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Complaints and Appeals

Policy

AgForce Training Pty Ltd is committed to implementing a fair and transparent complaints and

appeals process which is accessible to anyone who wishes to access it.
Complaints

AgForce Training provides a process that allows for complaints to be made against the
actions of the company, a staff member including our Training and Assessment staff, or any

other person or party who holds an association with AgForce Training.
Appeals

AgForce Training provides a process to appeal against any decision made by staff or any
other person or party who holds an association with AgForce Training. These decisions may
be (but are not limited to) decisions on fees and refunds, assessment results, disciplinary, or

any other decision.

Procedure

AgForce Training is committed to its clients and students feeling confident that they are

being treated fairly by:

1. Providing information on the process publicly through the website

2. Providing clear information in a timely way about how to complain or appeal,

3. Providing adequate opportunity for complainants to present their case,

4. Providing access to an independent arbiter if this is needed,

5. Providing clear information on the outcomes of the complaint or appeal, and

6. Resolving complaints and appeals within realistic and fair timelines
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Definitions

Academic Appeal

Appeal
Appellant

Complaint

Complainant

Feedback

Respondent

Complaints and Appeals

Complaints and Appeals

Any appeal relating to an academic matter, such as attendance, grades,

intervention strategy, academic misconduct, etc.
A formal request for a change in or confirmation of a decision.
The person making the appeal.

An expression of dissatisfaction with the delivery of academic or non-

academic, administrative or support services.
The person making the complaint.

Information about reactions to a product, a service, a person's

performance of a task, etc., is used as a basis for improvement.

The person the complaint is in regard to.
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The Assessment Appeal Process

/ You may seek a review by the Learning and \

Development Manager, ph 07 32494702 or
You wish to email support@ag.training
lodge an Please note, your request is to be made
assessment within 3 months of the actual assessment
appeal date
If not \ /

resolved

y

AgForce TRaining will investigate. Generally,
you will receive an acknowledgment within 2
working days of your complaint being
received and a decision within 20 working
days. You will be advised in writing if these
timeframes are unable to be met

S J

y

Speak initially to the Assessor

AgForce Training will act to ensure the appellant is continuously kept notified of the status of their
appeal.

y

~
When required AgForce may coordinate a second Assessor to re-assess. Further, AgForce may also

seek an independent assessor to contribute to the assessment event.

A

AgForce will make provision to keep records of the appeal and its outcome. AgForce will also ensure
learnings from the process will inform the continuous improvement process.

\_ J
( )

If you are concerned about the RTO as a

training provider, then you may approach the Australian Skills Quality Authority on Australian Skills
Quality Authority (ASQA)
\_ J

If you have another type of appeal, please contact the Learning and Development Manager

ph 07 32 49 4702 or email studentservices@ag.training
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The Complaint Process

You may seek a review by the L&D Manager,
ph 07 32 49 4702 or email
support@ag.training

You have a
complaint

y

If not AgForce Training will investigate. Generally,
resolved you will receive an acknowledgment within 2
working days of your complaint being
received and a decision within 20 working
days. You will be advised in writing if these

L timeframes are unable to be met

N\ J

Initially speak with the staff
member responsible for the
relevant area/issue

If the matter has not been resolved, the RTO

may coordinate a mediation meeting, and/or

coordinate for an independent mediator to be
involved.

AgForce Training will act to ensure the complainant is continuously kept notified of the status of
their complaint.

A 4

AgForce Training will make provision to keep records of the complaint and its outcome. AgForce
Training will also ensure learnings from this process will inform the continuous improvement process.

J

~
If you are concerned about the RTO as a

training provider, then you may approach the Australian Skills Quality Authority on Australian Skills
Quality Authority (ASQA)

J
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