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	Policy Name
	Complaints Policy – Students and Community Members 

	Policy Group
	Educational Policies > Students > Student Rights and Responsibilities

	Policy Reference Number
	ED.01.02.03 – 002 


Purpose

The purpose of this policy is to: 

· identify and outline Canberra Institute of Technology’s (CIT) complaints handling procedures for CIT students, those persons seeking to enrol at CIT and community members
· provide direction on how to deal with issues informally
· provide direction on a formal procedure for dealing with issues remaining unresolved at the informal stage
· ensure that  complaints are managed effectively, resolved fairly and equitably, and that a response is provided within a reasonable time frame
· ensure that the respondent, at whom the complaint is directed, receives natural justice and procedural fairness in conducting the investigation. 
Any issues which arise between individuals or between individuals and CIT should in the first instance be dealt with through informal resolution means. This could include discussion between the parties, with or without the assistance from other staff. Support, especially for students is also available from CIT Students Association and CIT Counselling.  
Most issues can be resolved without the need to draw on the formal complaint procedures. It is expected that informal resolution of any issue is attempted before other more formal action is taken.

Scope

This policy covers:

· complaints from CIT students, those persons seeking to enrol and members of the community:
· Matters relating to non-academic matters from VET provider’s students who are or would be, entitled to VET FEE HELP assistance under clause 43 of Schedule IA of the Act; and

· Matters relating to non-academic matters from persons seeking to enrol with VET provider in a VET unit of study that meets the course requirements under subclause 45(1) of Schedule !A of the Act and who are , or would be, entitled to VET FEE HELP assistance under clause 43 of schedule 1A of the Act.

The procedures identify the actions to be taken when a complaint is received. It applies to all complaints with the following exclusions:
1. Academic appeals are dealt with according to the Academic Appeals Policy

2. Matters relating to student misconduct will be dealt with according to the Unsatisfactory Student Behaviour Policy
3. Matters relating to FEE-HELP will be dealt with under the Commonwealth Entitlement Review of Decision Policy

4. Matters relating to corruption or matters contrary to the public interest will be dealt with according to the Public Interest Disclosure Policy and referred to the Senior Executive Responsible for Business Integrity Risk, who is the Deputy Chief Executive Operations 

5. Suspected risk of harm to a child or young person will be dealt with according to the Mandatory Reporting requirements

6. Matters of a criminal nature, such as assault are to be referred to the Australian Federal Police.  

Definitions

	Complaint
Allegation
	An expression of dissatisfaction with an action or decision or service A complaint where the complainant perceives that a wrongdoing has occurred such as a breach of a rule or a policy

	Complainant
	A person making the complaint

	Formal complaint
	A complaint which cannot be resolved informally and/or at the request of the complainant is dealt with through the CIT formal complaint resolution process

	Grievance
	A real or perceived ground for a complaint

	Natural Justice
	Natural justice principles state that:

· The respondent shall have the right to be heard before the decision is made;
· All parties to the complaint have the right to be heard;
· All relevant evidence should be considered;
· Matters that are not relevant should not be taken into account;
· The decision maker shall not be biased or appear to be biased.


	Parties
	The complainant and the respondent

	Procedural Fairness
	Following a process that is neutral, unbiased and respectful to the rights of all parties involved in the investigation is critical. The principles of procedural fairness include the: 

· Right to be heard; 

· Right to be treated without prejudice; 

· Right to be informed of allegations being made; 

· Opportunity to respond; and 

· Right to enquire about the status of the complaint. 

	Process
	Complaints handling process

	Respondent
	The Institute or person(s) about whom the complaint or grievance is lodged


Principles

1. All CIT students, those seeking to enrol in a program and community members, have the right to make a complaint, regarding anything they feel is unreasonable or unfair.
2. If a student chooses to access the complaints process the student’s enrolment will not be jeopardised.  
3. The CIT complaints handling process will be easily accessible to all concerned.

4. If the CIT staff member handling the complaint perceives that a conflict of interest may exist, he/she will refer the complaint to another appropriate staff member for action where there is no conflict of interest.
5. In the first instance, an attempt should be made to resolve issues or concerns informally through discussion between the parties, with assistance from other staff if this is deemed helpful and if agreed to by the people involved.
6. If unable to achieve informal resolution, or at any time, a person may request that their issue or concern be dealt with as a formal complaint.
7. Formal complaints will be resolved using either the negotiation procedure, if about a person or the system review procedure, if about a service, procedure or system.
8. All parties are entitled to fair and consistent treatment, and timely resolution of formal complaints in accordance with the principles of natural justice and procedural fairness.
9. Consistent with its desire to promote a positive workplace culture characterised by respect, equity and diversity, CIT is committed to ensuring that parties are not threatened, victimised or discriminated against at any stage of the process.
10. Confidentiality will be maintained at all times throughout the process.

11. The complainant has the right to withdraw the complaint at any time.
12. All parties have the right to be supported and accompanied by a person, to any meeting as part of the formal complaint resolution process. The person may be a colleague, family member, friend, counsellor or other support person such as a person from the CIT Student Association (other than a legal practitioner).
13. Written records of outcomes, agreements and actions are to be kept for all complaints that cannot be resolved informally.
14. Written confirmation of the outcome of a formal complaint, with a detailed explanation for the decision and action taken, will be provided to all parties involved.   
15. The CIT Framework to Address Formal Complaints should be used by the person preparing an investigation report for formal complaints. 
16. If a complaint is found to be malicious or vexatious, disciplinary action may be taken.
17. A complainant not satisfied with the outcome of the internal complaints handling process will be advised of their right to request from the Chief Executive, that an independent internal review be conducted. If the complainant is not satisfied with the outcome of this review, CIT will provide the contact details of the appropriate review agency, so that an external review may be undertaken.
Delegations 
	Delegation Manual
	Delegation Number
	Delegation
	Delegate

	Educational
	1601
	Approve the resolution of a formal complaint or grievance referred to them and provide written confirmation of the outcome to all parties involved.
	Executive Director – Student Services
Executive Director – Governance and Executive Services
Centre Director




Executive Endorsement 
	Version Number
	Date Endorsed by BOM or BOM Delegate
	Review Process

(Initial Policy, Major Review or Minor Amendment)

	001
	May 2011
	Initial Policy

	002
	July 2011
	Minor Amendment


Review Date:


This Policy is due for review by May 2015 or when changes to work practices or the Authority Source noted below render the policy out of date.

Minor amendments do not alter the review date.

Documentation

	Authority Source
	Canberra Institute of Technology Act 1987

	Related Documents
	· Complaint Form
· Guidelines for Making a Complaint
· Your Privacy Rights (Office of the Australian Information Commissioner)
· Disability Discrimination Act 1992 (Commonwealth)
· Human Rights Act 2004 (ACT)
· Ombudsman Act 1989 (ACT)
· Discrimination Act 1991 (ACT)
· Work Safety Act 2008
· Children and Young People Act 2008 (ACT)
· CIT Staff Resources
Address CIT Formal Complaints
· CIT Student Policies:
· Responsibilities in the Learning Environment Policy

· Academic Appeals Policy

· Unsatisfactory Student Behaviour Policy

· Confidentiality Policy

· ACTPS Policies:
· ACT Integrity Policy
· Respect, Equity and Diversity Framework
· Preventing Work Bullying Guidelines
· Open Door Protocol Guidelines
· A Guide to the Public Interest Disclosure Act 1994


	Supporting Guides
	1. CIT Complaint Handling Procedures – attached
2. Form to submit a formal complaint- attached
3. CIT Complaint Assessment Guide and Proforma Letters
4. CIT Framework to Address Formal Complaints


Accountabilities

	BOM Sponsor
	Executive Director – Governance and Executive Services

	Contact Officer

(for interpretation and advice)
	Executive Director – Governance and Executive Services

	Mandatory Consultation
	Executive Director – Governance and Executive Services


I approve this policy.

_______________________________

Chief Executive

_______________________________

Date

Procedures

Overview of Complaints Handling Procedures
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CIT Complaint Handling Procedures
1. CIT Complaint Assessment Guide and Proforma Letters

· CIT staff should refer to the CIT Complaint Assessment Guide (on SIS) to assist in assessing the seriousness of a complaint. The proforma letters have been developed to assist the consistency across the Institute and to support staff undertaking the complaint process. The template for reporting the investigation of a complaint must also be used and can be found in the CIT Framework to Address Formal Complaints.
2. Informal Resolution
· When a student or community member has an issue or concern, he/she should endeavour to resolve it informally though discussion with the relevant person. Issues or concerns can be raised verbally or in writing or an email but are not considered to be a formal complaint until submitted as such.
· If the issue is not resolved, a person can refer it to the relevant supervisor/manager. 

· The relevant supervisor/manager should provide the parties with the opportunity to express their concerns, clarify events, listen to and consider the other party’s point of view. An apology may be appropriate. 
· Informal complaints assessed as medium risk should be recorded on the complaints register.  Staff can refer to the CIT Complaint Assessment Guide (on SIS) to assist in assessing the seriousness of a complaint.  
· Complaints sent directly to the Chief Executive will be referred to staff in the appropriate Centre for informal resolution in the first instance.

· Every effort will be made to resolve the matter informally within 10 working days.
· Should the matter not be resolved, or at any time the person decides to submit a formal complaint, he/she should be advised of the formal complaints process set out below. 
3. Formal Complaints Process

· In the first instance the formal complaint should be made in writing using the complaints form attached, to the Executive Director, Governance and Executive Services.  If necessary the complainant will be assisted to put their complaint in writing using the standard pro-forma that includes the allegation(s) and outcome he/she wants to achieve. 
· Correspondence should be addressed to Complaints, Office of the Executive Director, Governance and Executive Services, Canberra Institute of Technology, GPO Box 826, Canberra, ACT, 2601.
· The Executive Director will request an “in confidence” Institute file from the Central Support Centre and ensure all written statements submitted by the parties and any written records of agreements, outcomes or decisions are filed. 
· The Executive Director will ensure that the complaint is within the scope of the policy and refer the complaint to the appropriate Centre Director.
· The Centre Director will request an “in confidence” Institute file from the Central Support Centre and ensure all written statements submitted by the parties and any written records of agreements, outcomes or decisions are filed.
· The Centre Director or the delegated Education Manager will assess the complaint and decide whether to use the Negotiation Procedure, (if the complaint is about a person); or the Systems Review Procedure (if it is about a service, procedure or system).

· The Centre Director will acknowledge the complaint in writing within 5 working days of receipt, advising the procedure to be used to handle the complaint. Clarification if required can also be sought at this time. A copy of the complaint handling procedures is to be provided to the complainant. 

· The Centre Director may delegate responsibility for handling the formal complaint to the relevant Education Manager.
· The CIT Framework to Address Formal Complaints should be followed.
3.1 Negotiation Procedure 
The Centre Director or delegate will:
· review the matter and decide whether mediation would be of assistance in resolving the issue. Negotiation is only possible if the complainant can be and is prepared to be identified and to participate. If not, the Director will proceed to making a decision based on all available information.
· undertake the negotiation.  As part of this negotiation, the Director will:
· notify the respondent(s) of the complaint against them. This should be done sensitively and at an appropriate time, preferably in a meeting where a copy of the complaint and the procedures can be provided. If the complaint is emotive, or possibly defamatory, a summary should be provided. The full text of the complaint will be available on request.
· obtain a written response from the respondent and provide a copy to the complainant. If the response contains material that is emotive or a breach of privacy, or could be inflammatory a summary of the response should be provided. The full text of the complaint will be available on request.
· gather information relevant to the complaint resolution process such as policies, previous correspondence and expert advice.
· monitor the well being of all parties and ensure that they know what avenues of support are available to them during the negotiation process.
· arrange meeting(s) with the parties separately or jointly. Parties have the right to be accompanied by a support person (see below). The respondent may elect not to participate in meetings. In this case resolution is not possible and the Centre Director should proceed into making a decision
· achieve resolution.  Negotiation is complete when the parties resolve their difference or agree a future course of action, a compromise or the complaint is withdrawn.
· document the outcome and notify all parties in writing with a detailed explanation for the decision and action taken.
· Make a decision if resolution is not achievable, document the outcome and notify all parties in writing, providing a detailed explanation for the decision and action taken. The decision should take into account the complaint and the response, the outcomes of any discussions and other relevant information.
· Implement continuous improvement practice if needed to minimise recurrence of the issue.
The role of the support person could include:

· Assisting the person to develop the presentation of their case, and if necessary to present the case.  They should not actually write the details of a formal complaint.
· Ensuring that the person has the opportunity to present their case at any meeting, and monitoring the well being of the person, requesting time out if appropriate.
· Assisting the person to clarify the points that have been agreed to in the meeting, and checking that the records are accurate and a fair reflection of the meeting.

# Time frame

	Acknowledge a complaint
	Within 5 working days of receipt

	Notify respondent of complaint
	Within 5 working days of receipt

	Respondent submits a written response 
	Within 10 working days of notification

	Achieve resolution if possible 
	Within 10 working days of response

	Make a decision, if not resolved
	Within 5 working days of breakdown of negotiation

	Notify all parties of the outcome
	Within  35 working days of receipt (the sum of the above)


#Timeframes should be adhered to where possible but can be extended where there is good reason. In this case the parties involved are to be advised in a timely manner.
3.2 Systems Review Procedure

The Centre Director or delegate will:
·  ascertain if there are grounds for change, and 

· if applicable and feasible implement the changes required.
· notify the complainant  with an explanation of the actions taken, or why no action could be taken, within 15 days of receipt of the written complaint provided the complainant’s identity is known.
#Timeframes should be adhered to where possible but can be extended where there is good reason. In this case the complainant should be advised.

3.3 Complaint sent directly to the Minister

If a complaint is sent directly to the Minister for Education and Training, the complaint will be sent through to CIT for a Ministerial response. The Office of the Chief Executive will work with the relevant area to formulate a response.
4. Outcomes

Typical outcomes for complaints against a person could include:
· resolution of differences or agreement on a compromise between the parties
· withdrawal of the complaint

· the complainant receiving a verbal or written apology
· one or both parties agreeing to participate in some form of counselling 

· inability to resolve difference and decision by the Centre Director who may:
· uphold the complaint and implement specific action to address the concerns

· dismiss the complaint
· determine that both parties are at fault and implement action to address the concerns.

Typical outcomes for complaints dealt with under a systems review process are:

· provide an explanation and reasons for existing procedure system or service, e.g. the procedure is in accorance with government legislation or related workplace policy

· uphold the complaint and implement specific action such as overturning a decision, providing an apology or providing a service not previously provided

· refer the issue for system improvement to the responsible manager to minimise the recurrence of the issue.

Disciplinary action may also be taken where:

· a complaint is found to be malicious or vexatious

· a person victimises another person because of involvement in a complaint

· information is unnecessarily disclosed, i.e. a breach of confidentiality has occurred.

5. Review by the Chief Executive 
· Students and community members who believe the procedures have not been correctly followed or the decision or outcome is unreasonable can submit a written request for a review to the Chief Executive within 10 working days of their notification of the outcome or decision.

· The Chief Executive will nominate an independent Executive member to conduct the review.

· The Executive member will recommend whether there are grounds for the review to proceed.

· If the review proceeds the Executive member may re-interview the parties if considered necessary and will complete the review within 10 working days.

· The Chief Executive will make a determination within 5 days of receiving the recommendation of the Executive member. Where a decision is made that supports the complainant, the decision will be implemented and/or any remedy or systems improvement taken. All parties will be advised of the outcome and provided with a detailed explanation for the decision and action taken. Any determination by the Chief Executive will be final, apart from the right to external review.

#Timeframes should be adhered to where possible but can be extended where there is good reason. In this case the parties involved are to be advised.

Contact Details

· Correspondence should be addressed to:  The Chief Executive, Canberra Institute of Technology, GPO Box 826, Canberra, ACT, 2601

6. External Review
If  the complainant is not satisfied with the decision of the internal review, the complainant may apply for an external review of the complaint by an agency, appropriate for that purpose.
· CIT will provide information requested by an external reviewer within 10 working days. 
· The external review agency may provide guidance, recommendations or directions to CIT in relation to the complaint, which CIT will consider in terms of corrective or preventative action. The complainant will be advised of the outcome within 30 days.

External Review Agencies

· These include:   
· the ACT Ombudsman. Contact details are: 

Street Address: Level 5, Childers Square, 14 Childers Street, Canberra City  
Complaints Ph 1300 362 072
Fax: (02) 6276 0123
Postal Address: GPO Box 442 Canberra ACT 2601 
Email: ombudsman@ombudsman.gov.au
 Web: http://www.ombudsman.act.gov.au
(A Complaint form is available on the website) 

· ACT Human Rights Commission. Contact details are:
Street Address: Level 4, 12 Moore St Canberra 2601 

Ph: (02) 6205 2222

Fax: (02) 6207 1034
Postal address: GPO Box 158 Canberra ACT 2601

Email: human.rights@act.gov.au
Web: http://www.hrc.act.gov.au
(A Complaint form is available on the website)
· The ACT Civil and Administrative Tribunal (ACAT)
GPO Box 370
CANBERRA   ACT   2601
Phone:  6207 1740

7. Records
· Records of the handling of a complaint and the outcomes will be kept on an “In Confidence” Institute file by the Records Management Unit in Central Support for a period of five years. 
· If a complaint is referred from a Centre Director to an Executive Director to finalise, the Institute file should be transferred to the Executive Director.
· Parties will be allowed access to the documents that they submit and, at minimum, summaries of documents submitted by the other party(s).  Access will be governed by the Executive Director or delegate in the first instance.
· The Centre Director and Executive Director Governance and Executive Services will maintain a register for all complaints received in writing, managed by the Office of the Chief Executive. The register should include:
· the nature and outcome of the complaint
·  an assessment of the seriousness of the complaint, ranked high, medium or low 
·  a cross reference to the “In Confidence” Institute files where documents and information pertaining to the complaint are stored. 
A register aids in reporting trend data and is used for reporting to the Chief Executive, Audit and Review Committee and Board of Management. 
8. Communicating procedures to  students, members of the community and CIT staff
· The Complaints Policy and Procedures will be available to all staff, students and Community members on the CIT website.  Staff  can also access this information on the staff Intranet,  Staff Information Site > Policies > Student
· The Executive Director Governance and Executive Services is responsible for training staff in the application of the policy and the CIT Framework to Address Formal Complaints.
9. CIT Complaint Assessment Guide and Proforma Letters

· CIT staff should also refer to the CIT Complaint Assessment Guide to assist in assessing the seriousness of a complaint. The proforma letters have been developed to assist in consistency across the Institute and to support staff undertaking the complaint process.
10. Publication of the CIT Complaints Procedure

· The CIT Complaints Procedure document “Making a Complaint” will be published in the CIT Student Information Book and in the appropriate section of the CIT website. 
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Making a complaint

CIT takes all complaints seriously and every effort will be made to resolve your issues in a fair and timely way.

Who can make a complaint?

All students and those seeking to enrol in a program and members of the community can make complaints. 
Have you tried to resolve your issue or concern informally?

· If you have an issue or concern you should discuss it informally with the relevant person in the first instance.  If still unresolved, you should discuss the matter with the person’s manager or supervisor.  You may choose to put it in writing but it is not essential that you do so at this point.

· Most issues can be resolved without the need to draw on formal complaint procedures.  It is expected that informal resolution of any issue is attempted before other more formal action is taken.

· If the issue of concern cannot be resolved informally, you may request that your complaint is dealt with as a formal complaint.

How do you make a formal complaint?

· You should submit your formal complaint in writing by completing the “Complaint Form” attached to CIT’s Complaint Policy on its intranet page to the Office of the Executive Director, Governance and Executive Services who will forward it to the relevant area or Centre within the Institute for action. The Executive Director may be contacted on 6207 3133 if you require assistance or support.
What happens when you make a formal complaint?

Step 1:  Resolution or decision by the Centre Director

· The Centre Director will assess your complaint and decide whether to use the Negotiation procedure, if the complaint is about a person, or the Systems Review procedure if your complaint is about a service, procedure or system.

· The Centre Director will acknowledge your complaint within 5 working days and advise you of the procedure to be used to handle the complaint.  If your complaint is outside the scope of the policy you will be advised about how it will be dealt with.

· The Centre Director may appoint a delegate to handle your complaint.

· You have the right to be accompanied by a support person to any meeting or interview as part of a negotiation.  Their role is to assist you to prepare and present your case, to clarify points and ensure that the records are an accurate and fair reflection of the meeting, as well as monitoring your wellbeing.

· You will receive written confirmation of the outcome of your complaint within 35 days of receipt unless you are advised of the reason why a longer period of time is required.

Step 2:  Review by the Chief Executive

· If you consider the procedures have not been correctly followed or the decision or outcome is unreasonable you can request that the Chief Executive consider that an independent review be conducted.
· Any determination by the Chief Executive will be final, apart from the right to an external review.

Step 3:  External Review

If you are not satisfied with the decision of the Chief Executive you can request an external review by an appropriate agency such as:




The ACT Human Rights Commission


PO Box 158


CANBERRA   ACT   2601


Phone:  6205 2222

The ACT Ombudsman. 

Street Address: Level 5, Childers Square, 14 Childers Street, Canberra City  

Complaints Ph 1300 362 072

Fax: (02) 6276 0123

Postal Address: GPO Box 442 Canberra ACT 2601 

The ACT Civil and Administrative Tribunal (ACAT)

GPO Box 370

CANBERRA   ACT   2601

Phone:  6207 1740
CIT will seek to achieve a resolution for you by using the CIT Complaints procedure.

CIT is committed to improving practices or systems, where appropriate, as an outcome of a complaint.

Additional Information 

Note that CIT’s complaints process does not include Public Interest Disclosure (PID’s) or Freedom of Information (FOI’s) as these are covered under a separate process.  Details are held on CIT’s website.

Rights 

· All CIT students and those seeking to enrol in a program and members of the community have the right to make a complaint.  

· All parties are entitled to fair and consistent treatment, and timely resolution of formal complaints in accordance with the principles of natural justice and procedural fairness.
· The complainant has the right to withdraw the complaint at any time.

· All parties have the right to be supported and accompanied by a person to any meeting as part of the formal complaint resolution process.  The person may be a family member, friend, counsellor or other support person e.g. from the CIT Student Association. 

Complainant’s Responsibilities

Complainants are to:

· Clearly identify your allegations (e.g. claims of an alleged wrong doing);

· Substantiate, e.g. provide supporting statements and/or evidence, of your allegations as an attachment;

· Inform the officer handling your complaint of any change to the nature of the complaint as soon as possible, should this occur.

CIT Responsibilities

CIT will:

· Ensure that parties are not threatened, victimised or discriminated against at any stage of the process and that there is no fear of reprisal;

· Deal with your complaint professionally, efficiently and impartially;

· Maintain confidentiality throughout the process;

· Provide clear reasons for decisions reached in all reporting to the complainant; 
· As part of final reporting, advise any changes to work practices as the result of the outcome of a complaint, as required;
· Ensure your enrolment will not be jeopardised if you choose to make a complaint.
Please send this form to:

Complaints

Office of the Executive Director

Governance and Executive Services
GPO Box 826

CANBERRA  ACT  2601
	PART A: APPLICANT INFORMATION 

	Name: 
	Date: 

	Name of Centre  your complaint concerns (if known): 

	Name of the Section if applicable and known:

	Your Contact Number: 
	Alternate Contact Number: 

	Your Address:


	Email:

	PART B: INFORMATION ABOUT YOUR COMPLAINT 

	What is your complaint about? (please circle the category it concerns)


	Curriculum and /or Assessment
	Harassment

	Discrimination 
	Interpersonal conflict & difficulties 

	Administration and or  Fees
	Breach of Human Rights

	Poor Communication
	Quality of Teaching

	Actions and Behaviours of  CIT staff 
	Breach of Privacy

	Other – please describe 

	If your complaint is about a particular person or persons,  please identify the person, their position and how they relate to you. 

(For example: my complaint is about Joe Bloggs, the current teacher of my course) 


	Is your complaint about a system or process?
	Please circle your response
System           Process          Both             Not applicable

	Please state your allegation (s) or the alleged wrong doing only:
1.

2.

3.


	Please provide specific details of your complaint and the name or names of the person it concerns?   If your complaint relates to a specific incident (or incidents it is useful to provide approximate dates, times and records of what was said (as far as you can recall) in the chronology below. And please attach additional information  as required.

	Date: 
	What happened: 



	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	Have there been any witnesses to any of the events? If so, please list their name and contact number:

	Name: 
	Contact Number: 

	Name: 
	Contact Number: 

	Name: 
	Contact Number: 

	Name: 
	Contact Number: 

	How do you feel about what happened?

	Are you a student at CIT?  If not please provide further details or if yes please include your student number

	What do you think would resolve your complaint? (For example, an apology or a meeting to discuss the issues) 

	Has this happened before?        Yes / No 

If so, please provide details of the previous incidents: 

	Have you told anyone at CIT (for example, your teacher or Centre Director) about your complaint either informally or formally?        Yes / No 

If so, who have you told about your complaint and what action (if any) have they taken?

	Is there any other information you would like to include?


	Signature: 
	Date: 


Note: If you do not have sufficient space on this form, please attach additional pages.
Complaints Policy – Students and Community Members
Page 13 of 20
Date Created: 7 April 2011
Contact Officer: Executive Director, Student Services
Date Reviewed:  July 2011
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Can the issue or concern be resolved informally between the parties


Can the matter be resolved informally by the appropriate supervisor, manager or Centre Director?


Refer to the Executive Director, Governance & Executive Services as a formal complaint


If the complaint is about a person, follow negotiation procedure


No 


No


Yes


Yes


Yes


No


Is resolution achieved? 


Not resolved


Option for external review provided to complainant 


Notify all parties of outcome 


CLOSURE


Request for review to Chief Executive?


Review completed and  Determination made


Notify all parties of outcome 


If the complaint is about a service, procedure or system, follow systems review procedure


or


Provide explanation to complainant


Yes



