[ External Complaint Process ]

The College acknowledges complaint
within 2 days of receipt
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Speak to Complainant
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Assess the complaint and determine how
best dealt with and record on Assurance.
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Are the issues raised...

RECORDIN
ASSURANCE

Frontline

Formal

!

} !

Gomplex / Serious /
Systemic

Unlikely To Be Easily
Resolved

~

I |
L2

Allocate the matter to the relevant staff member
for investigation and resolution and advise the
complainant of the process
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Relevant staff member obtains relevant evidence
and maintains a complete record of the
investigation
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Make an objective and fair decision on the weight
of the evidence available.
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Prepare an outcome statement setting out the
steps taken and the reasons for the decision

Easily Resolved
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Resolve the matter and advise the complainant of
the outcome. Is the complainant still aggrieved?
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Principal to consider whether an
internal review is appropriate.
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If appropriate, allocate the matter for
internal review and advise the
complainant of the process.

Where the investigation identifies an error, take
appropriate remedial action
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Resolve the matter and advise the complainant of
the outcome. Is the complainant still aggrieved?

Review the complaint process to date,
and make an objective and fair decision
on the weight of the evidence available
to either confirm, vary or reverse the
outcome, as appropriate
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Advise the complainant of the internal
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review outcome and any avenues of
external review
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