
 
 

Complaints, Appeals and Disputes 

Standard 8 

The National Code recognises that both internal and external complaint and appeals processes play a 
role in ensuring that grievances are appropriately heard and addressed for both the student and the 
registered provider. These processes will enable students to firstly seek recourse using the registered 
provider’s internal processes, and then if needed, through an independent, external person or body.  

The complaints and appeals requirements stipulated in Standard 8 may be satisfied by the processes 
established by the registered provider to satisfy other regulatory requirements. As the student’s stay 
in Australia is subject to the period of his or her student visa, the timeliness of decision making is a 
consideration in the development of appropriate complaints and appeals policies, procedures and 
practices (Standard 8) 

 

Policy 

In order to give the student an opportunity to have complaints, appeals and disputes heard and 
resolved according to the principles of natural justice, Headmasters Academy has established a fair, 
objective, informal and accessible dispute resolution procedure.  

It is the policy of Headmasters Academy that any grievance lodged by a student will be resolved as 
swiftly as possible with fairness and equity to all concerned and at no cost to the student. 

 

Procedures 

Lodging a complaint 

This procedure is to be used for the lodgement of complaints of a general or specific nature initiated 
by the student.  An example of such a complaint may be where a student is dissatisfied with an 
aspect of course or delivery of the course by Headmasters; or wishes to lodge a complaint regarding 
a staff member of the Academy.  

Any student wishing to notify a grievance should lodge the complaint with the Campus Director.  
Following the initial interview, and if the issue raised by the student cannot be solved by an informal 
process of discussion and resolution, details of the student’s complaint are to be recorded on the 
Academy grievance form and signed by the student and the Campus Director. The complaints 
process is to begin within ten working days of formal lodgement and the outcome to be conveyed to 
the student in writing.   

If the student is unhappy with the decision he/she has the right to appeal to the Directors. The appeal 
must be in writing and received within 20 working days of the decision being appealed against.  

Depending on the nature of the complaint the appeal process may require a meeting of the parties 
involved. The appeals process will commence within 10 working days of the receipt of the written 
formal lodgement of appeal of the decision and the student will be provided with a written statement 
outlining the outcome of the appeal and giving reasons for the decision.  

If the grievance is still not resolved it may be taken to an appropriate external and independent 
authority.  

If the student's complaint is upheld HM will take immediate action to remedy the situation depending 
on the type of complaint. 

At each stage in the grievance procedure student will be given every opportunity to present his/her 
case and to be accompanied by a representative of his/her choice. 

 

 



 
 

Lodging an appeal 

This procedure is to be used when a student disputes or disagrees with a decision made by the 
Academy in relation to the particular student.  An example of such an appeal may be when the 
Academy has written to the student advising of a decision regarding his/her enrolment status. The 
student has 20 working days from the date of the letter to initiate an appeal. 

Upon receiving a notice of appeal the Academy will acknowledge the student’s appeal and inform the 
student of the progress of the appeal.  Every attempt will be made to resolve the dispute within 20 
working days.  Where this is not possible due to the nature of the appeal the student will be kept 
informed as to the progress of the matter. 

The student will be provided with a written statement outlining the outcome of the appeal and giving 
reasons for the decision.  

If the student is not satisfied with the outcome of the appeal s/he may lodge an external appeal or 
complaint with third party. 

Overseas students may contact the Overseas Students Ombudsman. The Overseas Students 
Ombudsman offers a free and independent service for overseas students who have a complaint or 
want to lodge an external appeal about a decision made by their private education or training 
provider. See the Overseas Students Ombudsman website www.oso.gov.au or phone 1300 362 072 
for more information. 

Local students may contact Leadr.  Leadr is a national association of dispute resolvers.  Leadr is 
contactable by phone (free call) on 1800 651 650 or by email to leadr@leadr.com.au.  Students who 
wish to contact LEADR should request information regarding costs at the time of the appeal.  
Information can be gained from Student Services. 

The student’s enrolment will typically remain active throughout the appeals process.  That is, the 
enrolment or eCOE will not be cancelled while there is an ongoing appeals procedure.  However, 
Headmasters Academy reserves the right to restrict access to study opportunities should it deem it 
appropriate. 

At any time throughout the grievance resolution process the student may have present at any or all 
discussions a representative of their choosing.  HM grievance procedures do not circumscribe the 
student’s right to pursue other legal remedies. 


