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Form - Application - Complaints and Appeal
RTO S6 & ESOS-S10

	Section A: Please read the following information before completing the form

	Lawson College Australia strives to provide satisfactory services to its students, clients, employers and other persons and encourages complaints or disputes to be handled immediately and effectively via respect and open communication channels.   However, a complaint may arise that requires formal resolution. 

All formal complaints and appeals processes will commence within 10 working days and responded to efficiently to ensure an effective resolution within a reasonable timeframe; usually twenty (20) working days from receipt of the complete application or as soon as practicable. However, in some cases, particularly if the matter is complex, the resolution may take longer. Please note that the availability of complaints and appeals process does not remove the right of the student to take action under Australia’s consumer protection laws.

Please read the Lawson College Complaints and Appeal Policy and Procedure  http://lawsoncollege.edu.au/international-student-policies/ to familiarise yourself with the policy and procedure [including timelines] relating to a complaint and appeal. 

To commence the formal complaints and appeal process please complete the attached Complaints and Appeal Application email to: compliance@lawsoncollege.edu.au


	Complaints and Appeals may be academic or general in nature: 

	· Academic:  Assessment and results; complainant progress; curriculum content and delivery and conferral of awards [Please complete Attachment A- page 3 of this Form]
· General [non-academic]:  Customer services and administration, marketing and information, facilities, fees and finance related matters and welfare.

	Stages

	Pre-stage 1: Informal process – internal
· Communication between the parties. The overseas student is encouraged, wherever possible, to resolve concerns or difficulties directly with the person(s) concerned to deal with the issue before it becomes a formal complaint (Pre-stage 1 - informal). Lawson College Australia’s staff are available to assist students to resolve their issues at Pre-stage 1 - informal level and/or to assist the student with lodging the relevant documentation for the submission of a Stage 1 -formal complaint and if still not resolved escalate to Stage 2 -formal process. If resolved - no further action.
Stage 1: Formal process – internal
· Student completes Form – Application - Complaints and Appeal – Stage 1. The receipt of the complaint will be acknowledged in writing within 5 working days of receiving the complaint. The Case Manager and the Complaints and Appeals Committee will decide on an appropriate resolution and advise the complainant in writing how the matter will be resolved along with reasons for the decision within usually twenty (20) working days of receipt of the complete Appeal and Complaint Form, or as soon as possible. If resolved - no further action.
Stage 2: Formal process – internal
· If not resolved in Stage 1 process the student can lodge a written statement of appeal of the outcome of Stage 1 with CEO (delegate) within 5 working days of the date of the written communication regarding the outcome of Stage 1. If resolved – no further action 
Stage 3: An external appeals process
· Internal processes must precede any external appeal and students must inform Lawson College Australia of their intention to proceed to an external appeal. If no resolution in Stage 2 processes, the student may appeal to an external complaints or appeal process. The student advises Lawson College Australia that they remain dissatisfied with preceding outcome decision of Stage 2 and wish to access an external body which is appropriate for the complaint or appeal, at their own cost.  In this instance Lawson College Australia will advise the student to access an external body as outlined below within 10 working days of the completion of the internal review.



	Section B: Personal Details	

	LCA Student ID
	L
	C
	A
	Type here.
	Family name
	Type here.	Given names
	Type here.
	Date of birth
	Type here.	Gender
	☐ Male
	☐ Female
	☐ Others

	Nationality in passport
	Type here.	Passport No.
	Type here.
	
  
 Postal Address
	Please provide the physical address (street number and name not post-office box)
Type here.	
Suburb Type here.                                                              State  Type here.                   Postcode Type here.
	

	Email
	Type here.
	Telephone 
	  Mobile Phone: Type here.
	 Home Phone: Type here.




	Section C: Complaint/ Appeal Details 

	The Issue that is the cause for the complaint (please tick off the correct box)

	☐    Assessment Outcome[footnoteRef:1]                  	☐     Workplace Health and Safety             ☐     Access and Equity   [1:  Please complete Attachment A- Formal appeal- Assessment Task/grade] 

☐    Marketing and Advertising          	☐     Record Management	☐      Training Resources               
☐    Fees and Charges                            		☐      Student Refund    	
☐    Other [please specify:  Type here. 

	Supporting details/evidence (please complete)

	Details of complaint including relevant dates, times, course etc

Please note if the Complaint and Appeal is in relation to an Assessment outcome, Attachment A must be fully completed and submitted.
	Type here.
	Evidence that supports the complaint of the issue ticked above

	Type here.
	Details of steps that have already been taken to resolve the issue

	Type here.
	Suggestions for how the issue might be resolved

	Type here.


	Section D: Student Declaration

	· I the undersigned have read and understood the Lawson College Australia Policy and Procedure - Complaints an Appeals located in http://lawsoncollege.edu.au/international-student-policies/ 
· I am aware that I can informally discuss this matter with the relevant staff member to resolve the issue before it becomes a formal complaint
· I declare that the information supplied on this form and the attached supporting evidence provided is true and correct
· I acknowledge that providing false or incorrect information or withholding any relevant information relating to my application may cause delay or rejection of my application. 
· I understand that I must remain enrolled as a student at Lawson College Australia during the complaints and appeal process. 
· I understand that I must maintain all requirements as relevant to your student visa conditions
· I am aware that I am encouraged to seek advice and support from the Lawson College Australia Student Support and Welfare Officer to complete this Complaints and Appeal form.
· I understand that at any stage in the internal complaint or appeal process I am entitled to have my own nominee present.
· I understand that my application will be assessed according to the current Lawson College Australia Policy- http://lawsoncollege.edu.au/international-student-policies/ 

	Complainant/Student signature
	   Type here.

	Date
	Type here.











	OFFICE USE ONLY

	☐	Complaints and Appeals Register updated

	☐	Student notified in writing of outcome 

	☐	Documents uploaded to Student File Wisenet

	☐	Corrections and/or interventions implemented or referred to appropriate person to be implemented 

	Comments:  Type here.



	Actioned by:
	Type here.
	Signature:
	

	Date:
	Type here.
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Formal appeal - assessment task/grade

[This completed form is to be attached to the Application for Complaint and Appeal if the appeal relates to assessment task or final result of unit/subject]

Overview
Informal process
Before lodging a formal appeal, you must make a request for an initial review of your assessment task with the Unit/Subject Coordinator or the relevant staff member responsible for making the assessment.  This form may be used as a basis for this informal discussion if you wish.

Formal process
If you are dissatisfied with the outcome of the Initial Review, you may lodge a formal appeal as outlined in Lawson College Australia Complaints and Appeals – policy.

Form -assessment task/grade
This form is to be used when the subject of a Complaint and appeal relates to assessment task or result of unit and you have evidence that the mark or grade you received is unfair or incorrect.  

	Assessment appeal and documentation details (Mandatory fields)

	Name and Unit Code appealed
	Type here.
	Task number/s
	Type here.
	Unit Coordinator/Trainer/Assessor
	Type here.
	Basis/ Grounds for Appeal -Provide detail and evidence.


	Basis for Appeal 

	Documentation Required from Student as applicable
	Comments

	
	☐  A copy of the unit outline 
☐  A copy of the assessment description
☐  The original assessment you submitted
☐  A brief explanation of how your work shows that you have met the agreed assessment criteria
☐  A brief outline of situation that impacted the result of the task/unit and 
☐  Evidence attached e.g., medical certificate 
	Type here.









	Student declaration 

	· I am aware that I can informally discuss this matter with the relevant staff member to resolve the issue before it becomes a formal complaint
· I am submitting this complete Attachment A: Formal appeal – assessment task/grade within 20 working days of the assessment decision being made
· I am submitting this Attachment A: Formal appeal – assessment task including reasons [basis] why the assessment appeal is being made
· I understand that if my assessment task/s is re-marked as part of the complaints and appeal process, that the grade/code of Satisfactory (S) or Not Satisfactory (NS) will be the final grade/code of the re-marked assessment task/s and no further complaint or appeal considered for the assessment task/s.

	Student name [print]:  Type here.
	Student signature: 



	Date:  Type here.
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