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2. VET Student Support

Outcome: VET students are treated fairly and are properly informed, supported, and protected

Complaints

2.7. Feedback and complaints management address concerns and inform the continuous
improvement of the NVR registered training organisation.

Who is
responsible?

The Managing Director is responsible for overseeing this process.
Trainers and Assessors

Staff & Contractors

All current and former students (both Non-VSL & VSL)

Any other stakeholders.

Definitions

Complaint: a grievance about a service, decision, behaviour or process.
Appeal: A request to review a decision made by the provider (e.g., assessment
outcome, enrolment rejection).

VET Student Loans Ombudsman (VSLO): Independent external body handling
unresolved VSL related complaints.

When

= Pre-Enrolment

=  Enrolment

=  Throughout the training program

=  Professional Development Training

= |_3 Quality Assurance Schedule

Policy

Melbourne Institute of Massage and Myotherapy (MIMT) is dedicated to
fostering an open, responsive, and transparent environment where students are
encouraged to provide feedback and voice complaints. This policy also applies to
complaints relating to academic and administrative or VSL matters.

MIMT ensures that feedback and complaints are handled fairly, efficiently, and
by procedural fairness, with the outcomes used to improve services, training
delivery, and student experiences.
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MI
(i)

MT operates a complaints management system that:

allows feedback and complaints about the organisation, any third parties, and

any person employed or contracted by the organisation.

1.

(i)

MIMT has a written policy that outlines how feedback and complaints will
be received, addressed, and resolved, which includes how complaints about
the organisation, third parties, and employees or contractors will be
handled.

The process for submitting feedback and complaints is simple,
straightforward, and easy for all stakeholders to understand.

MIMT has multiple ways to submit feedback and complaints

= |n person
= By emailing: enquiries@mimt.edu.au

Confidentiality and privacy for anyone submitting a complaint or feedback is
always ensured.

ensures all parties are afforded procedural fairness

1. MIMT complaints management system operates according to principles of

procedural fairness and ensuring:
= The complainant and the person or service being complained about are
treated fairly and allowed to present their version of events.

2. Decisions are made impartially, and the process is transparent to all parties

(i)

involved.

Identifies reasonable timeframes for responding to and resolving complaints

MIMT acknowledges all complaints within TWO (2) business days business
days of receipt.

Complaints are resolved as quickly as possible, with more complex matters
being addressed within a reasonable timeframe, generally within TEN (10)
business days.

Students are informed if the complaint resolution is expected to take longer
than anticipated, with an explanation provided for any delays.

(iii) provides avenues for further action where complaints are not resolved

1.

Where a complaint is not resolved to the student's satisfaction, MIMT
provides clear information on escalating the complaint. This may include
referral to external bodies such as:

National Training Complaints Hotline (https://www.dewr.gov.au/national-training-
complaints-hotline)

Australian Skills Quality Authority (ASQA) (1300 644 844)
Dispute Settlement Centre of Victoria
Phone: 1300 372 888
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Email: dscvfeedback@disputes.vic.gov.au

Website: https://www.disputes.vic.gov.au/

Online contact form: https://www.disputes.vic.gov.au/about-us/contact-us

Commonwealth Ombudsman | Working with the Indigenous Community

Website: https://www.ombudsman.gov.au/about/our-plans-and-programs/working-with-

the-indigenous-community

Phone: 1300 362 072

Online complaint form:
https://forms.ombudsman.gov.au/prod?entitytype=Approach&layoutcode=ApproachWebFor

m
2. Students are informed of these avenues in the event of unresolved
complaints.

Procedure

(b) Information about how to provide feedback and make complaints, the
management system is publicly available and easily accessible by VET students

MIMT informs VET students of their right to provide feedback or lodge
complaints about any aspect of their training experience by making information
publicly available and easily accessible to all VET students and stakeholders. This
information is available via MIMT website and included in the Student Handbook,
also provided during student orientation, and via the Learning Management
System (LMS) and displayed in common areas on campus, where applicable.

(c) VET students are supported to provide feedback and make complaints
1. MIMT ensures students are supported when providing feedback or making a
complaint by:
= Offering multiple avenues to submit feedback and complaints

= |n person
= By emailing: enquiries@mimt.edu.au

= Guide how to structure a complaint or feedback submission, including
offering assistance from student support staff if needed.

= Ensuring confidentiality in managing complaints to protect the privacy and
well-being of all parties involved.

= Encouraging students to provide both positive and constructive feedback
to help improve services and learning experiences by:

= Providing information throughout MIMT campuses

= Information in MIMT email footers
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(d) outcomes of complaints are documented by the organisation and
communicated to all parties to the complaint.

1. The outcomes of complaints are documented and securely stored in MIMT,
R 8 Complaints Register, which includes:

= Details of the complaint and the parties involved.
= Steps taken to investigate the complaint.
= outcomes and actions taken to resolve the complaint.

2. The complainant and other relevant parties are informed of the outcome in
writing, including any actions or recommendations taken in response to the
complaint.

(e) Feedback and complaints are used by the organisation to inform continuous

improvement.

1. Feedback and complaints are analysed as part of the quality assurance
calendar to identify trends or recurring issues that may require action.

2. The outcomes of complaints and feedback are discussed in internal
meetings to inform MIMT’s continuous improvement processes.

3. Based on the analysis of complaints and feedback, MIMT implements
improvements in areas such as:

= Training delivery and assessment practices.
=  Support services and facilities.

=  Policies and procedures related to student welfare and
administration.

4. Improvements are documented in the R 1 Continuous Improvement
Register.

5. Staff and students are communicated a summary of key improvements
made due to feedback and complaints to promote transparency and
demonstrate MIMT’s commitment to improvement.

6. MIMT monitors the effectiveness of the complaints and feedback
management system through the quality assurance schedule and reviews
the processes.

7. Feedback from students, staff, and stakeholders about the complaint
resolution process is sought periodically to ensure it remains efficient, fair,
and transparent.

8. Any changes or updates to this policy are communicated to all relevant
parties, ensuring continuous alignment with best practices and regulatory
requirements.
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Monitoring and
Review

MIMT will review the feedback and complaints management system in line with
the quality assurance calendar to ensure its effectiveness and compliance with
regulatory standards. All outcomes are documented and reviewed for continuous
improvement.

Feedback from students, staff, and other stakeholders will inform improvements
in the complaint resolution process. All continuous improvements will be
documented in the continuous improvement register.

Workflows

QA6_Conducting Surveys
QA3_Feedback and Complaints
QA1_Quality Assurance Schedule

Forms &

Documents

R 1 Continuous Improvement Register

R 8 Complaints and Appeals Register

F 2 Complaints Form

F 11 Meeting Agenda

F 12 Meeting Minutes

S 1 Student Enrolment Survey

S 2 Industry Survey

S 3 Student Feedback on Industry Expert Engagement
S 4 Student Course Completion Survey

S 5 Training Survey

S 6 Student Training and Assessment Survey

S 7 Student Wellbeing Services Feedback Survey
S 8 Trainer and Assessor Survey

i 3 Quality Assurance Schedule

Legislative &
Regulatory
Context:

VET Student Loans Rules 2016

(s. 25 (fit & proper requirements)), s. 33 (student satisfaction)

VET Student Loans Ombudsman (VSLO) Framework

National Vocational Education & Training Regulator Act 2011
2025 Standards for RTO’s
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2. VET Student Support

Outcome: VET students are treated fairly and are properly informed, supported, and protected

Appeals

2.8. Effective appeal processes are available to VET students where decisions of the NVR registered
training organisation or a third party adversely affect the student.

Who is
responsible?

The Managing Director is responsible for overseeing this process.
Trainers and Assessors

Staff & Contractors

All current and former students (both Non-VSL & VSL)

Any other stakeholders.

Definitions

Complaint: a grievance about a service, decision, behaviour or process.

Appeal: A request to review a decision made by the provider (e.g., assessment
outcome, enrolment rejection).

VET Student Loans Ombudsman (VSLO): Independent external body handling
unresolved VSL related complaints.

When

=  Pre-Enrolment

= Enrolment

= Throughout the training program

=  Professional Development Training

= | _3 Quality Assurance Schedule

Policy

Melbourne Institute of Massage and Myotherapy (MIMT) is committed to
providing a fair, transparent, and accessible appeals process for VET students.
Students who feel they have been adversely impacted by a decision made by
MIMT or a third party have the right to appeal.

MIMT will ensure that all appellants are afforded procedural fairness, that
appeals are addressed within reasonable timeframes, and that outcomes of
appeals are used to inform MIMT continuous improvement processes.
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MIMT demonstrates:

(a) It operates an appeals management system that:

(ii) ensures all parties to the appeal are afforded procedural fairness

1.

MIMT appeals management system ensures that all appellants are treated
fairly and impartially.

The appellant and the party involved in making the original decision are
allowed to present their case. Decisions are made based on the evidence
presented.

No individual in the original decision will participate in the appeal review to
ensure impartiality.

(iii) Specifies reasonable timeframes for actioning appeals

1.
2.

Appeals are acknowledged within TWO (2) business days of receipt.

MIMT resolves the appeal within TEN (10) day timeframe, which is business
days from receiving the appeal. If more time is required due to the case's
complexity, the appellant is informed of the expected timeframe and
reasons for any delay.

(iv) provides avenues for review by an independent party, if requested by the
appellant (at no or low cost to the appellant)

1.

If a student is not satisfied with the outcome of their appeal, they may
request a review by an independent party at no or low cost to them.

The independent party is external to MIMT and will conduct a fair and
unbiased review of the appeal.

Students are informed of this option during the appeal process and given
instructions on requesting an independent review if necessary.

(b) Information about how to appeal an adverse decision through the appeals

management system is publicly available and easily accessible by VET students

1.

MIMT ensures that VET students are fully informed of their right to appeal
any decision that adversely impacts them, including assessment outcomes,
disciplinary actions, or administrative decisions.

Information on how to appeal is included in the Student Handbook, on the
MIMT website, and communicated during orientation and the welcome
letter.

Students are informed of their right to request a review of decisions made
by MIMT or third-party providers, and the avenues available for them to do
so.
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(c) Outcomes of appeals outcomes documented by the organisation and
communicated to the appellant

1. The outcomes of all appeals are documented and securely stored in MIMT's
SharePoint including:

= The grounds of the appeal.
® The steps taken to investigate and resolve the appeal.
= The outcome and any actions taken due to the appeal.

2. The outcome of the appeal, including the reasons for the decision, is
communicated in writing to the appellant as soon as the review is
completed.

3. All parties involved in the appeal are informed throughout the process,
including expected timeframes and progress updates.

(d) The outcomes of appeals are used to inform continuous improvement.

1. MIMT uses the outcomes of appeals to inform its continuous improvement
Procedure processes. This will include:
= Reviewing the appeal data to identify patterns or recurring issues in
decision-making processes (e.g., assessment practices or administrative
procedures).
= Implementing changes to policies, practices, or training where
necessary to prevent future issues and improve student outcomes.
= |mprovements are documented in the continuous improvement
register.
=  Feedback sessions with staff and stakeholders involved in appeals to
ensure lessons are learned and improvements are made to reduce the
likelihood of similar appeals occurring in the future.

2. MIMT monitors the effectiveness of the appeals management system
through quality assurance, ensuring that appeals are managed fairly,
efficiently, and in line with best practices.

3. Feedback from students and staff involved in the appeal process is
periodically sought to inform improvements to the system.
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MIMT will review the appeals management system in line with the quality
Monitoring and assurance calendar to ensure that it remains fair, transparent, and effective.
Review If necessary, feedback from students, staff, and independent reviewers will be
used to improve the process. All continuous improvement will be documented in
the continuous improvement register.
s N T TA7_Appeals Management Process for VET Students
QA12_Continuous Improvement Register
F1 Appeals Form
F11 Meeting Agenda
Forms/ | F12 Meeting Minutes
Documents | i3 Quality Assurance Schedule
R 1 Continuous improvement register
R 8 Complaints and Appeals Register
VET Student Loans Rules 2016
Legislative & | (s. 25 (fit & proper requirements)), s. 33 (student satisfaction)
Regulatory | VET Student Loans Ombudsman (VSLO) Framework
Context: | National Vocational Education & Training Regulator Act 2011
2025 Standards for RTO'’s
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