
assessment, curriculum and awards in a course of study. Complaints of a non-
academic nature include all other matters. Students will receive written
outcomes with reasons for decisions and advice on further avenues of appeal
where applicable.

During all stages of this Procedure, the Institute will take all steps to ensure that:
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o The complainant and any respondent have the opportunity to present their
case at each stage of the Procedure.

o The complainant and any respondent have the option of being
accompanied/assisted by a third person (such as afamily member, friend or
counsellor) if they so desire in formal interviews.

o The complainant is entitled to ask for assistance in the form of a
translator/interpreter at any time during the process.

o The complainant and any respondent will not be victimised or discriminated
against.

o At all stages of the process, discussions relating to complaints and appeals
will be recorded in writing. A full explanation in writing for decisions and
actions taken as part of this Procedure will be provided to the complainant
and/orany respondent if requested.

Students should continue their studies as usual during the complaint procedure,
except in circumstances where their well-being, health or safety is potentially at
risk, orwhere the student poses ariskto the well-being, health orsafety to others.

There is no cost to the complainant for utilising the internal stages of this
complaint and appeals process. Costs for an external appeal will be shared
equally by the Institute and the complainant.

Nothing in the Student Complaint and Appeal Policy and associated Procedure
limits the rights of students or persons seeking to enrol with the Institute to take
actionunderAustralia's Consumer Protection laws. The procedures set outin this
document do not replace or modify procedures or any other responsibilities
which may arise under other higher education provider policies or under statute
or any other law. In addition, these dispute resolution procedures do not
circumscribe anindividual's rights to pursue otherlegal remedies.

7.3. Definitions

See the AIH Glossary of Terms for definitions.

7.4. Actions and Responsibilities

7.4.1 Before anlssue Becomes aFormal Complaint

Students (or persons seeking to enrol with the Institute) are encouraged, wherever
possible, toresolve concerns or difficulties directly with the person(s) concerned.
Academic Staff, Administration Staff and Student Support Officers are available to
assist students resolve their issues at this level. This step is mandatory for
grievancesregarding assessment marks, but forall othergrievance’s students may
proceed directly to lodging a Formal Complaint. Where informal resolution is not
possible or appropriate, students retain the right to access the formal process
without prejudice and will be provided with written confirmation of any outcomes
reached at this stage.

A process for requesting a review of an assessment decision forms part of the
Assessment Appeal Policy and Procedure. Students should utilise this process in
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the first instance if they wish to have an assessment decision reviewed. Students
who remain dissatisfied with the outcome of the review of their assessment
decision may then progress to the Student Complaint and Appeal Procedure as
showninthe Section7.4.6 Stage 1 Flow Chart.

7.4.2 Stage One - Formal Complaint

Formal complaints must be submitted by completing the Student Complaint
Application Form and submitting to student services. The process is outlined in
Section7.4.6 Stage 1Flow Chart.

Students will submit formal complaints to student services via
studentservices@aih.edu.au.

Inthe case that a student has submitted a complaint form directly to another
department or staff member, they will be directed to re-submit to student
services for processing. In cases deemed sensitive or at the student’s
request, the complaint form can be submitted directly to Academic Services
via academicservices@aih.nsw.edu.au.

Student services process the complaint form, check that all evidence is
included, and submits to Academic Services.

The Academic Support Services Officer, will process the formal complaint,
notify the student that the complaint has been received, collate the
evidence, andreferthe case to the Dean (or delegate) forinvestigation within
5 working days.

The Dean (or delegate) will take all reasonable measures to resolve the
complaint as soon as practicable, ensuring the process is fair, impartial, and
transparent, and consistent with procedural fairness principles.

The Dean (or delegate), will, if necessary, seek to clarify the outcome that the
complainant hopes to achieve. Such clarification may be sought by written
request or by a face-to-face interview with the complainant. When such
clarification occurs in a face-to-face interview, the complainant will have an
opportunity to formally present his/her case. The complainant or the
respondent may bring a support person to accompany them to any such
meeting.

The Dean (or delegate) will provide a written outcome within 20 working days,
outlining the decision, reasons for the outcome, and any actions to be taken.
If additional time is required, the student will be informed in writing and
updated regularly until the matteris finalised.

The complainant will be advised in writing of their right to access Stage Two
of this Procedure if they are not satisfied with the outcome of Stage One,
includinginstructions on how to lodge an appeal and the timeframe for doing
SO.

If this stage of the complaint handling process results in a decision that
supports the student, the Institute’s Dean(or delegate) will immediately
implement any decision and/or corrective and preventative action required,
and advise the student of the outcome in writing.
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7.4.3 StageTwo - Appeal

If a complainant is dissatisfied with the outcome of their formal complaint, they
may lodge an appeal by completing the Notice of Appeal Form. The process is
outlined in Section 7.4.6 Stage 2 Flow Chart. Appeals must be lodged within 20
working days of receiving the written Stage One outcome, unless an extension is
approved due to compelling or exceptional circumstances.

o Students will submit the appeal form to student services
(studentservices@aih.edu.au). In the case that a student has submitted an
appeal form directly to another department or staff member, they will be
directed to re-submit to student services for processing. In cases deemed
sensitive or at the student’s request, the appeal form can be submitted
directly to Academic Services via academicservices@aih.edu.au. Student
services process the appeal form, check that all evidence is included, and
submit to Academic Services.

o The Academic Support Services Officer will:

o Acknowledgereceipt of the appeal to the student.
o Reviewthe submissionto ensure all required documentation and
evidence areincluded.

o Referthe appealtothe Principal (or delegate) for eligibility review
and procedural oversight.

. The Principal (or delegate) will:
o Ensure the appeal is managed impartially, fairly, and in a timely
manner, consistent with the Institute’s principles of natural justice.
o takeallreasonable measurestoresolve the appealas soonas
practicable.

o Referanyunresolved appeals to the Chair of the Appeals
Committee for formal determination.

O
o The appeal must set out the grounds for the appeal and supporting evidence
should be provided in addition to any new information not previously
provided in support of the complaint. In the case of an assessment appeal,
the student must referone ormore grounds statedin the Assessment Appeal
Policy.

o The Appeals Committee membership and terms of reference are outlined in
the Institutional Governance Framework.
o The Chair of the Appeals Committee will:
e Assessthe appeal based onthe documentation provided orconvene a
hearing if further clarificationis required.
e Provide awritten outcome to the complainant within 20 working days of
receiving the referral, including:
o Thedecision of the Appeals Committee.
o Reasonsforthe decision.
o Anyactionsto be taken.
o Ifthereviewtakeslonger, the student will be notified in writing and
provided with regular updates until a final decision is made.
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o The complainant will be advised of their right to progress to Stage Three -
External Review if they consider the matterunresolved. Clearinstructions will
be provided on how to access external review bodies appropriate to their
student status (domestic orinternational).

o For international students, if the outcome of the complaints and appeals
process requires the suspension or cancellation decision to proceed,
PRISMS will be updated once Stage One and Stage Two of the complaints
and appeal processis concluded.

7.4.4 StageThree - External Review

If a student remains dissatisfied with the outcome of the internal complaints and
appeals process, they have the right to seek an external and independent review
of their case. External review options vary depending on whether the studentis a
domestic orinternational student, as outlined below. Students willbe informedin
writing of the appropriate externalbody and how to accessit at the conclusion of
Stage Two.

Domestic students:

If a complainant is not satisfied with the outcome of their appeal, they may
request an independent mediation through the Resolution Institute (formerly
LEADR/IAMA), an impartial professional body that provides independent dispute
resolution services.

The Resolution Institute can be contacted directly at:

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

. Phone: (02) 92513366
. Freecall: 1800 651650
. Email: infoaus@resolution.institute

. Website: https://www.resolution.institute

Costs of mediation are shared equally between the Institute and the
complainant. As a guide, mediator fees are approximately $440 for the first four
hours (or part thereof), with $165 per subsequent hour. Most disputes are typically
resolved within the initial four-hour allocation. Students are encouraged to
contact the Resolution Institute directly for the most current fee schedule. The
Institute will reimburse its share of the costs promptly once invoiced.

International students:

If aninternational studentis dissatisfied with the outcome of theirinternal appeal,
they can access an external appeal process, through the Commonwealth
Ombudsman, at no cost. This service isindependent and impartial.

Students can find information orlodge a complaint through:
. Website: https://www.ombudsman.gov.au
. Phone: 1300 362 072
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. Email: ombudsman@ombudsman.gov.au

Anyrecommendation ordecisioninfavourof the student arising from the external
review process will be actioned and implemented immediately upon receipt of
the outcome, and the student will be notified in writing of the implementation.

Further Action:

If a complaint remains unresolved after the internal and external review
processes, the complainant may choose to refer the matter to an appropriate
external authority, depending on the nature of the issue. Students will be
provided with guidance and contact details for these bodies uponrequest.

Possible avenuesinclude (but are not limited to):

e Anti-Discrimination Board of NSW - for matters relating to unlawful
discrimination, harassment, or vilification.

e NSW Fair Trading (Office of Fair Trading) - for consumer protection
matters.

e Tertiary Education Quality and Standards Agency (TEQSA) - for concerns
relating to the Institute’s compliance with the Higher Education Standards
Framework (Threshold Standards) 2021 or the TEQSA Act 2011. Further
informationis available on the TEQSA website:

https://www.tegsa.gov.au/complaints.

e Otherexternal authorities as relevant to the nature of the complaint (e.g.,
professional registration bodies or other government regulators).

7.4.5 Recordkeepingand Confidentiality

Allrecords of complaints and appeals, including documentation and outcomes,
will be retained for a minimum period of five (5) years. These records will be
securely stored, treated as confidential, and only accessible to authorised staff
in accordance with the Institute’s Records Management Policy and Privacy
Policy. Summary data on complaints and appeals outcomes will also be reviewed
regularly by Academic Governance committees to identify trends, systemic
issues, and opportunities for continuous improvement.

Parties to a complaint may request access to relevant records in writing to the
Principal (ordelegate). Suchaccesswillbe provided where appropriate andinline
with the Institute’s privacy and confidentiality obligations.
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7.4.6 Complaintand Appeals Procedure Flow Chart
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8. Version Control

This Policy and Procedure has been endorsed by the Australia Institute of Higher
Education Academic Board as at October 2025 and is reviewed every 3 years.
The Policy is published and available on the Australian Institute of Higher
Education website http://www.aih.edu.au/ under ‘Policies and Procedures’.
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