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1. Copyright Disclaimer

Not applicable.

2. Document Control

Owner CEO
Stakeholders Current and prospective students
Approving Body Board of Directors and Academic Board
Version History
Version Date Description

Draft Version 0.1 | 1% October 2020 | Provided by Higher Education Leadership Institute (HELI).
Draft Version 0.2 14™ April 2022 Contextualised to Nova Anglia College requirements by Ms. Harpreet Kaur.

Approved with amendments by the Board of Directors and changes
applied by Ms. Harpreet Kaur as per the minutes of the Board of Directors
meeting as follows: changed the title of the section “Before an issue
Version 1.0 17% May 2022 becomes a formal complaint” into “Informal Complaint”; linked
flowcharts to corresponding paragraphs through hyperlinks; and added
in Section 7.3 that the academic grievances/complaints should be sent to

the Dean.
Version 1.1 6™ June 2022 New template applied and flowcharts created by Ms. Carmen Ralph.
Version 1.2 14 June 2022 Sec_t/on 7.2 (Stage One: Formal Gr/evance).upcflated by Ms. Carmen Ralph
to include references to student communications and forms.
Version 1.3 7™ July 2022 Approved without amendments by the Academic Board.
Version 1.4 29 August 2022 Grounds for appeal added by Ms. Carmen Ralph to include information

from the Assessment Review Form.

Reviewed by the Board of Directors and approved without

Version 1.4 th 2022 .
ersion 8" September 20 recommendations of further changes.

The contact details of the Resolution Institute and the Commonwealth
Ombudsman updated by Ms. Carmen Ralph.

Amended by Ms. Carmen Ralph as per the minutes of the Board of
Directors meeting as follows: changed the campus address from Suite 28,
Level 3, 240 Queen Street, Brisbane City QLD 4000 to 29 Amelia Street,
Fortitude Valley QLD 4006.

A approved by Academic Board on 12" December 2023, and BOD on 18

Version 1.5 28" November 2022

Version 1.6 29" November 2022

Version 1.7 18" December 2023 | December 2023 to reflect amendment to section7 and 7.4 by Ms Kaur as
per TEQSA audit report findings.
Version 1.8 20" March 2024 | Added Provider ID and updated header.

Updated section7.3 and 7.5 as per TEQSA CRICOS Audit Report, approved

ion 1. 25t 202 .
Version 1.9 > May 2024 by BOD without amendments on 24" May 2024
Version 1.10 20" August 2024° | CRICOS code added
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3. Approval, Publication and Review

3.1 Approval

This Students Grievances Handling Policy and Procedure was approved with amendments by the Board of Directors
on 17™ May 2022, with the recommendation that the Academic Board should review subsequent changes. Next, the
document was approved without amendments by the Academic Board in the meeting held on 7™ July 2022. Further,
the document was reviewed and approved without recommendations of any changes by the Board of Directors on
8" September 2022.

3.2 Publication

This Students Grievances Handling Policy and Procedure will be made available to individuals, including current and
prospective students seeking to enrol in Nova Anglia College, by publication on the website at www.nac.edu.au.
Alternatively, a copy of this document can be requested by contacting the Registrar Office at registrar@nac.edu.au.

3.3 Review

This Students Grievances Handling Policy and Procedure is subject to change and will be reviewed at least once a
year with no gap of three years or more between two consecutive reviews.

Next review date: March 2026

4. Purpose

This Students Grievances Handling Policy and Procedure has been developed to ensure Nova Anglia College
(hereinafter known as “NAC”) is committed to developing and maintaining an effective, timely, fair and equitable
grievance handling system which is easily accessible to all complainants.

5. Scope

This policy applies to all current and prospective students and relevant staff at NAC.

6. Policy

The key objectives of this policy are:
e Develop a culture that views grievances as an opportunity to improve the organisation and how it works;

e Setin place a grievance handling system that is client focussed and helps NAC to prevent grievances from
recurring;

e Ensure that any grievances are resolved promptly, objectively, with sensitivity and in complete confidentiality;
e Conduct the assessment of grievances and appeals in a professional, fair and transparent manner;

e Ensure that the views of each complainant and respondent are respected and that any party to a grievance is
not discriminated against nor victimised; and

e Ensure that there is a consistent response to grievances.

A grievance can be defined as a person’s expression of dissatisfaction with any aspect of NAC's services and
activities, including both academic and non-academic matters, such as:

e the enrolment, induction/orientation process;
e the quality of education provided,;

e academic issues, including student progress, assessment, curriculum and awards in a course of study;
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e anissue about one of NAC’s education agents or anyone that NAC has an arrangement with to deliver courses
or any related services;

e handling of personal information and access to personal records; and

e the way someone has been treated.

These grievance procedures are designed to ensure that NAC responds effectively to individual cases of student
dissatisfaction.

7. Student Grievance Handling Procedure

This procedure can be utilised by complainants to submit a grievance of an academic or non-academic nature.
Grievances of an academic nature include issues related to student progress, assessment, curriculum and awards in
a course of study. Students requesting a review of an assessment should refer to the Student Assessment Policy and
Procedure prior to utilising the steps outlined in the Student Grievance Handling Policies and Procedure.

Grievances of a non-academic nature cover all other matters including grievances in relation to personal information
that NAC holds in relation to an individual.

During all stages of this procedure NAC will take steps to ensure that:
e the complainant and any respondent will not be victimised or discriminated against;

e the complainant has an opportunity to formally present their case and each party to a grievance may be
accompanied and assisted by a support person at any relevant meetings (either physically or virtually);

e afull explanation in writing for decisions and actions taken as part of the process will be provided if so requested
by the complainant or a respondent;

e where the internal or external grievance handling or appeal process results in a decision that supports the
complainant, the Institution willimmediately implement any decision and/or corrective and preventative action
required and advise the complainant of the outcome; and

e a complainant shall have access to all stages of this grievance procedure internally at no costs and external
resolution will too be without charge or at reasonable cost to students, and these are applied consistently, fairly
and without reprisal.

7.1 Informal Complaint

Complainants are encouraged, wherever possible, to resolve concerns or difficulties informally with the person(s)
concerned. There are staff available to assist the resolution of issues at this level.

Complainants may raise an informal grievance by contacting Administration in person, by phoning the Reception and
asking to speak to the Registrar or by sending an email to the Student Support Officer at support@nac.edu.au.

Even though it is not mandatory for complainants to raise a grievance informally, it is highly recommended (refer to
the flowchart in Appendix 1 in this document).

Students requesting a review of an assessment should refer to the Student Assessment Policy and Procedure prior to
utilising the steps outlined in the Student Grievance Handling Policy and Procedure.

7.2 Stage One: Formal Grievance

Formal grievances must be submitted in writing either by completing the Student Complaint Form online at
www.nac.edu.au or in PDF format submitted to complaints@nac.edu.au within 20 working days from the incident.

Receipt of the grievance will be acknowledged in writing via email within five (5) working days.

Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.
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Investigation/assessment of the complaint or appeal will commence within 10 working days of receipt of the fully
completed Student Complaint Form.

Students will be given an opportunity to formally present their case at minimal or no cost and, afforded the
opportunity to be accompanied and assisted by a support person at any relevant meetings

The Registrar, or their nominee, will, if necessary, seek to clarify the outcome that the complainant hopes to achieve.

Such clarification may be sought by written or verbal request with the complainant. When such clarification occurs
verbally, the complainant or any respondent may ask another person to accompany them.

The Registrar, or their nominee, will then endeavour to resolve the grievance by consulting with the appropriate
authority (e.g., for academic matters, the Dean will be consulted, for financial matters, the Financial Manager will be
consulted).

All reasonable measures will be taken to finalise the process /outcome as soon as practicable.

The Registrar then will provide a written report to the complainant on the steps taken to address the grievance,
including the reasons for the decision, as soon as practicable.

The report will further advise the complainant of their right to access the internal appeals process if they are not
satisfied with the outcome of their formal grievance.

If the decision supports the student’s claim, the Registrar, or their nominee, willimmediately implement any necessary
changes and take corrective and preventative measures (refer to the flowchart in Appendix 2 in this document).

X'7.3 Stage Two: Internal Appeal

If a complainant is dissatisfied with the outcome of their formal grievance, they may lodge an appeal with the CEO
(who is senior to the original decision maker) in writing within 20 working days of receiving notification of the
outcome of their formal grievance as follows:

CEO- info@nac.edu.au
Alternatively, students may lodge the complaint by completing the Student Appeal Form.

The grounds on which an appeal could be lodged include, but are not limited to, the following:

e the decision was made without a proper reason or the reasons are not supported when closely examined;
e the decision-maker did not have authority to make the decision;

e the decision-maker did not understand the complaint circumstances or did not consider all relevant
information;

e the decision-maker failed to follow NAC policies and procedures;

e the decision-maker was biased or exercised his or her discretion in an unprofessional manner;

e the penalty applied to the complainant was unduly harsh; or

e new evidence has become known which was not reasonably available to the complainant or they were not

aware of since lodging the complaint or receiving the complaint decision.

The CEO as Chair will convene the Appeals Committee to consult with the complainant and other relevant parties
within 10 working days. The CEO will send academic grievances to the Dean or a delegate for resolution.

Where possible, such consultations should take the form of verbal interviews. The complainant or the respondent
may ask another person to support them during these interviews.

Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.
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Following the consultation, the CEO, or their nominee, will provide a written report to the complainant advising the
further steps that have been taken to address the grievance, including the reasons for the decision, within 10 working
days of concluding the appeal.

If the student is not successful in the internal complaints handling and appeals process, the report will further advise
the complainant of their right to access the external appeals process, within 10 working days of concluding the
internal appeal.

Further in the report, NAC will provide the student the contact details of the appropriate complaints handling and
external appeals body.

At the end of Stage One and Stage Two of the internal appeal, the documentation of the grievance will be completed
and the Complaints and Appeals Register will be updated.

Prospective students can make an appeal for refusal of application for admission to the CEO by following the process
described in this Stage Two of the internal appeal (refer to the Student Selection and Admission Policy and
Procedure).

If the outcome of the grievance process requires the suspension or cancellation decision to proceed, the Provider
Registration and International Student Management System (PRISMS) will be updated once Stage One and Stage Two
of the grievance and appeal process is concluded (refer to the flowchart in Appendix 3 at the end of this document).

7.4 Stage Three: External Appeals
7.4.1 External Appeal

If the complainant is not satisfied with the outcome of their appeal an external review of the grievance can be
requested through the Resolution Institute Student Mediation Scheme.

Complainants can contact the Resolution Institute directly as follows:

Address: Suite 602, Level 6, Tower B, Zenith Centre, 821-843 Pacific Highway, Chatswood NSW 2067
Phone: 02 9251 3366 Free calls: 1800 651 650
Email: infoaus@resolution.institute

Costs of the external review will be without charge or at reasonable cost to students, and these are applied
consistently, fairly and without reprisal.

7.4.2 External Appeal for International Students

If the complainant is dissatisfied with the outcome of their appeal and they are an international student, they may
lodge an external appeal by contacting the Commonwealth Ombudsman (also known as the Overseas Students
Ombudsman).

The Commonwealth Ombudsman offers a free and independent service for international students who have a
complaint or want to lodge an external appeal about a decision made by their education provider. Students can refer
to the Commonwealth Ombudsman website https://www.ombudsman.gov.au or phone 1300 362 072 for more
information.

NAC agrees to be bound by any recommendations from the Overseas Students Ombudsman and the CEO will ensure
that any recommendations made are implemented within 30 days of receipt of such recommendations. These
recommendations will be recorded in the Complaints and Appeals Register and on the student’s file.

Please note the Commonwealth Ombudsman will only assist with appeals related to following :

e Course fees and refunds

Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.
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e transfers between courses or providers

e intention to report to Home Affairs for unsatisfactory course progress or attendance.

e cancellation of enrolment

e deferment and suspension of studies

e incorrect advice given by an education agent.

e refusing admission to a course

e your private education provider’s handling of your complaint or appeal, including complaints about:
o grades and assessments
o academic misconduct decisions

e Overseas Student Health Cover.

For any other matters the following complaints handling services provide free and impartial external appeals
processes that complainants may choose to access:

a) the Queensland Ombudsman has jurisdiction to investigate administrative actions undertaken by Queensland
Higher Education Providers;

b) the Human Rights Commission Queensland can investigate complaints of discrimination and human rights
breaches under Queensland laws;

¢) the Australian Human Rights Commission can investigate complaints of discrimination and human rights
breaches under federal laws; and

d) For complaints relevant to the Higher Education Threshold Standards compliance or the TEQSA Act, students
may wish to lodge a complaint with the Tertiary Education Quality and Standards Agency (TEQSA). For further
information, students can access the TEQSA website at http://www.tegsa.gov.au/complaints.

Please note : For any criminal or civil offense, students are encouraged to seek immediate assistance from the
local police.

7.5 Further Action

If a grievance still remains unresolved after the external dispute resolution process, the complainant may decide to
refer the matter to an external agency such as the Anti-Discrimination Board or the Office of Fair Trading.

The procedures set out in this document do not replace or modify procedures or any other responsibilities which
may arise under other policies or under statute or any other law. Nothing in this policy and procedure limits the
rights of individuals to take action under Australia’s Consumer Protection laws. Also, these procedures do not
circumscribe an individual's rights to pursue other legal remedies.

If the internal or any external complaints handling or appeal process results in a decision or recommendation in
favour of the student, Nova Anglia College will immediately implement the decision or recommendation, take the
necessary preventive or corrective action, and advise the overseas student of the action taken.

These recommendations will be recorded in the Complaints and Appeals Register and Continuous improvement
register and on the student’s file.

7.6 Enrolment Status

Where a current student chooses to access this policy and procedure, NAC will maintain that student’s enrolment
while the grievance handling process is ongoing.

Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.
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8. Record Keeping and Confidentiality

A written record of all grievances handled under this procedure and their outcomes shall be maintained for a period
of at least five years to allow all parties to the grievance appropriate access to these records upon written request
to the Registrar. These records will be maintained at 29 Amelia Street, Fortitude Valley QLD 4006.

All records relating to grievances will be treated as confidential and will be covered by NAC's Privacy and Personal
Information Policy and Procedure.

9. Related Documents

Student Assessment Policy and Procedure

Student Selection and Admission Policy and Procedure

Student Appeal Form

Student Complaint Form

Records Management and Security Policy and Procedure

Privacy and Personal Information Policy and Procedure

Complaints and Appeals Register

10. Related Legislation

e Higher Education Standards Framework — Standard 2.4

Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.
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Appendices

Appendix 1: Informal Grievance Flowchart

Student has a Student has a grievance
grievance about a about matters other than a
notice to cancel the notice to cancel the

Confirmation of Enrolment
(CoE) or an assessment
result.

Confirmation of
Enrolment (CoE).

Student makes an informal complaint by:
e contacting the Administration in person;
e phoning the Reception and asking to speak to the Registrar; or
e emailing the Student Support Officer at support@nac.edu.au

YES No further

action
required.
NO
Student lodges a formal written
complaint (refer to Stage One
Formal Grievance Flowchart
below).
Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.

Version: V1.10 | Date: August 2024 Page 10 of 12



mailto:support@nac.edu.au

A www.nac.edu.au

@ info@nac.edu.au
ANGLIA
)LLEGE © 29 Amelia Street, Fortitude Valley, QLD 4006

Appendix 2: Stage One Formal Grievance Flowchart

Student has a Student has a grievance
grievance about a about matters other than a
notice to cancel the notice to cancel the

Confirmation of Enrolment
(CoE) or an assessment
result.

Confirmation of
Enrolment (CoE).

Student completes the Student Complaint Form provided online at www.nac.edu.au or the PDF
format and submits it to complaints@nac.edu.au within 20 working days from the incident.
Investigation commences within 10 working days of receipt of completed Student Complaint Form.
Student is notified via email within five (5) working days.

Meeting or phone call to
gather information.

information
required?

lNO

Student notified of outcome in writing within 20
working days of appeal being received.

,

YES Documentation completed,
=== | Complaints and Appeals Register
updated and actions completed.

NO

Student lodges a formal appeal
within 20 working days of the
incident by completing a Student
Appeal Form (refer to Stage Two
Internal Appeal Flowchart below).

Students Grievance Handling Policy and Procedure This document is uncontrolled when printed.
Version: V1.10 | Date: August 2024 Page 11 of 12



http://www.nac.edu.au/
mailto:complaints@nac.edu.au

A

www.nac.edu.au
@ info@nac.edu.au

© 29 Amelia Street, Fortitude Valley, QLD 4006

Appendix 3: Stage Two Internal Appeal Flowchart

Formal appeal is lodged by completing the Student Appeal
Form or emailing the CEO within 20 working days of
receiving notification of the outcome of their formal

grievance or the outcome of the formal assessment review.

The CEO as Chair convenes the Appeals Committee to
consult with the complainant and other relevant parties
within 10 working days. The CEO will send academic
grievances to the Dean or a delegate for resolution.

Student lodges external appeal.

information
required?

Meeting or phone call to
gather information.

NO

CEO, or their nominee, provides a written report to the
complainant advising the further steps taken to address the
grievance, including the reasons for the decision and the
right of the complainant to access the external appeal
process, within 10 working days of concluding the appeal.

YES
—_—

NO
h

Documentation completed,
Complaints and Appeals
Register updated, PRISMS
updated (if the outcome
requires suspension of
cancellation of CoE) and
actions completed.

International students

Contact the
Resolution

Institute.

contact the Overseas
Students Ombudsman
or Relevant

Departments as stated
in the policy.
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