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THE RTO VSL STUDENT GRIEVANCE PROCEDURES 

1. PURPOSE AND SCOPE 

1.1. The purpose of this Policy is to outline the principles and framework for resolving 
grievances at The College for students accessing a VET Student Loan (VSL) and to provide 
for the review of both academic and non-academic decisions made at The College. 

1.2. This Policy sets the expectations for a fair, equitable, transparent and timely complaints 
handling and appeals process in order to improve student experience. 

1.3. The Policy outlines the provision of comprehensive, free and easily accessible information 
about the process to all students, including the students’ right to refer a complaint or appeal 
to a relevant external agency. 

1.4. The Policy applies to students, prospective students, graduates and staff at The College. 

1.5. The Policy covers complaints and appeals related to student experience including 
admissions, academic programs, assessment, student progress, breaches of academic 
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2.1.11. The Secretary – The Secretary of the Department of Employment and Workplace 
Relations. 

3. POLICY STATEMENT 

3.1. This VSL Complaints and Appeals Policy and Procedure is a requirement under Part 7, 
Division 1, Subdivision F of the VET Student Loans Rules. This policy must be made 
available to prospective VSL applicants prior to enrolment where a VET Student Loan is to 
be used to contribute towards the tuition fees of a VSL approved course/qualification. 

3.2. This VSL Complaints and Appeals Policy and Procedure ALSO ensures that Part 7, Division 
1, Subdivision H of the VET Student Loans Rules is addressed, being (Student Review): 

3.2.1. No victimisation or discrimination of students for seeking review etc. 

3.2.2. An approved course provider’s processes and procedures must ensure that a student 
is not victimised or discriminated against for: 

3.2.2.1. seeking review or reconsideration of a decision; or 

3.2.2.2. using the provider’s processes or procedures about dealing with grievances; 
or 

3.2.2.3. making an application for re-crediting of the student’s HELP balance under 
Division 2 or 3 of Part 6 of the Act. 

3.3. This policy aligns, and is equivalent, with The RTO Student Complaints and Appeals Policy. 
It has been adapted to reflect requirements under VSL. 

3.4. The RTO students have access to fair and impartial appeal and complaint resolution 
processes that provide for: 

3.4.1. natural justice and procedural fairness; 

3.4.2. transparency, accountability and confidentiality; 

3.4.3. effective, reciprocal communication and feedback; 

3.4.4. t
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and that it is accessible to them. Students receive information about this Policy prior to 
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4.13. Any action arising from a complaint or appeal is expeditiously implemented in accordance 
with the relevant College RTO policies or procedures, where applicable. 

4.14. Penalties may be instituted against anyone who victimises or retaliates against a 
complainant or a support person of either party. 

5. ROLES AND RESPONSIBILITIES 

5.1. The RTO Director is responsible for the application of this Policy and may delegate all or 
part of this responsibility to a staff member of The RTO. 

5.2. The RTO Director, or delegate, is responsible for: 

5.2.1. Establishing and maintaining appropriate procedures to oversee and monitor 
implementation of this Policy and the Complaints and Appeals Procedure. 

5.2.2. Providing The RTO Committee with a report annually on Student Complaints and 
Appeals. 

5.2.3. Escalating complaints which may significantly impact reputational risk to the Senior 
Management Team. 

5.2.4. Considering complaints and appeals lodged by students in relation to academic and 
non-academic matters as set out in the Complaints and Appeals Procedure. 

5.2.5. Ensuring students are provided with information about, and assist them to resolve, 
complaints and appeals. 

5.3. Related Legislation/Policies/Procedures 

5.4. VET Student Loans Act 2016 

5.5. VET Student Loans (Approved Course Provider Application Fee) Determination 2017 

5.6. VET Student Loans (Charges) Act 2016 

5.7. VET Student Loans (Charges) Regulations 2017 

5.8. VET Student Loans (Courses and Loan Caps) Determination 2016 

5.9. VET Student Loans (External Dispute Resolution Scheme) Specification 2017 

5.10. VET Student Loans Rules 2016 

5.11. VET Student Loans (VSL Tuition Protection Levy) Act 2020 

5.12. VET Student Loans (VSL Tuition Protection Levy) (Administrative Fee) Determination 
2020 

5.13. VET Student Loans Manual for Providers Version 5.2 December 2022 

https://www.legislation.gov.au/Series/C2016A00098
http://www.legislation.gov.au/Series/F2017L01060
https://www.legislation.gov.au/Details/C2016A00099
http://www.legislation.gov.au/Series/F2017L00821
http://www.legislation.gov.au/Series/F2016L02016
http://www.legislation.gov.au/Series/F2017L00609
http://www.legislation.gov.au/Series/F2016L02030
https://www.legislation.gov.au/Series/C2020A00005
https://www.legislation.gov.au/Details/F2020L00951
https://www.legislation.gov.au/Details/F2020L00951
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