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Complaints & Appeals Policy and Procedure 
 

Purpose 

The purpose of this document is to set out the policy and procedure adhered to by Universal Education 
Centre Pty Ltd (trading as Universal English College and herein referred to as “UEC” or “the college”) 
and by Australian International Studies Institute (trading as UEC Business and herein referred to as 
“UEC Business” or “UEC” or “the college”) and its staff with respect to the management of all matters 
relating to complaints and appeals.  
 
The core principle of this policy is to confirm that UEC will ensure it takes all reasonable measures to 
comply with all legislative and regulatory requirements, such as those set out in the ESOS framework, 
including those requirements specifically relating to complaints and appeals as set out in Standards 3, 
6, 7, 8, 9, and 10 of the National Code and Standard 2 of the Standards for RTOs 2015 (SRTOs).  
 
In its management of matters relating to complaints and appeals relating to international students, 
UEC prioritises the provision of high-quality service and the protection of the rights of potential and 
current international students as well as protection of the reputation of UEC and of the Australian 
international education industry as a whole. 
 
 

Scope 

This document and the policy and procedure set out in it apply to all activities of UEC, its staff, 
contractors, and relevant third parties, including educations agents or others that provide services to 
students on behalf of UEC and to activities directly related to the management of complaints and 
appeals and any actions or decisions made with respect to these complaints or appeals.  
 
It is core to this document that the existence or details of this policy and the complaints and appeals 
processes as described in it, do not remove or alter the right of any student to take action under 
Australia’s consumer protection laws. 
 

This document and the policy and procedure set out in it exist in the context of all other UEC policy 

and procedure documentation. Specifically, this policy and procedure works in conjunction with and 

in cited in many other policy and procedure documents, including those addressing: 

• Student Support  

• Course Credit and RPL 

• Assessment  

• Orientation 

• Student Transfers 

• Attendance  

• Course Progress and Completion within Expected Duration 
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• Issuing Certificates, Qualifications, & Statements 

• Deferring, Suspending and Cancelling Enrolment 

• Complaints and Appeals 

• Refunds 

  

This policy should, thus, be read together with those documents. It should be noted that matters 

specific to policies and procedures relating to those related areas are dealt with in their respective 

policy documents. It should also be noted that those policy and procedure documents support the 

policy and procedures in this document in addressing the requirements relating to notifying and 

enabling students to make internal and external complaints and appeals as is set out in Standards 7, 

8, and 9 of the National Code.  

 

Policy Details 

Below are the specific details of UEC’s complaints and appeals policy. 
 

1. UEC is committed to ensuring that it consistently addresses all matters and activities relating 
to complaints and appeals in accordance with all legislative and regulatory requirements that 
govern UEC and its operations, including the specific requirements of the National Code and 
the SRTOs.  
 

2. Due to its nature, this document exists and must be understood in the context of all other UEC 
policy and procedure documentation relating services and decisions impacting international 
students and is regularly referred to in those other policy and procedure documents.  
 

3. UEC will, in all matters relating to complaints and appeals, prioritise the delivery of high-
quality educational services and the rights of international students as they are set out in the 
ESOS Framework. 
 

4. UEC will maintain and consistently implement the policy and procedure detailed herein to 
address how it will manage all elements of complaints and appeals. This includes making this 
document available to it students and their representatives along with free and accessible 
information and support with any complaint and/or appeal they may wish to pursue.  
 

5. UEC will ensure that all policies and practices relating to complaints and appeals will not 
attempt to remove or alter the right of any student to take action under Australia’s consumer 
protection laws. 
 

6. UEC will make the details of this policy and internal and external complaints and appeals 
processes clear for students prior to enrolment via the Written Agreement.  
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7. UEC will ensure that all prospective and currently enrolled students are notified of their right 
to make complaints and lodge appeals with respect to services provided by UEC and/or any of 
its staff, contractors, representatives, or contracted third parties, including but not necessarily 
limited to education agents and accommodation providers. In so doing, UEC will also ensure 
that all prospective and currently enrolled students are notified of the various policies, 
processes, and options involved in making such complaints and appeals. 
 

8. UEC will include in the Written Agreement a statement that “This written agreement, and the 
right to make complaints and seek appeals of decisions and actions under various processes, 
does not affect the rights of the student to take action under the Australian Consumer Law if 
the Australian Consumer Law applies”. 
 

9. UEC will ensure that all processing of and responses to complaints and appeals will be carried 
out in a professional, fair, and appropriately transparent manner and in keeping with the 
principles of procedural fairness.  
 

10. In keeping with the principles of procedural fairness, where a complaint is made against a 
particular person or group of people, those people will not be involved in the making of the 
decision(s) of what action should be taken in response to the complaint. Similarly, all parties 
involved in a complaint will be afforded the opportunity to be heard. However, depending on 
the nature of the complaint this opportunity may be afforded away from the presence of the 
other parties and/or away from the premises of UEC. 
 

11. Where a complaint or appeal involves matters of a legal nature or is relating to any individual’s 
personal safety and/or security, UEC will address the matter with all appropriate haste and 
involve the relevant authorities, e.g. the police, as appropriate. 
 

12. Where a complaint or appeal is related to a matter involving a decision by UEC to report a 
student for failure to meet visa obligations, to cancel the student’s enrolment, or to otherwise 
cancel the student’s eCoE in PRISMS, UEC will ensure it takes no such action until the internal 
and any external complaint or appeal process has been completed. This does not, however, 
preclude a decision by UEC to, prior to the completion of a complaint or appeal process, 
suspend a student’s access to its premises: 

a. in the interests of the personal safety and well-being of the student or other 
individual(s) 

b. where the student has not made payment of fees due for the period for which he or 
she is suspended. 

 

13. UEC will ensure assessment of all complaints and/or appeals made commences within 10 
working days of them being submitted and that outcomes are finalised for each complaint 
and/or appeal as soon as practicable. 
 

14. UEC notifies students of their right to have a support person of their choice accompany and 
support them during any stage in a complaint or appeal process. 
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15. In the spirit of providing excellent service, rapid outcomes, and of minimising any 
inconvenience for its students, UEC actively encourages students to initially raise concerns, 
complaints, and appeals as early as possible and via informal means where this is appropriate.  
 

16. Where informal means of addressing a complaint or appeal do not achieve the student’s 
desired outcome or are deemed inappropriate by the student or UEC, formal complaints must 
be made in writing. 
 

17. UEC will ensure that students are able to formally present the case for a complaint or appeal 
at minimal or no cost.  
 

18. UEC will ensure that all decisions relating to formal complaints or appeals will be issued in 
writing and that copies of all written records of decisions, reasons for those decisions, and of 
relevant communications will be maintained on the student’s file. 
 

19. UEC will ensure that the student will be notified of the outcome of the internal complaint or 
appeal process within 10 working days of concluding the decision-making process. 
 

20. UEC will ensure that, where the complaint or appeal is unsuccessful, the student will be 
notified within 10 working days of the conclusion of the review, of his or her right to access 
an external complaints handling and appeals process at minimal or no cost and of the contact 
details of the complaints handling and external appeals body.  
 

21. UEC will ensure that, where the internal appeal or any subsequent external appeal find in 
favour of the student, UEC will immediately implement the decision or recommendation 
and/or take any preventive or corrective action noted in the decision, and advise the student 
in writing of the decision and the subsequent actions. 
 

22. UEC will ensure that it includes the matters arising during complaints or appeals submissions, 
processes, and outcomes in its ongoing and periodic quality improvement processes relating 
to its teaching, training, and assessing strategies and practices and/or any other services it 
provides to its students. 
 

23. UEC will ensure that the management of matters relating to complaints and appeals will 
involve sufficient oversight in order to ensure compliance with this policy and with all 
legislative and regulatory requirements, such as those set out in the ESOS framework. 
 

 

Procedure Details - General 
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Below are the specific elements of the implementation of the above-detailed policy and the 

procedures to be followed by UEC staff and its contractors and partners. 

 
24. Responsibility for approving and ensuring the effective maintenance and implementation of 

this policy is held by the General Manager. Should this role be temporarily vacant for any 
reason, the responsibility immediately escalates to the Managing Director of UEC.   
 

25. As per the details of the Governance and Compliance Policy, this policy and procedure will be 
reviewed at least annually (i.e. within 12 months of its latest update) and will be updated 
whenever is required by any changes in the regulatory or legislative requirements that govern 
UEC, in its teaching and training practices, or other changes that might require its review. 
 

26. As per the details of the Governance and Compliance Policy, this policy and procedure will be 
made openly available by UEC to all relevant stakeholders. 
 

27. All staff, contractors, or partners to whom this policy applies are made aware of this policy 
and procedure, are supported to understand its contents, and trained to follow its directives 
through: 

a. Effective induction of new staff, contractors, and partners; and 
b. Ongoing training of new and existing staff, contractors, and partners; and 
c. Any other means deemed appropriate from time to time. 

 
 

Procedure Details – Complaints 

Below are the specific elements of the implementation of the above-detailed policy and the 
procedures to be followed by UEC staff and its contractors and partners in addressing complaints. 
 

28. Where a student enquires about making a complaint, the UEC staff member or representative 
to whom this enquiry is made will support the student in clarifying the complaint and attempt 
to work with the student to resolve the matter to the student’s satisfaction unless it is clear 
that the matter should be escalated to a more senior UEC staff member and/or become a 
formal complaint. 
 

29. Where any complaint involves matters of a legal nature or is relating to any individual’s 
personal safety and/or security, any UEC staff member or representative made aware of the 
matter must immediately escalate it to a senior member of UEC management who will 
immediately take action to address the issues and involve any relevant authorities. As and 
when appropriate, the PEO of UEC will be notified of the issue where this has not already 
occurred. In all such cases, records will be made and maintained detailing the nature of the 
matter, the actions taken in response, and the final outcome. 
 

30. Where a complaint is made against a particular person or group of people (the ‘Respondent’), 
the respondent(s) will not be involved in the making of any decision(s) of what action should 
be taken in response to the complaint. This may mean escalating the matter to more senior 
staff member or having a senior staff member of a separate department address the matter. 
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At the same time, the Respondent(s) will be contacted to notify them of the issue and set an 
appropriate time and place for them to present their own case in the matter. 
 

31. In each case that a complaint is made the UEC staff member or representative working to 
resolve the matter will support the student to clarify: 

a. the specific details of the complaint 
b. the nature of any evidence supporting the complaint 
c. the student’s desired outcome 
d. the student’s rights and options in making the complaint 
e. the process to be followed in addressing the complaint. 

 
32. Where a resolution to the complaint is achieved without the matter becoming a formal 

complaint, records will only be made and maintained at the discretion of the staff member 
involved and for the purposes of the matter becoming part of future continuous improvement 
processes. 
  

33. Where a complaint is not, for any reason, resolved informally, it can be submitted as a formal 
complaint. Formal complaints must be made in writing and submitted to UEC, preferably via 
email. A written complaint must include: 

a. The name of the complainant 
b. The name of any respondent (if relevant) 
c. the specific details of the complaint 
d. the nature of any evidence supporting the complaint 
e. the student’s desired outcome 

 
34. Where a student submits a formal complaint in writing and details of the complaint are 

omitted, a Student Support officer (who is not a Respondent in the complaint) is to contact 
the student and support them in submitting the missing elements of the complaint. 
 

35. Once a complaint is received, the receiving officer should determine the most appropriate 
person to manage the complaint process, confirming with a more senior staff member (who 
is not a Respondent).  
 

36. The designated complaint-managing officer will begin the review and hearing of the complaint 
as soon as possible and at the latest within 10 working days of the written complaint being 
received. Similarly, the officer will make all reasonable endeavours to expedite the resolution 
of the complaint. 
 

37. In any case that a complaint takes longer than 20 days to resolve, the student will receive 
written and verbal communications to explain the cause of the delay and to give both a clear 
timeline for the resolution. 
 

38. The student’s enrolment will be maintained during the review process except where there is 
cause for concern regarding safety and well-being of the complainant, other students, or staff. 
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39. During the review of the complaint, any Respondent identified in the complaint or the 
investigation of the complaint is to be contacted to enable a hearing of each Respondent’s 
view of the matter.  
 

40. Once a decision has been reached, this is to be recorded in the student’s file and 
communicated in writing to the student. This communication is to also include the reasons for 
the decision made. Where appropriate, the outcome can be presented to the student verbally, 
however, this must be in addition to the written response. 
 

41. Where the decision made is in favour of the student, the recommendations made are to be 
immediately implemented and the student notified of this implementation.  
 

42. Where the decision made is not in favour of the student the details of how to escalate the 
complaint to the PEO and how to make an external complaint is to be included in the 
communications to the student of the outcome and the reasons for the outcome. These 
details are to include the contact details for the Overseas Students Ombudsman and the 
clarification the student 
 

43. Where the student chooses to escalate the complaint to the PEO, the above listed steps are 
to be repeated with the PEO managing the complaint process. 
 

44. Where an external complaint is made, UEC will support the process and will immediately 
implement the decision of the external complaints body once it is communicated.  
 

45. In every case of a formal complaint, a record of the application, the evidence provided, the 
decision reached and the reasons for that decision, and the notice of that decision to the 
student will be added to the student’s file. As appropriate these records may also become a 
part of the UEC organisational improvement processes. 
 

 

Procedure Details – Appeals 

Below are the specific elements of the implementation of the above-detailed policy and the 
procedures to be followed by UEC staff and its contractors and partners in addressing appeals. 
 

46. Where a student enquires about making an appeal of a decision made by UEC or a UEC staff 
member or representative, the UEC staff member or representative to whom this enquiry is 
made will support the student in clarifying the nature of the appeal and attempt to work with 
the student to resolve the matter to the student’s satisfaction unless it is clear that the matter 
should be escalated to a more senior UEC staff member and/or become a formal appeal. 
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47. Where an appeal is made against a decision by a particular person or group of people (the 
‘Respondent’), the respondent(s) will not be involved in the making of any decision(s) of what 
action should be taken in response to the appeal. This may mean escalating the matter to 
more senior staff member. 
 

48. In each case that an appeal is made the UEC staff member or representative working to 
resolve the matter will support the student to clarify: 

a. the specific details of the decision being appealed 
b. the nature of any evidence supporting the appeal 
c. the student’s desired outcome 
d. the student’s rights and options in making the appeal 
e. the process to be followed in addressing the appeal. 

 
49. As per the UEC Deferring, Suspending, and Cancelling Enrolments Policy, where an appeal 

relates to a decision by UEC to suspend or cancel a student’s enrolment or to notify 
immigration of a student’s failure to meet the conditions of their visa or to otherwise take 
action that would negatively impact on the student’s visa status, UEC will not take such action 
until the appeal process is completed. This includes any internal and/or external appeals 
processes. However, this does not preclude UEC from immediately suspending or otherwise 
limiting the student’s access to its premises should there be reasonable cause to believe that 
the student’s presence might negatively impact on the health, safety, or well-being of the 
student, other students, or staff. 
 

50. Where a resolution to the appeal is achieved without the matter becoming a formal appeal, 
records will only be made and maintained at the discretion of the staff member involved and 
for the purposes of the matter becoming part of future continuous improvement processes. 
  

51. Where an appeal is not, for any reason, resolved informally, it can be submitted as a formal 
appeal. Formal appeals must be made in writing and submitted to UEC, preferably via email. 
A written appeal must include: 

a. The name of the appellant 
b. The name of any respondent (if relevant) 
c. the specific details of the decision being appealed 
d. the nature of any evidence supporting the appeal 
e. the student’s desired outcome. 

 
 

52. Where a student submits a formal appeal in writing and details of the appeal are omitted, a 
Student Support officer (who is not a Respondent in the appeal) is to contact the student and 
support them in submitting the missing elements of the appeal. 
 

53. Once an appeal is received, the receiving officer should determine the most appropriate 
person to manage the appeal process, confirming with a more senior staff member (who is 
not a Respondent).  
 

54. The designated appeal managing officer will begin the review and hearing of the appeal as 
soon as possible and at the latest within 10 working days of the written appeal being received. 
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Similarly, the officer will endeavour to reach a resolution of the appeal as efficiently as 
practicable. 
 

55. In any case that an appeal takes longer than 20 days to resolve, the student will receive written 
and verbal communications to explain the cause of the delay and to give both a clear timeline 
for the resolution.  
 

56. The student’s enrolment will be maintained during the review process except where there is 
cause for concern regarding safety and well-being of the complainant, other students, or staff. 
 

57. During the review of the appeal, any Respondent identified in the complaint or the 
investigation of the complaint is to be contacted to enable a hearing of each Respondent’s 
view of the matter. However, at no point is a Respondent to make the final decision as to the 
outcome of the appeal. 
 

58. Once a decision has been reached, this is to be recorded in the student’s file and 
communicated in writing to the student. This communication is to also include the reasons for 
the decision made. Where appropriate, the outcome can be presented to the student verbally, 
however, this must be in addition to the written response. 
 

59. Where the decision made is in favour of the student, the recommendations made are to be 
immediately implemented and the student notified of this implementation.  
 

60. Where the decision made is not in favour of the student the details of how to escalate the 
appeal to the PEO and how to make an external appeal is to be included in the 
communications to the student of the outcome and the reasons for the outcome. These 
details are to include the contact details for the Overseas Students Ombudsman and the 
clarification the student 
 

61. Where the student chooses to escalate the appeal to the PEO, the above listed steps are to 
be repeated with the PEO managing the appeal process. 
 

62. Where an external appeal is made, UEC will support the process and will immediately 
implement the decision of the external appeals body once it is communicated. 
 

63. In every case of a formal appeal, a record of the application, the evidence provided, the 
decision reached and the reasons for that decision, and the notice of that decision to the 
student will be added to the student’s file. As appropriate these records may also become a 
part of the UEC organisational improvement processes. 
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In Compliance With 

The various elements of this document have been developed to comply with the requirements 
under the ESOS framework, including, but not necessarily limited to: 

  

National Code 2018: Standards 3, 6, 7, 8, 9, and 10 

Standards for RTOs 2015: Standard 2 
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Version Control  

Last Updated: 8/06/2022 

Updated By: Ian Aird 

Approved By: Ian Aird 

Changes Made: Logo and business name change 

 

 

 

 

  


