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Complaints & Appeals Policy: 
And Procedure: 

 
Purpose: 

TRA Complaints & Appeals policy and the relevant procedure provides clear and practical guidelines to 

ensure that complaints/grievances and appeals of students/registrants can be resolved in accordance with 

the principles of natural justice, fairly, efficiently, effectively and in a timely manner. 

 

Scope: 

This policy applies to all students/registrants and staff of TRA.  

 

Relevant Legislation/s:  

• TRA Privacy policy  

• Australian Privacy Act/s and Legislations  

• Australian Consumer Law  

 

Definitions: 

Complaints/Grievances: Any matter/s related to students/registrants or TRA staff, which could be course 

or non-course related, where a student/registrant or staff is not happy about it or any issue of concern for 

students/registrants or TRA staff, which they think need to be addressed.  

Natural Justice is related to procedural fairness, where the whole process should be completed without 

any prejudice or bias, the complainant and defendant both have certain rights including to have the 

knowledge about the proceedings and the decision.  

 

Policy and Procedure:  

1- TRA encourages every student/registrant and staff who feels grieved to discuss the issue with the 

management (verbally or through E-mail). However, he/she has the right to formally lodge a 

complaint in writing through complaints & appeals Form (C&A Form) at any point of time. 

Nonetheless, an issue/conflict must be tried to resolve informally as the foremost approach to 

resolve an issue/conflict.  

2- A complainant must try to resolve the issue through an informal discussion (E-mail exchange) with the 

person concerned before lodging a written formal complaint through Complaints & Appeals Form (C&A 

Form). As it will save time. 

3- If it is not resolved informally, then a student/registrant/TRA staff can lodge a complaint 

formally by filling out the Complaints and Appeals Form (available on ALACC’s website), 

signing and dating it, scanning it and sending it to the E-mail: admin@tra1.net 

4- Current Complaints & Appeals Policy and Form will be available on TRA’s website. 

5- If a student/registrant uses an E-mail to ask question/s or to raise a concern, and the answer is provided or 

the concern is addressed via the E-mail reply; the email will be retained by TRA as an evidence, unless 

the student/registrant advises in writing that he or she wishes the data to be removed from TRA records. 

6- If the student/registrant is not satisfied with the answer/outcome/reply, he/she can lodge a formal 

complaint. 
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7- All formal complaints and appeals (including against assessment decisions) must be made in writing 

using the appropriate C&F Form available on TRA’s website. 

8- TRA will manage all complaints and appeals fairly, confidentially, equitably and efficiently as soon as 

possible. 

9- The records of all complaints will be kept by TRA for a certain specified period of time, which could be 1 

to 3 years.  

10- TRA will acknowledge the receiving of complaint in 14 calendar days and make a decision on it within 30 

calendar days.  

11- The student will not pay any amount/fee to lodge a complaint or for the complaint procedure. 

12- Timeline: TRA will inform the complainant/appellant in writing if the resolution takes more than 30 

Calendar days to resolve, and specify the reasons why it needs more than 30 days to resolve the issue, and 

will regularly update the complainant/appellant on the progress of the issue. 

13- Where a complaint cannot be resolved between TRA and the complainant/Appellant within 60 calendar 

days, TRA might advise an external and independent agent (third party) to mediate between the parties. 

OR 

If the complaint is resolved internally but the issue still not be resolved to the student’s satisfaction, TRA 

will make arrangements for an independent third party to resolve the issue and outline any costs that may 

be involved with this to the student. The student will be given the opportunity to formally present his or 

her case. The time frame for this process may vary but should take no longer than 14 working days, after 

it has been referred to a third party. 

14- There will be no charge for either the internal complaints handling procedure or the external mediation. 

However, the external mediator (third party) may charge a nominal fee to the complainant. Nonetheless, 

TRA will reimburse the fee to the complainant if the final decision favors the complainant.  

15- A student’s registration must be maintained whilst a complaint/appeal is in progress and the outcome has 

not been advised to the student/registrant/staff. 

16- If the complaint or appeal relates to a student being suspended or excluded because of a disciplinary 

action/s, the suspension or exclusion shall continue until either it has expired or the result of the complaint 

or appeal is decided in the student’s favor.  

17- If the outcome is in the student’s favor, TRA will implement the recommendations immediately and 

advise the complainant/appellant of the outcome and actions taken. 

18- The complaints if not resolved internally may be referred to the Ombudsman:  

www.ombudsman.vic.gov.au 

19- If the student is still not happy with external mediation or ombudsman, he/she may take his/her complaint 

to ASQA www.asqa.gov.au  

20- TRA and the students will provide all relevant documentations to the external agency as per their 

request/s. 

 

Appeals procedure: 

21- Appeals may arise from several sources including appeals against assessments, appeals against 

disciplinary actions and appeals against decisions arising from complaints. The appeal will be a request by 

a student/registrant to reconsider a decision made by TRA. 

22- An Appeal must be lodged within 14 calendar days from the date of the decision or action. 

23- The appeals process, is initiated by a student/registrant completing the C&A Form and sending it to TRA 

team.  

24- TRA will address the appeals within 10 working days of the appeals being formally lodged in writing.  

25- A maximum time of 30 calendar days from the appeal being lodged in writing will be allowed for the 

resolution; otherwise, TRA will inform all the parties about the delay along with its reasons. 

http://www.ombudsman.vic.gov.au/
http://www.asqa.gov.au/
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26- Maximum of 60 days will be allowed for resolution and management’s decision will be the final 

verdict.  

27- A student’s registration must be maintained whilst a complaint/appeal is in progress and the outcome has 

not been advised to the student/registrant/staff. 

28- The student will not be charged at all for appeal/s or appeals procedure. 

29- The above-mentioned clauses 16-20 will also apply here as well.  

30- The whole documentation will be treated as confidential and kept for a period of 1 year at TRA.  

 

TRA’s complaints and appeals policy and procedure does not inhibit a student’s rights to pursue other legal 

remedies at any point during or after the implementation of the procedure. 

 

All complaints, appeals and their outcomes will be kept by TRA for a certain period of time, as decided by TRA. 

And all the information will be treated strictly very confidential.  

 

Continuous Improvement:  
TRA views all complaints and appeals as an opportunity for continuous improvement. It identifies potential 

causes of complaints and appeals and takes appropriate corrective action to eliminate or mitigate the likelihood of 

reoccurrence. 

 

External Complaints: 

All external complaints/grievances (from a prospective student or an external body) must be sent 

through E-mail/post to TRA team and the TRA team will try its best to respond to that 

within 10 working days from the date of its receiving at TRA and resolve it within 30 

calendar days.   

 

Complaints & Appeals Policy and Form: 

Complaints & Appeals Policy and Form will be available on TRA’s website. 

 

 

 

 

 

Contact details 

Training Ready Arena 
Level 9, 440 Collins Street,  

Melbourne, VIC 3000, Australia  

Email: admin@tra1.net 

Phone: +61 3 8686 9110 

 


