Complaint Policy and Procedure YAKKA

TRAINING RTO:41176
Purpose

The purpose of Yakka Training Complaint Policy & Procedure is to ensure that all complaints are dealt with effectively
and in a timely manner. It ensures students have the right to natural justice protected through access to professional,
timely, inexpensive, and documented complaints handling and complaints processes.

The Complaints and complaints Policy & Procedure will be made publicly available on the Yakka Training website about
complaints will be conducted in a professional, fair, and transparent manner.

The student is given an opportunity to formally present their case at minimal or no cost and be accompanied and
assisted by a support person at any relevant meetings.

Legislation RTO Standards
Nil
RTO Standards

Revised 2025 RTO Standard 2.7 Effective feedback and complaints management addresses concerns and
informs continuous improvement.

Scope

This policy is for Yakka Training and includes:

e All students
e  Yakka Staff
e Employers

e All VET training facilities, including online.

Definition

There are two forms of complaints, Informal and formal complaint.

Informal complaint is an expression of dissatisfaction or issue about something made verbally. Informal complaints
are usually communicated to resolve the issue in a direct way, without the need for a detailed formal process. This
means the matter will be dealt with promptly to resolve the matter immediately and provide a service to the person
making the complaint.

Formal complaint is a matter that a complainant has raised that requires an investigation by Yakka Training to resolve
and is instigated from a written complaint.

Policy

Yakka Training is committed to implementing effective and transparent student complaint processes that are managed
effectively, efficiently and with minimal people involved. Yakka Training will deal with formal complaints in an effective
and timely manner and finalise the outcome within a timeframe of 10 business days, concluding the internal review

All formal complaints will be recorded with the detail of: complainant, the situation, the responsible person, the action
and outcome detailing the actions required to arrive at satisfactory resolve of each complaint and grievance.

Principles
e Treat the matter confidentially and any person respectfully.
e  Collect factual, concise and clear information about the situation.
e Commit to the principles of negotiation and mediation.
e Listen without judgement.
e Provide maximum opportunity to resolve the situation for all parties.
e  Offer access to an external party such as Training Advocate or Australian Skills Standard Authority.
e The privacy of all parties involved will be protected.
e The focus of the resolution will be on issues rather than individuals.
e Processes will be addressed within 10 business day timeframe.
e The complainant has a right to withdraw the complaint at any time.
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e If appropriate, reflect state or federal funding obligations. TRAINING RTO:41176

Principles of Natural Justice and Procedural Fairness

A complainant is to be provided an opportunity to formally present a case at no cost. Each complainant may be
accompanied and/or assisted by a support person at any relevant meeting. The principles of Natural Justice and
Procedural Fairness must be incorporated into every stage of the complaint handling process to ensure that decision-
making is fair and reasonable. Natural justice must be observed when it affects the rights, interests or legitimate
expectations of individuals. The following principles are to be applied:

Written record of the complaint or complaint, including a statement of the outcome and reasons for the outcome are
to be kept and recorded on the Complaints Register. Each complaint is to be reviewed at the monthly management
meetings and, if required will result in a continuous improvements activity.

Yakka Staff are to identify potential causes of complaints and complaints and takes appropriate action to eliminate or
mitigate the likelihood of reoccurrence.

Records relating to complaint handling will be stored confidentially and stored securely to prevent access to
unauthorised personnel.

Procedure
Informal complaint

When a staff member is approached by a student about an issue, they will in the first instance attempt to resolve the
matter through:

1. The person approaching Yakka Staff to raise the issue.

Yakka staff offering a time or a private location to discuss the matter.

Yakka Staff reminding the person that the complaint policy and form is on the website.

Yakka Staff stating the matter will be dealt with confidentially and will not affect the student services.
The staff member resolving the complaint, and if required, reporting the issue to management.

The staff member approaching the person post the issue, to check if the matter has been resolved.
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Formal Complaint

If the complaint cannot be resolved, then Yakka Staff will ask the person to record the issue in writing and direct the
person to Yakka Website where the complaint policy and form is located. Similarly, all staff should be aware that the
same process is available to them as well, should they have a complaint.

All complaints should be brought to the attention of the Yakka Management as soon as possible.
Each complaint and its outcomes will be recorded in writing on the Yakka Training Complaints & Complaints Register.
Procedure:

1. Student or person raises a formal complaint in writing with an action to resolve the matter. All written
complaints are to email or posted to Yakka staff or enquiries@yakkatraining.com.au.

2. The written complaint will be acknowledged by the Yakka Staff in writing as soon as possible and a description
of the complaint review process and estimated timeframes.

3. An investigation of the complaint will begin by Yakka Management within 10 business days of the written
complaint being received.

4. The student’s enrolment will be maintained during the review process and student services will not be affected.

5. A written statement detailing the outcome of the investigation of the complaint will be given to the student.

6. In the event of a favourable outcome for the student/person, Yakka Training will immediately advise and
implement the decision.

7. |If student/person is unsatisfied with the result of the investigation, the student/person may be offered options
of remediation, an external mediator or offered to approach a state Training Advocate or Australian Skills
Quality Authority. Please note, a state Training Advocate or ASQA would expect the matter has been raised
with the RTO first to resolve the matter. If this hasn’t occurred, they may refer you back to the RTO first.

8. Students/person can approach an external mediator at no extra cost. Yakka Staff will provide this information
when required.

Complaint Policy Procedure 010725
© Yakka Training RTO 41176 Page 2 of 5



Complaint Policy and Procedure YAKKA

Yakka Training is to identify potential causes of complaints and complaints and takes appropriate action =~ TRAINING RTO:41176
to eliminate or mitigate the likelihood of reoccurrence.

Management bias

Where the Management of Yakka Training feels that they may have bias or there is a perception of bias process or
where the person making the complaint is not satisfied with how the matter has been handled, the complainant is to
be referred directly to the Managing Director or an independent third-party for consideration and response. This means
that the appellant is entitled to have their complaint heard by a person that is without bias and may not be affected by
the decision. The decision must be made on logical evidence and the decision-maker must take account of relevant
considerations, must act for a proper purpose and must not consider irrelevant considerations.

Third Party Review and External Mediator

Where the complainant is not satisfied with the handling of the matter by Yakka Training, they have the opportunity for
a body or person that is independent of Yakka Training to review his or her complaint following the internal completion
of the complaint handling process. In these circumstances, the Yakka Management will advise of an appropriate party
independent of Yakka Training to review the complaint outcome (and its subsequent handling) and provide advice to
Yakka Training regarding the recommended outcomes. Where the Yakka Training appoints or engages an appropriate
independent person to review a complaint, Yakka Training will meet the full cost to facilitate the independent review.

Once the complaint handling process has concluded, the person is to be advised that they have the right to
refer the matter to any external authority/agency that may be relevant to their complaint. The following external
agencies are nominated in the first instance as relevant points of referral the person may consider:

e  Raising the concern with the Australia Skills Quality Authority via ASQA website.
e In relation to consumer related issues, the person can contact Consumer Affairs in each state.

e In relation to the delivery of training and assessment services, the person may refer their matter to the National
Training Complaints Service via the website at Department of Education via website link.

e A mediator service via the Australian Mediator Service in each state: Find a Mediator

Record Management of Complaint Records

All records will be saved in a digital format into a secure folder. Each file is to be clearly labelled with the document title
or subject and the date of which the document was received or generated. This folder must only be accessible to persons
authorised by the General Manager. Records stored on the student management system are to be accessible only to
administrators and managers.

To ensure records are maintained in a secure, safe and suitable condition, the following is to apply:

e Complaint items will be recorded on the complaint register, with individual identity to be removed.

e Records must be kept securely to prevent them being accessed by any non-authorised personnel.

e Records must be kept confidential to safeguard information and to protect the privacy of complainants.
e Records must be kept to avoid damage by fire, flood, termites or any other pests.

e Electronic data storage must be safe from destruction by fire or flood.

e  Electronic data will consider the risk of failure of a single storage device.

e Electronic data is also to be backed-up off site.

Key Performance Indicator:

The effectiveness of this P&P will be low to no number of formal complaints registered on the complaint register.

See flowchart for the complaint process below.
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Formal Complaint Handling Process TRAINING RTO:41176
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Endorsement and Approval

| confirm that this policy has been reviewed and approved in accordance with the organisation’s policy
development and governance procedures.

Approved by:

Name Position Signature Date
Joel Thompson Managing Director 01/07/2025
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