
 Complaints & Grievances Policy 

Complaints Policy    1 of 6  
Next review - 01-07-2027 V 1.5   (01-07-2025)    

Complaints & Grievances Policy  
  
1. Purpose  
  
Go-Train Industry Pty Ltd (RTO 20812) is committed to providing high-quality training and 
assessment services in accordance with the Standards for Registered Training Organisations 
(RTOs) 2025. This Policy ensures that complaints and grievances relating to training and 
assessment services, workplace conduct, organisational decisions or the actions of staff, 
students, contractors or third-party providers are managed in a fair, timely, transparent and 
consistent manner. 
This Policy provides a clear and accessible framework for lodging, acknowledging, 
investigating, resolving and recording complaints and grievances. It supports procedural 
fairness and continuous improvement while ensuring that no complainant or respondent is 
subject to victimisation. 
 
2. Scope  
  
This Policy applies to complaints and grievances raised by: 

• Students (current, prospective, or former) 
• Employees 
• Contractors 
• Third-party providers and their staff 
• Clients and other stakeholders 

 
It covers complaints and grievances relating to: 

• Training and assessment services (including those delivered by third parties) 
• Assessment decisions and outcomes 
• Behaviour or conduct of staff, students, contractors or third-party personnel 
• Discrimination, harassment, bullying or victimisation 
• Organisational decisions or actions impacting service delivery or employment 

  
3. Policy Statement   
  
Go-Train Industry acknowledges the right of all parties to raise complaints or grievances 
without fear of reprisal. Complaints and grievances will be handled professionally, 
confidentially and impartially, and in accordance with the principles of natural justice and 
procedural fairness. 
  
Go-Train Industry will:  

a) Maintain documented and accessible complaints and grievances procedures; 
b) Ensure all complaints and grievances are acknowledged and managed promptly; 
c) Apply consistent and fair processes to all parties; 
d) Keep appropriate records of complaints, grievances and outcomes; and 
e) Use complaint and grievance data to inform continuous improvement. 
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4. Definitions   
  
Complaint: An expression of dissatisfaction with services, decisions, conduct or actions of 
Go-Train Industry, its staff, students, contractors or third-party providers. 
 
Grievance: A complaint raised by an employee, contractor or third party relating to workplace 
matters, employment conditions, interpersonal conduct or organisational decisions. 
 
Third Party: Any individual or organisation that has an arrangement with Go-Train Industry to 
deliver training and/or assessment services on its behalf, excluding employees, engaged 
subject matter experts and government referral agencies.  
  
 
5. Policy Principles   
  
In managing complaints, Go-Train Industry will ensure that:   

a) Procedural fairness and natural justice are applied at every stage of the complaints 
and grievances process. This includes the right of all parties to be heard, the right to 
an impartial decision-maker and decisions based on relevant evidence. 

b) This Policy and the associated procedures are publicly available and accessible, 
including through the Student Handbook, staff induction processes and the Go-Train 
Industry website. 

c) There is a clearly documented procedure for lodging, acknowledging, investigating, 
resolving and recording complaints and grievances. 

d) Complaints and grievances are treated seriously and respectfully, and are managed 
promptly, impartially, sensitively and confidentially. 

e) Each complaint or grievance is considered and resolved on its individual merits, 
having regard to the specific circumstances of the matter. 

f) All students, clients, employees, contractors and third-party personnel have the right 
to raise concerns or lodge complaints or grievances relating to training and 
assessment services (including those delivered by third parties) or the conduct of staff, 
students, contractors or third-party providers. 

g) All formal complaints and grievances are acknowledged in writing and finalised as 
soon as practicable. 

h) No decision or action is taken without consultation with the complainant and the 
respondent, using processes of discussion, cooperation, conciliation and, where 
appropriate, mediation. 

i) The rights and interests of both the complainant and the respondent are recognised 
and protected throughout the process, including the use of separate interviews where 
appropriate. 

j) In the interests of confidentiality, the number of people involved in the resolution 
process is limited to those who have a legitimate role in managing or resolving the 
matter. 

k) Final determinations are made by the Chief Executive Officer or an appropriately 
independent delegate, ensuring that conflicts of interest are avoided. 

l) The complaints and grievances process emphasises early resolution, education and 
mediation, while recognising that formal investigation, corrective action or disciplinary 
action may be required in some circumstances. 
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m) Where a complaint or grievance cannot be resolved internally, or where a complainant 
is dissatisfied with the outcome, the matter may be referred to an independent external 
party for review at the request of the complainant. Any costs associated with external 
review will be disclosed in advance. 

n) Where a complaint or grievance is unable to be finalised within 60 calendar days, the 
complainant will be informed in writing of the reasons for the delay and provided with 
regular progress updates. 

o) Victimisation or adverse treatment of complainants, respondents, witnesses or any 
other person involved in the process is strictly prohibited and may result in disciplinary 
action. 

p) All complaints and grievances are managed on a staff-in-confidence basis and will not 
disadvantage, prejudice or bias a student’s current or future training and assessment 
outcomes.  

  
  
6. Roles and Responsibilities   
  
The Chief Executive Officer of Go-Train Industry is the Complaints Resolution Officer. The 
CEO may delegate responsibility for the resolution of the complaint if necessary.  
  
Details concerning the scope of the Complaints Policy are to be clearly displayed throughout 
the organisation and contained within the Staff Induction Process, Student Handbook and 
Go-Train Industry website.  
 
Chief Executive Officer (CEO) 

• Acts as the Complaints and Grievances Resolution Officer 
• Ensures compliance with the Standards for RTOs 2025 
• Oversees investigations and final decisions 
• May delegate investigation responsibilities where appropriate 

 
Staff and Contractors 

• Treat complaints and grievances seriously and respectfully 
• Maintain confidentiality 
• Cooperate with investigations 

 
Students and Other Complainants 

• Lodge complaints or grievances in good faith 
• Provide relevant information to support investigation 
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7. Complaints and Grievances Process  
  

7.1 Informal Resolution:  
a) Where appropriate, complainants are encouraged to attempt informal resolution by 

raising the issue directly with the relevant staff member, trainer, assessor or 
supervisor. 

 
7.2 Formal Complaints and Grievances:  

Complaints will be processed in accordance with the Complaints flowchart - Annex A. 
 

a) Lodgement: If informal resolution is not appropriate or is unsuccessful, a formal 
complaint or grievance may be lodged: 
i. In writing using the Complaints Lodgement Form. 
ii. Within a reasonable timeframe of the incident, e.g., within 7 days (where 

practicable). 
iii. A submitted complaint form will constitute a formal complaint. Further detail of the 

complaint can be provided by the complainant verbally. 
iv. The Chief Executive Officer of Go-Train Industry must be informed of receipt of all 

complaints immediately. 
b) Acknowledgement: All formal complaints and grievances will be acknowledged in 

writing within 2 working days of receipt. 
c) Investigation:  

i. The CEO (or delegate) will initiate an impartial investigation. 
ii. Both the complainant and respondent will be provided the opportunity to present 

information. 
iii. Separate interviews may be conducted to maintain confidentiality. 

d) Timeframes:  
i. Complaints and grievances will be resolved as soon as practicable and normally 

within 28 calendar days. 
ii. Where resolution exceeds 60 days, written reasons and regular progress updates 

will be provided. 
e) Outcome:  

i. In all cases the outcome will be reviewed by the Chief Executive Officer of Go-
Train Industry. 

ii. Outcomes will be communicated in writing to the complainant, within 7 days of the 
resolution. 

iii. Corrective or disciplinary action may be implemented where required. 
 
7.3 Appeals and External Review 
a) If a complainant or respondent is dissatisfied with the outcome, they may: 

i. Request an internal review by an independent party; and/or 
ii. Seek external review through an appropriate independent body. 

b) Any costs associated with external review will be advised to the complainant prior to 
engagement. 
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8. Access & Equity    
The Go-Train Industry Access & Equity Policy applies.  (See Access & Equity Policy)    
 
9. Records Management   
Records of all complaints and their outcomes are maintained securely.  
Records of complaints include:  

a) How the complaint was dealt with;  
b) The outcome of the complaint;   
c) The timeframes for resolution of the complaint;  
d) The potential causes of the complaint; and   
e) The steps taken to resolve the complaint.  

All documentation from Complaints will be maintained in accordance with Records 
Management Policy.  (See Records Management Policy)    
  
10. Monitoring and Improvement   
Complaints and grievance outcomes are reviewed as part of Go-Train Industry’s continuous 
improvement and management review processes to identify systemic issues and 
opportunities for improvement (See Continuous Improvement Policy). 
  
11. ANNEX A: Complaints and Grievances Process  
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Complainant verbally raises concerns with Go-Train Industry management 

Matter resolved with Go-Train Industry staff member 

YES NO 

No further action required. Complainant completes a  
Complaints Form 

Complaint lodged with Go-Train 
Industry within reasonable timeframe. 

Staff member involved required to 
forward all documentation to the CEO 

or delegated representative. 

CEO or delegated representative 
commences investigation.  

CEO or delegated representative reviews all evidence 
and makes a judgement for resolution.  
Resolution is initiated within 28 days. 

The complainant is informed of the outcome in writing 
within 7 days of judgement for resolution.  

Complaint 
Upheld 

Complaint 
not Upheld 

Complainant is informed of the 
decision and their right to pursue the 

decision further with external 
agencies. 

Appropriate outcomes are 
implemented with the complainant. 
Root causes of complaint/grievance 

are identified and rectified. 


