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e all complaints, appeals and outcomes are documented in the Complaints and Appeals Register, with outcomes
used to inform continuous improvement activities

¢ if a complainant raises a concern but is not willing to proceed with the complaint, they are advised that because
of the requirements of procedural fairness, in most circumstances no further action can be taken by PEER

e appeals of assessment outcomes are to be lodged within 28 days of when the assessment outcome is informed
to the learner

e investigations into academic misconduct will be handled in accordance with the complaints and appeals
procedure and will follow the principles of natural justice and procedural fairness

5. Responsibilities
All parties involved in a complaint or appeal have the responsibility to ensure they abide by the following:

Students, Employees, Stakeholders:

e be familiar with the Complaints an Appeals Policy
e only make genuine and accurate complaints or appeals
e provide formal complaints in writing using the appropriate form

PEER staff.

e ensure confidentiality

e act within the constraints of legal obligations to disclose any information

e ensure as much as practicable that no victimisation of complainants, witnesses, or any other parties involved in
the complaints and appeals process

PEER Management (in addition to staff):

ensure accessibility of the compliant resolution policy an procedure to all staff, students and stakeholders
e totreat all complaints seriously and investigate as required
o tofollow the principles of natural justice
e toensure feedback mechanisms are available to all
handle complaints in a respect manner, staying objective, collect facts and ensure confidentially of all parties
o refer the complaint to the CEO is the compliant cannot be resolved at this level

CEOQO:

e provide staff with the opportunities for necessary training in regard to handling complaints and appeals within
organisational processes

e respond to any compliant that cannot be handled by PEER management

e refer complainants to relevant governing bodies and third parties as required

6. Complaints and Appeals Process - Informal

It is expected that prior to initiating a formal complaint and appeal process, the parties involved will attempt to resolve
concerns directly wherever possible. It is expected that all parties will participate in good faith in resolving concerns so
that PEER maintains a respectful workplace and learning environment.

Students, employees, third-party partners and stakeholders are encouraged to raise concerns directly with their trainer,
team leader or person representing PEER, particularly where the concerns are adversely affecting the workplace or
learning environment.

e RTO clients — raise the matter by talking to your trainer in the first instance or the appropriate administration staff
member
GTO clients — raise the matter by talking to your allocated talent coach or the team, talent coaching

e External Stakeholders — raise the matter by talking to appropriate PEER staff member
Finance/ Accounts — raise the matter by talking to the team leader, finance

If the complaint is directed towards a third-party partner of PEER, we encourage our clients to lodge a complaint through
PEER’s complaint procedure. General feedback about PEER can be sent via email to customerservice@peer.com.au or at
Complaints, Appeals & Feedback Form (office.com).
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