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ROYAL VICTORIAN AERO CLUB 

 
COMPLAINTS & APPEALS  

Policy & Procedure 
 

1. Policy 
 

Despite all efforts of the Royal Victorian Aero Club to provide satisfactory services to its students, 

complaints may occasionally arise that require formal resolution. If the student is dissatisfied with a Club 

decision, or the conduct of any staff, fellow student, or a third party providing services on RVAC’s behalf, a 

formal Club Policy exists to provide a structured framework for appeal and resolution, including access to 

external mediation. Students will be provided with the complaints and appeals policy at the time of 

orientation. A written record of the complaint or appeal and outcome must be kept on file in a secure 

location. 

 

All complaints and appeals received by the Royal Victorian Aero Club will be viewed as an opportunity for 

improvement and will be dealt with confidentially, promptly and fairly with the intention of achieving a 

satisfactory resolution and, to maintain a high level of student satisfaction. RVAC would view the matter 

very seriously and would expedite the process as it would be in RVAC and the student’s best interest. Each 

complainant or appellant has the right to formally present his/her case at minimal cost to him/herself. If a 

student chooses to access the complaints and appeals processes, the student’s enrolment must be maintained 

for the duration of the process. Each party is entitled to be accompanied and assisted by a support person at 

any relevant meetings. 

 

Complaints will be accepted in writing for a period of 20 working days after the event. Consideration will be 

given to a complaint lodged after 20 working days if compelling reasons are substantiated. 

 

The formal resolution process must begin within 10 working days of the formal lodgement of the complaint 

or appeal and all reasonable measures must be taken to resolve the issue within 60 calendar days.  It is in the 

interest of both the student and RVAC to expedite the process. 

 

The following procedures provide students the opportunity to have any issues relating to a substantiated 

complaint or appeal resolved and resolutions reached that attempt to satisfy all parties involved. This 

complaints and appeals process will be at no cost to the student.  

 

Anyone lodging a complaint must follow RVAC’s complaints and appeals process before making a 

complaint about RVAC to ASQA. 

 

2. Procedure 
 

Informal process 

 

Step 1 

 

It is in the student’s best interests for a dispute to be resolved amicably and at an early stage.  Where possible 

all non-formal attempts shall be made to resolve the complaint. A difficulty should initially be discussed with 

the staff member concerned and a satisfactory outcome might be achieved through discussion or general 

mediation. This may include advice, discussions, and general mediation in relation to the issue. Any staff can 

be involved in this informal process to resolve issues but once a student has placed a formal complaint / 

appeal the following procedures must be followed. Any informal process must be documented using the 

Student Support form.  If the issue is not resolved within 10 working days then the student should proceed to 

Step 2. 
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2.1 Formal Complaints 
 

Step 2 
 

• Any student, potential student, or third party may submit a formal complaint to the Royal Victorian Aero 

Club with the reasonable expectation that all complaints will be treated with integrity and privacy. There 

is no cost for the complaints process unless it is referred to a third party. 
  

• A student wishing to submit a formal complaint or appeal can do so by completing the ‘Complaints and 

Appeals Form’ and state their case providing as many details as possible and submitting to the Student 

Administration Manager. This application form can be gained by contacting Student Administration at the 

Royal Victorian Aero Club or on the RVAC website. A student may be assisted or accompanied by a 

support person regardless of the nature of the complaint throughout the process at all times. 
 

• Students are able to present their case in person 
 

• All formally submitted complaints or appeals are submitted to the Student Administration Manager. It is 

their responsibility to deal with the complaint in the first instance. Complaints are to include the following 

information: 

- Submission date of complaint 

- Name of complainant; 

- Nature of complaint ; 

- Date of the event which lead to the complaint 

- Attachments (if applicable); 
 

• Once a formal complaint is received it is to be entered into the ‘Complaints and Appeals Register’ which 

is monitored by the Training Manager regularly. The information to be contained and updated within the 

register is as follows: 

- Submission date of complaint 

- Name & relationship of complainant; 

- Description of complaint / appeal 

- Staff Member managing complaint 

- Determined Resolution; and Date of Resolution. 
 

• The Student Administration Manager shall ensure that the RVAC will act immediately on any 

substantiated complaint. Once a complaint has been filed and logged in the ‘Complaints and Appeals 

Register’ the Student Administration Manager shall notify the Training Manager of the complaint and 

provide any further documentation related to the matter 

 

• The Student Administration manager will review documentation and the informal resolution process to 

date and shall then refer the matter to the appropriate staff to resolve, or make a decision on the complaint 

within 10 working days and keep the complainant informed of any decisions or outcomes concluded, or 

processes in place to deal with the complaint. 

 

• A satisfactory outcome might be achieved through conciliation. Copies of all documentation, outcomes 

and further action required will be placed into the ‘complaints and appeals register’ by the Student 

Administration Manager and on the students file. 

 

• Once a decision has been reached the Student Administration Manager shall be required to inform all 

parties involved of any decisions or outcomes that are concluded in writing. Within the notification of the 

outcome of the formal complaint the students shall also be notified that they have the right of appeal. To 

appeal a decision RVAC must receive, in writing, grounds of the appeal. Students are referred to the 

appeals procedure. 
 

 
 

The notification shall include the following: 
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- Determined Resolution  

- Date of Resolution.  

- Chief Flying Instructor Signature 

- Complainant Signature of receipt 

- Notification of the right of appeal.  

 

If the complaint remains unresolved, the student should proceed to Step 3. To appeal a decision the RVAC 

must receive, in writing, grounds of the appeal. Students are referred to the appeals procedure.  

 

2.2 Appealing a Decision 

 

Step 3 
 

All students have the right to appeal decisions made by the Royal Victorian Aero Club where reasonable 

grounds can be established. The areas in which a student may appeal a decision made by the Royal Victorian 

Aero Club may include: 

- Assessments conducted 

- Deferral, suspension, or cancellation decisions made in relation to the student’s enrolment 

- Or any other conclusion / decision that is made after a complaint has been dealt with by the Royal 

Victorian Aero Club in the first instance. 

 

• To activate the appeals process the student is to complete a ‘Complaints and Appeals Form’ which is to 

include a summary of the grounds the appeal is based upon. The reason the student feels the decision is 

unfair is to be clearly explained and help and support with this process can be gained from student 

administrations department. 

 

• The Student Administration Manager shall then determine the validity of the appeal and organise a 

meeting with all parties involved in the matter and attempt to seek resolution where appropriate.  

 

• The process for all formally lodged appeals will begin within 10 working days of the appeal being lodged. 

 

• The Training Manager shall ensure that the Royal Victorian Aero Club acts on any substantiated appeal. 

 

• Where an appeal has been lodged it will be defined into one of the following categories and the 

appropriate procedures followed: 

 

General appeals 

 

- Where a student has appealed a decision or outcome of a formal complaint they are required to 

notify the Royal Victorian Aero Club in writing within 20 working days of the grounds of their 

appeal. Any supporting documentation should also be attached to the appeal. 

 

- The appeal shall be lodged through student administration and the student administration manger 

shall ensure the details of the appeal are added to the ‘Complaints and Appeals Register’. 

 

- The student shall be notified in writing of the outcome with reasons for the decisions, and the 

‘complaints and appeals register’ updated. The student shall also be provided the option of activating 

the external appeals process if they are not satisfied with the outcome. The student is required to 

notify the Royal Victorian Aero Club if they wish to proceed with the external appeals process. 

 

Assessment appeals 

 

- Where a student wishes to appeal an assessment they are required to notify their assessor in the first 

instance. Where appropriate the assessor may decide to re-assess the student to ensure a fair and 

equitable decision is gained. The assessor shall complete a written report regarding the re-assessment 

outlining the reasons why assessment was or was not granted. 

 

- If this is still not to the student’s satisfaction the student shall formally lodge an appeal by submitting 

a written letter outlining their reasons for the appeal. They shall lodge this with student 
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administrations department and the appeal shall be entered into the ‘Complaints and Appeals 

Register’. 

 

- The Training Manager shall be notified and shall seek details from the assessor involved and any 

other relevant parties. A decision shall be made regarding the appeal either indicating the assessment 

decision stands or details of a possible re-assessment by a ‘third party’. The third party shall be 

another assessor appointed by the Royal Victorian Aero Club. 

 

- The student shall be notified in writing of the outcome with reasons for the decision, and the 

‘complaints and appeals register’ updated. The student shall also be provided the option of activating 

the external appeals process if they are not satisfied with the outcome. The student is required to 

notify the Royal Victorian Aero Club if they wish to proceed with the external appeals process 

   

Step 4 

 

If the student remains unsatisfied he/she can appeal to the RVAC Board of Directors.  The student should 

lodge an appeal in writing within 20 working days of receiving a response from the Training Manager (Step 

3) and must detail the nature of the matter, the grounds of the appeal and the avenues of conciliation 

previously undertaken.  

 

A Director will be nominated by the President to meet with the complainant within 10 working days of the 

receipt of the written appeal from the student. A support person may assist the student during the appeal. The 

President will advise the student in writing of the decision within 10 working days of the hearing, and of his 

or her right to access the external complaints and appeals process. 

 

If the matter is still unresolved, the student can proceed to Step 5. 

 

The student shall also be provided the option of activating the external appeals process if they are not 

satisfied with the outcome. The student is required to notify the Royal Victorian Aero Club if they wish to 

proceed with the external appeals process. 

 

2.3 External Appeals 
 

When efforts to resolve the matter through RVAC’s internal Complaints and Appeals resolution process 

have been exhausted and a student is still dissatisfied with the decision or conduct of the complaint handling 

and appeals process, a student may wish to refer the matter to an external independent / third party mediator 

at minimal or no cost. The complainant will be provided with the information below.The student is also 

advised that if they are not happy with RVAC suggestions that they have the right under Australia’s 

Consumer Protection laws to pursue other avenues at their own cost. Evidence of a complainant accessing 

independent advice and the outcome shall be maintained in the complainant’s personal file. If the formal 

outcome of an internal or external appeal process supports the complainant, RVAC must immediately 

implement any decision and/or any corrective and preventative actions required and advise the complainant 

accordingly. 

National Training Complaints Hotline 13 38 73 

Victorian Legal Society    

Administrative Appeals Tribunal 

Dispute Settlement Centre of Victoria   

Victorian Ombudsmen 

VET Student Loans Ombudsman  

Victorian Consumer Affairs 

Victorian Equal Opportunity & Rights Commission 

Overseas Student Ombudsman 

 

https://www.employment.gov.au/national-training-complaints-hotline
http://www.liv.asn.au/
http://www.aat.gov.au/
http://www.disputes.vic.gov.au/services
https://www.ombudsman.vic.gov.au/Complaints
https://www.acpet.edu.au/uploads/mediareleases/170328%20-%20VET%20Student%20Loans%20Ombudsman%20finally%20here.pdf
http://www.consumer.vic.gov.au/
http://www.humanrightscommission.vic.gov.au/
http://www.oso.gov.au/
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Although ASQA will not arbitrate between aggrieved parties, complainant complaints may also be lodged 

with ASQA  Australian Skills Quality Authority once RVACs Complaints and Appeals resolutions processes 

have be exhausted. 
 

 

 

2.4 Preventative and Corrective Action 
 

If any internal or external complaint handling or appeal processes result in a decision that supports the 

complainant, RVAC must immediately implement any decision and/or corrective and preventative action 

that is required, and advise the complainant of the outcome. 

 

The details of the complaint and resulting outcome(s) shall be reviewed as part of RVAC’s next Staff 

meeting with the purpose of identifying the potential causes of the initial complaint. RVAC will then 

determine appropriate steps to be taken so as to remove the potential issue arising again in the future. Where 

the complaint has arisen due to any employee or complainant actions, appropriate mechanisms shall be 

implemented to ensure appropriate education is provided to prevent the recurrence of potential issues. 
 

In addition, the complaints and appeals register shall be monitored by Student Administration to ensure that 

all complaints and appeals submitted, regardless of the outcome, are monitored and reviewed to ensure 

appropriate steps and actions are identified to prevent further re-occurrence.  

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.asqa.gov.au/complaints/make-a-complaint---domestic-students/make-a-complaint---domestic-students1.html
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RVAC FLOW CHART FOR COMPLAINTS & APPEALS 

 

Take no 

further 

action 

Step 1 

Speak to staff member 

concerned – 

Recorded on student 

support form 

 

Student 

Identifies issue 

Step 2 

Contact Student 

Administration 

Submit and Complaints and 

Appeals Form 

Outcome 

provided 

 

 

Satisfactory ? 

 

Matter Resolved 

 

Satistfactory 

Outcome 

provided 

Step 3  

Appeal 

Submit Appeal via 

Complaints and 

Appeals Form 

 

Student Options 

No 

Yes 

 

Yes 

Yes 

No 

No 

 

Satisfactory 

Outcome 

provided 

 

Step 4 

Board of Directors 

 

Satisfactory 
Yes 

No 

Step 5 

External Appeals 



RTO Complaints & Appeals Policy                            September 2020   Version 1.4.0       DOCID022  

Page 7 of 7 

 

Review Date 

 

This Policy shall remain current until it is reviewed on or before 1 November 2019. 
 

Approval 

 

John Stuart Rushton (CEO) 

 

 

 

 

(Ref: Standards for RTOs 2015, Standard 6, National Code of Practice for Education Provides of 

Education and Training 2018, Standard 10) 
 

Attachments 

 

Complainant Support Form 

 

Complaints & Appeals Form 

 

Complaints & Appeals Register 

 

 

 

 

 

 

 

 

 

Version Summary of Changes Author Approved by 
Effective 

Date 

1.0.0 Initial approval Rex Hobson (Secretary) John Stuart Rushton (CEO) 1/11/2010 

1.1.0 Updated to reflect CRICOS compliance 
Jeannine Kittle (RTO C & 

SA) 
John Stuart Rushton (CEO) 1/11/2014 

1.2.0 
Update to reflect introduction of VET 
Complainant Loans Ombudsmen 

Jeannine Kittle (RTO C & 
SA) 

John Stuart Rushton (CEO) 1/07/2018 

1.3.0 Updated to include reference to ASQA  
Jeannine Kittle (RTO C & 
SA) 

John Stuart Rushton (CEO) 28/3/2018 

1.4.0 
Updated to meet National Code of Practice for 
Education Provides of Education and Training 

2018, Standard 10 

Jeannine Kittle (RTO C & 

SA) 
John Stuart Rushton (CEO) 30/9/2020 
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ROYAL VICTORIAN AERO CLUB 

Complaints & Appeals Form (Step 2) 
 

Please submit this form to Complainant Administration, a copy of this form, when complete and assessed, is to be 
given to the complainant concerned. Additional copies must be lodged on the complainant’s Personal File.  
 

Name of complainant:  
 

Submission Date:    Complaint                           Appeal: 
 

Date of the event which leads to the complaint: 
 

Detailed Description of complaint or Appeal: 

 

Describe efforts made to resolve the issue: 

 

Attachments (if applicable)  
 

 

Acknowledgement of Receipt - Date:  _______________________________________     

Complainant Administration Manager:  ______________________________________ 
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Determined Resolution;   

 
Date of Resolution: 
 
Signed : (RTO Personnel)     Date: 
 
 
I have received a copy of the above report. 
 
Signed (Complainant):      Date: 
 

All complainants have the right to appeal decisions made by the RVAC where reasonable grounds can be established. 
To appeal a decision the RVAC must receive, in writing, grounds of the appeal. Please refer to the appeals procedure 
 
Further Information 
 

International Complainants 

If you wish to lodge an external appeal or complain about this decision, you can contact the Overseas Complainants 
Ombudsman. The Overseas Complainants Ombudsman offers a free and independent service for overseas 
complainants who have a complaint or want to lodge an external appeal about a decision made by their private 
education or training provider. See the Overseas Complainants Ombudsman website www.oso.gov.au or phone 1300 
362 072 for more information. 

If you want to complain or appeal this decision, you can contact the Overseas Complainants Ombudsman. The 
Overseas Complainants Ombudsman is free and independent. Find out more at www.oso.gov.au or phone 1300 362 
072 

 

http://www.oso.gov.au/

