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Purpose

The purpose of this policy is to ensure that all complaints and appeals lodged by current
or former Learners or other parties with Railtrain Pty Ltd (RTO Code 55521) are handled
fairly, equitably, confidentially, and in a timely manner, in full compliance with the
Standards for RTOs 2015 (Clauses 6.1 — 6.6).

Policy

Railtrain is committed to providing a supportive and fair training and assessment
environment, allowing Learners or other parties to make formal complaints or appeal
assessment decisions. All complaints and appeals will be handled promptly, ensuring
confidentiality and impartiality.

Complaint — A learner or other party expresses dissatisfaction with any aspect of the
RTO’s services or operations (excluding assessment outcomes).

Appeal — A learner requests a re-evaluation of an assessment outcome due to
dissatisfaction or disagreement with a competency result (usually a Not Yet
Competent result).

Complainant — The person who formally lodges a complaint.

Learner — A participant, client, student, or trainee who is or was enrolled in a
training and assessment program.

Individuals (Learners and other parties) can raise complaints or appeals through the
following channels:

Online Form: Available on the RTO website.

Email: training@railtrain.com.au

In-Person: At Railtrain’s administrative office.
Phone: Contact RTO administration for assistance with lodging complaints.

To formally lodge a complaint or appeal for investigation the complainant must complete
the RTO-F-071 Complaints & Appeals form and submit to training@railtrain.com.au

Appeals must be made within 28 days of the final assessment outcome.

Acknowledgment — The RTO acknowledges receipt of the complaint or appeal
within five (5) business days.

Investigation — The complaint or appeal is reviewed by an RTO staff member not
previously involved in the case.
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Resolution Attempt — The RTO provides an initial resolution within 30 calendar days
of receipt.

Escalation to Third-Party Review — If the complainant is dissatisfied, they may
request an independent review. This may involve an external consultant, industry
expert, or mediation body.

Final Resolution — All complaints and appeals must be resolved within 60 calendar
days from lodgement. If additional time is required, the complainant will be
informed in writing.

Closure and Record-Keeping — All complaints and appeals are documented, and
records are securely stored for a minimum of five (5) years.

If a learner or other party remains dissatisfied with the outcome, they may escalate their
complaint to:

Australian Skills Quality Authority (ASQA) — via www.asga.gov.au

State Ombudsman — Learners may seek further mediation through their state or
territory ombudsman.

All complaints and appeals are treated confidentially.

Learners will not face discrimination or disadvantage for lodging a complaint or
appeal.

Records will only be accessed by authorised personnel for compliance and audit
purposes.
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