COMPLAINTS & APPEALS POLICY Traning & Geneulting PIL
PURPOSE

ESITC is committed to managing complaints and appeals in a fair, transparent, and timely manner.
This policy applies to any allegation involving the conduct of ESITC, including its trainers, assessors,
and other staff; any third-party delivering services on behalf of ESITC; or any student enrolled with the
organisation.

POLICY INTENT

The purpose of this policy is to ensure that the principles of natural justice and procedural fairness are
upheld throughout the complaints and appeals process.

ESITC ensures that its policy and procedures are publicly accessible and clearly communicated to all
stakeholders.

The policy outlines the steps for lodging a compliant or requesting an appeal and guarantees that all
submissions are acknowledged in writing and resolved as promptly as practicable.

TIMEFRAMES AND COMMUNICATION

ESITC will take all reasonable steps to resolve complaints and appeals within a timely manner. Where
ESITC determines that more than sixty (60) calendar days are required to process and finalise a
complaint or appeal, the complainant or appellant will be notified in writing. Regular updates will be
provided to ensure transparency and maintain confidence in the process.

RECORDKEEPING AND CONTINUOUS IMPROVEMENT

All complaints and appeals received are recorded in the RTOs Complaints and Appeals Register. This
register is maintained by ESITC and reviewed regularly to identify opportunities for improvement across
operations and service delivery. Information relating to complaints and appeals is retained securely for
a minimum of five (5) years, in accordance with the Privacy Act 1988 and ESITC’s Privacy Policy.

REGULATORY ALIGNMENT

This policy is guided by the Standards for Registered Training Operations 2025 — Outcome Standards
2.7 and 2.8. It also aligns with the National Vocational Education and Training Regulator Act 2011
Section 21 and relevant provisions of the Privacy Act 1988 (Schedule 1 — Australian Privacy
Principles).

For a copy of the form and procedure, please contact the ESITC office.
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1.1 09/2025 L Verrall R McDowell The Complaints and Appeals Policy was revised to align with the
Standards for RTOs 2025 and relevant legislation.

References to the Privacy Act 1988, NVETR Act 2011, and ASQA
guidance were added.

The policy now emphasises procedural fairness, timely resolution,
Iprivacy protections, and recordkeeping, with updated language for
audit readiness and public transparency.
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