Murwillumbah Community College

STUDENT HANDBOOK 2020

Introduction
Murwillumbah Community College (MCC) is a not-for-profit community-based organisation, a Registered
Training Organisation (RTO 90044) and in receipt of funding from the NSW Government and other sources
of funding from time to time.

We are dedicated to providing quality, affordable work based training and lifelong learning to members of
the community over the age of 15 years. This handbook is a condensed version of our Policy and Procedure
Manual and the office staff can provide students with more details of specific sections as requested.

MCC is a Registered Training Organisation Reg. No 90044 and delivers accredited VET training in accordance
with the Standards for RTO’s 2015.

Murwillumbah Adult Education Centre Inc. RTO 90044
T/A Murwillumbah Community College (ABN 56 803 584 952)
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Welcome


Thank you for choosing MCC to conduct your training and assessment in the course selected. We
hope you enjoy your learning experience with us.



The qualification, when successfully completed, will be recognised Australia wide. In limited cases
where and if we operate in a partnership arrangement, the Certificate may be issued by the
partner organisation. This will be clearly indicated before you commence the course or unit.



In acknowledgment that you may have work, family and household commitments we suggest that
you manage your time carefully so that the training and assessment requirements associated with
your course are kept on schedule.



This booklet gives an outline of our commitment to providing an enjoyable and quality learning
experience and to your responsibilities in joining your chosen training program. More detailed
information is available from our office, in our lecture rooms and from our trainers.

Contact


Our office is located at: Shop 9 Murwillumbah Plaza, 47 Murwillumbah Street, Murwillumbah NSW
2484.
Phone: 02 6672 6005



Email: manager@mbahcc.net and reception@mbahcc.net



Web site: www.mbahcc.net



The Manager and staff are available to answer your questions and to assist your training and
learning experience to be a successful one.



Please advise immediately any changes to your contact details.



None of your personal information will be divulged to third parties and student and staff
information will be kept confidential except where a legal obligation exists (refer to Page 6 – Your
Privacy).

Facilities


You will be informed upon enrolment and when attending an information session, in which
training room your course is being conducted and about other facilities.



MCC will provide tea and coffee to students and we ask that you help by leaving the area clean
and tidy.



Smoking is prohibited in all training venues and within a radius of 15m outside. The fire escape is
not a smoking area. Please go the footpath on the street in front of the Plaza to smoke.



No food or drink is to be taken into the computer facilities.



Toilet facilities are available upstairs. Please follow the corridor / passageway and signs to locate
female, male and disability accessible facilities.



A stair chair lift is available for those students and staff who may have difficulties with mobility.
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Other toilet facilities are located downstairs through the doorway between the Sushi shop and
the New Leaf cafe for customers of the Plaza. There is a key available from College reception to
access them.

Enrolment Policy and Procedure
Assessment processes that will be used in the course you are enrolling in prior to enrolment and/or the
commencement of training. This includes taking into account your existing skills and knowledge.

Procedure
We will implement the following procedures when enrolling students into training programs
1. We ensure all students are fully informed prior to enrolment by providing them with a Course
Information Sheet and a link to Student Information/Student Handbook on our website.
2. We supply students with information regarding funding opportunities.
3. Students who then choose to enrol are issued with Enrolment Forms. All students are individually
interviewed at enrolment and all are asked about disabilities or specific learning needs as per the
operational Guidelines of Smart and Skilled and our Community Service Obligation programs
4. The ability to complete the enrolment process independently and the completed Enrolment forms
provide the opportunity to identify any previously undisclosed support needs.
5. Any student identified with LLN issues who is enrolling in a Certificate III or above will be asked to
complete the Learning Resources Group, LLN Quiz Enrolment Form.
6. If it is necessary to find out more information regarding specific learning needs, and the student
gives permission, their Job Active / Employment Agency will be contacted to input into the student
Support Plan.
7. On enrolment students can be provided with a hard copy of the Student Handbook if requested
8. We deliver a face to face Information Session where we discuss the contents of the Student
Handbook and inform students regarding course content, training and assessment requirements,
RPL and Credit Transfer and answer any questions.
9. If a learning need is identified at the time of enrolment, appropriate support mechanisms will be
discussed with the student and relevant support agencies and support arrangements will be
developed as per the Student Support and/or the trainee is informed of the RPL and CT processes
as per the Recognition Policy. Notes are kept on student file and required reasonable adjustments
are made to training and assessment.
10. All trainees must supply a USI. If required, MCC will assist trainees with the USI application process.
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Student support
At MCCC we aim to provide a welcoming, inclusive and supportive environment for all.


The following range of support is available as required.
-

learning and study support

-

assistance with literacy and numeracy

-

access to IT facilities both in class and at other times

-

one on one and small group tuition

-

referral to external student and welfare services

-

career planning



If you feel you would benefit from extra support in any of the services listed above, please let us
know at enrolment or approach the Manager, your trainer or office staff at any time during your
training program



The type of support we can offer for with reading, writing, numeracy, communication or learning
in general includes one to one or small group mentoring. When you speak to us, we will develop
an individualised support plan.



If you identify with Language Literacy and Numeracy (LLN) issues, we may ask you to complete an
LLN assessment. This is very non-threatening and we use it as a tool to make sure you don’t enrol
in a course that you may not be able to complete or to identify suitable LLN support either from
our experience staff or from external resources such as TAFE.



If you experience difficulties with your hearing or vision or have a physical disability, we will make
every effort to assist you with accessing training. Please advise us at the time of enrolment.



If you cannot attend all your classes because of some unforeseen circumstances (such as illness or
emergency family commitments), we will attempt to provide a catch-up program for you to keep
on target in meeting your assessment requirements.



In special circumstances, students may be able to complete the course when it is next offered if
they have shown a commitment to the course and their absence will be a lengthy one. This can be
discussed with the Manager.



If you have a medical condition, it may be advisable to notify your trainer/tutor of your needs so
he or she can be prepared to respond if any difficulties occur. For example, diabetes hypos, allergic
reactions, seizures etc.



If you would benefit from extra support with reading, writing, numeracy, communication or
learning in general, there is assistance available within the College on a one to one or small group
basis with qualified staff so please feel free to discuss this with the Manager, your trainer/tutor or
office staff.



If you experience difficulties with your hearing or vision or have a physical disability, we will make
every effort to assist you with accessing training. Please advise us at the time of enrolment.
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If you have a medical condition, it may be advisable to notify your trainer/tutor of your needs so
he or she can be prepared to respond if any difficulties occur. For example, diabetes hypos, allergic
reactions, seizures etc.

Fees and Refunds.
Fees


Fees for Accredited Courses are due at time of enrolment and by agreement may be paid by an
initial deposit followed by regular instalments calculated over the duration of the course. This
arrangement is recorded in a payment agreement between you and the College.



Fee protection measures for students apply and initial deposits will not exceed $1500.



Accredited VET courses are GST free



A $25 fee is required to provide a copy of a Certificate or Statement of Attainment should you
lose your original copy.



Fees for Smart and Skilled funded courses will depend on your eligibility for free or concession
fees and you will be informed of the cost and any payment plan for fees to be paid by you prior
to enrolment. Please note, that depending on your eligibility, enrolling in a smart and Skilled
Funded qualification may affect the fees you have to pay if you wish to complete a second
qualification, that is, the fee for the second course may be higher than the fee for the second
course.



If we receive funding from any other sources, we will inform prior to enrolment you of the fees
and how enrolment may impact in your ability to enrol in any other funded program.



Details of fees for each of our courses are available in our Term Brochure or in our Course
Information Sheets, both can be obtained on our website or at the office

Refunds


Where a course does not proceed due to lack of numbers, you will receive a full refund of fees
paid. If we cancel, we phone you and offer you a full refund.



If you cancel prior to the start of the course a full refund will be given.



No refunds will be given once the course has commenced except under special circumstances
that can be discussed with the Manager.



Requests for refunds due to a perceived failure of the College to meet the Standards for RTO’s
2015 requirements or advertised outcomes will be treated fairly by reference to the Manager
and appeal to the Management Committee. Please refer to the Complaints and Appeals policy
available from the front office and in the Student Information section of our website.



MCC will provide a refund for any services paid for and not yet provided in the event of the
college having to terminate course deliver prior to the end of the training program.
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To request a refund, the student should put the reason for the request in writing and email to
manager@mbahcc.net Or hand your written request in at the office, marked attention - The
Manager.



If a refund is to proceed the student will need to attend the college for identification purposes
to receive the refund.

Recognition of Prior Learning (RPL) / Credit Transfer


Where clients have skills, knowledge and competence, MCC will provide access to RPL
assessments against accredited course/unit of competency learning outcomes and assessment
criteria.



The client will be charged an RPL fee based on the hourly charge out rate of the assessor and will
not exceed 70% of the fee for the unit of competency concerned.



If the student is not happy with an RPL assessment an appeals process is available.



MCC recognises VET qualifications issued by other Registered Training Organisations in Australia.



When you complete a course or a unit of the course at school, another Community College, RTO
or TAFE you may be able to receive a credit that counts towards completion of your qualification
at the College.

Access and Equity


We welcome all clients regardless of educational background, gender, marital status, sexual
preference, race, colour, culture, physical or intellectual impairment, religious or political
affiliation and economic circumstances.



We will attempt within our financial resources to provide literacy and numeracy support, learning
support and support for people with disabilities.



We will seek to maintain a fee structure that allows maximum community participation but
maintains financial viability for MCC.

Student Rights


To expect courses of high quality in a friendly and supportive environment.



To receive training and assessment that meets the NVR Standards for RTO’s 2015.



To be provided with sufficient information regarding the requirements of the training and
assessment to be able to make an informed decision regarding enrolment in the training
program.



To be informed of course outcomes and assessment tasks and rights of appeal as explained in
the Student Handbook and at the commencement of training.



To expect that personal records will be kept secure and confidential.
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To expect that courses will be conducted in a safe, clean learning environment free of
harassment and discrimination.



To expect that administrative matters such as enrolments, payments, course notes and awards
are handled efficiently.



To have access to MCC Complaints and Appeals Policy and Procedure if you are unhappy with
your treatment in any area of involvement with MCC.



To receive the training and support necessary to satisfactorily complete your training program.



To be personally issued with AQF Certificates and Statements of Attainment on successful
completion of the training course. This may be by mail to your given postal address.



To receive a refund for services not provided in the event of the training program being
terminated early including any fees for services delivered by a third party on our behalf.



To be fully informed of fees and charges to complete the training course, including charges for
equipment and materials.



To be provided with information regarding the implications of government training entitlements
and subsidy arrangements in relation to the delivery of the service and enrolment in other
training.



To be informed, as soon as practicable, of any changes to agreed services, including in relation
to any changes to existing third party arrangements, new third party arrangements or a major
changes to operations and business structure.

Student Responsibilities


To read and be familiar with the conditions of the Student Handbook, enrolment conditions
and prerequisites and provide accurate enrolment details and pay fees as required.



To treat staff and other students with dignity and fairness and refrain from disrespectful or
disruptive behaviour.



To attend classes on time in appropriate dress and be sober and drug free.



To ensure the security of your own possessions while attending a course; to assist in
maintaining MCC assets in good working order and to respect other students' possessions.



To complete all assessments when due.



To ensure all assessments are their own work and are not copied or plagiarised from any
source.



To behave in an ethical and responsible manner at all times when engaged in training and
assessment activities.



To meet your Workplace Health and Safety (WHS) duty of care responsibilities by immediately
reporting any WHS concerns or incidents and follow any WHS related instructions.



To provide an USI or give permission to obtain one on their behalf.

Murwillumbah Community College RTO 90044
Student Handbook April 2021 v9.1
9



To promptly report harassment, discrimination, theft, accidents, and unsafe work conditions to
your trainer/tutor or the office staff.



To respond to reasonable requests from your trainer.



To turn off mobile phones during classes to avoid disruption to the class.



To pre-arrange childcare arrangements as children are not permitted in class.

Consumer Protection
Consumer Protection Policy

Insert name of RTO is aware of its obligations to provide consumer protection for all students as
designated in the Competition and Consumer Act 2010, the NSW Fair Trading Act 1987, the NVR Standards
for RTOs 2015 and the Smart and Skilled Consumer Protection Policy. To ensure our customers are fully
protected and are aware or their rights and of avenues of complaint we have developed a Customer
Protection Strategy as listed below.

Insert name of RTO is committed to ethical marketing practices; we will not undertake marketing that
is misleading, deceptive or of unconscionable conduct and will take extra care when marketing to vulnerable
consumers who may be less able to understand what they are signing up for.
We understand that Australian Consumer Law applies to the following services all education and training
services, including:







advertising, marketing and promotion
soliciting and taking enrolments
training delivery
student assessment
handling of complaints by training providers
requests to cancel a student’s enrolment.

The ACL also applies when these services are provided by Subcontractors and Brokers (referred to as Third
Parties) on our behalf

Customer Protection Procedures
To ensure that MCC meets its customer protections requirements, the following procedures are in place


A Quality Assurance Statement will be published that ensures training and assessment services will
meet the legislative requirements of a Registered Training Organisation, be fit for purpose and
delivered in the advertised timeframe.
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All information provided about training products and services will be accurate and factual.



We will not offer any incentives of any kind to encourage enrolment in a training product.



Information about any Subcontracting and/or Brokering arrangements with regard to recruitment
and training and assessment will be provided.



We will monitor any marketing made on our behalf by Third Parties in accordance with our Third
Party Policy



We will not make any guarantees to the effect that learners will successfully complete their training
program, obtain employment on completion or that a training product will be delivered in a
manner that does not meet the Standards for RTO’s 2015.



We will inform learners before they enrol of any entry requirements. These will be published in our
course brochures/information and on our website and may include English language proficiency or
meeting particular licensing requirements.



We will establish that learners meet entry requirements before they can be enrolled, and we will
not knowingly enrol a person who is unlikely to successfully complete the training program.
Circumstances that may limit a person’s ability to complete training include, but are not limited to,
disabilities, chronic illness, LLN or English as a Second Language (ESL) issues, lack of internet
connection when online access is required to complete training or the inability to meet any
licensing requirements.



We will not enrol anyone in a course without seeking and receiving their informed and explicit
consent.



Marketing by email will meet the legal obligations of the Spam Act 2003, namely:


it is only directed to previous learners or people who have given express consent or where
inferred consent can be established,



it clearly and accurately identifies the sender of the message and provides information on
how they can be contacted,




there is an unsubscribe option.

MCC does not undertake any unsolicited marketing such telemarketing or direct marketing at a
location other than our premises (including door to door sales).



Learners will be informed of any limited entitlement schemes that may impact them by enrolling in
a training product. This includes where learners can only access one course in a limited time frame
and where they may be excluded from funding for other training.



Learners will be provided with the following information prior to enrolment:


The Complaints and Appeals Process



Fees, Charges and Refunds
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Fee Protection



Their Rights and Responsibilities.



Arrangements if training and assessment services in which they are enrolled can no longer
be provided.



We will advise learners as soon as practicable of any changes to agreed services, including in
relation to any changes to relevant legislation, existing subcontracting or brokering arrangements,
new subcontracting or brokering arrangements or a change in ownership.



Any allegations made in relation to the conduct of a Third Party and its trainers assessors and/or
other staff will be investigated and dealt with according to the Complaints and Appels Policy.



Any complaint will be treated as an opportunity to review and improve our service and will be
included as part of our Continuous Improvement Process.



Written consent will be obtained from anyone whose photograph, testimonial, logo or work is used
in any form of marketing or promotion.



All personal information will be recorded and stored in line with the National Privacy Principles.


Smart and Skilled
For students undertaking training and assessment under the Smart and Skilled the following procedures are
additional to the points above:




The Manager will be the designated Customer Protection Officer. Their role will be to handle all
complaints and grievances and to ensure compliance with Consumer Protection legislative and
Funding Body contractual compliance.
The contact details of the Customer Protection Officer will be made available to all clients on the
website and in pre-enrolment information.



Details of, or links to, the Smart and Skilled website and 1300 77 2104 contact number will be
made available on all public information including the website, brochures/information downloaded
from then the website or printed, enrolment forms and student induction material.



A link to the Smart and Skilled Consumer Protection Strategy will be included in Student
Information available on our website.



Every attempt will be made to resolve any student complaints using the Complaints and Appeals
Policy.



If after following the Complaints and Appeals Process, a student feels matters are unresolved to
their satisfaction and wish to inform a third party, they will be provided with contact details for
NSW Department of Education and Communities Consumer Protection Unit for Students.



Students will sign to confirm they have received Consumer Protection Information.
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Attendance in class


You are required to sign a class roll that will be marked off at each class. This is a requirement for
the College's data collection in meeting the required standards.



Students who are more than 30 minutes late may be marked absent unless there is a reasonable
reason provided to the trainer/tutor. It is best to ring ahead if possible to let the trainer/tutor know
that you will be attending late.



Students are expected to attend 80% of classes; if you are going to be absent, in excess of 80% of
the time please discuss the reasons with your trainer.



In exceptional circumstances, the trainer may provide extra material and assignments for a student
to make up lost class time (this may incur an additional charge).



Please note: If you need to interrupt your attendance in your course for any reason, you cannot
assume that the same Qualification rules will still apply when you try to resume the course at a
later date. Qualification rules change about every 4 years, so to resume an interrupted qualification
please check with the College office as to which of the Statement of Attainments you originally
received are still relevant.

Complaints and Appeals Policy and Procedure
This is available to you from the front office or in the Student Information section of our website. It is also
available as Attachment 1 at the end of this Handbook.
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Student Discipline


Failure to meet student responsibilities may result in disciplinary action being taken.



Disciplinary action could include –
-

A formal warning

-

Suspension while an investigation takes place

-

Withdrawal of assessment

-

Termination

-

Legal action to recover damages

Work Health and Safety


MCC is committed to the safety and well-being of students, staff and visitors.



Students and staff both have a responsibility to be alert to potential hazards and report dangerous
situations to the person responsible for that venue.



First Aid kits are located at each venue and an accident report form is in the trainer/tutor file to
report any first aid incident.



Training will be terminated if a venue becomes unsafe and all staff and students must vacate the
area to designated mustering points.



Only attempt to fight a fire if you have training in operating a fire extinguisher and have direct
unimpeded access to an exit.



The main hazards to avoid in the College are faulty electrical equipment and cabling, slippery
floors, unsafe lifting, and unsafe climbing.



When using computers, take the time to adjust your seating position to an ergonomically sound
position, which your trainer will describe.



Keep access ways and exits clear and work areas clean and free of rubbish.



The rear fire escape is only for the purpose of evacuation.

Your Feedback


During and at the end of the course you will be asked to complete a student feedback form that
looks at your level of satisfaction with the administration and delivery of the course and ways of
improving our services.



We welcome your feedback whether you are satisfied or dissatisfied as this helps us identify ways
in which we can improve the College's training, administration and student services so please take
the time to complete this form. Both constructive criticism and acknowledgement are welcome.
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Your Privacy


Information concerning students, including information submitted on enrolment forms will be used
by Murwillumbah Community College or other authorised organisations for the purposes of general
student administration, communication, state and national reporting, program monitoring and
evaluation. The information may be disclosed to the National Centre for Vocational Education
Research (NCVER) and/or an agency authorised to undertake surveys.



The provision of this information is necessary for both enrolment and re-enrolment. Information
provided will be held securely and disposed of securely when no longer needed. You may access your
personal information by contacting the College on Ph: 02 6672 6005.

Further Information about the VET system for students


To attain a nationally recognised Certificate or a Statement of Attainment, students will need to
provide their trainer / assessor with evidence that they meet the competencies required in the units
of the course. There are no formal exams (as used at school and university) in the VET system.



It is possible in the VET system to attain a qualification by an assessment only pathway where the
student has significant evidence that they meet the competency requirements and this process is
known as Recognition of Prior Learning (RPL) mentioned earlier in the Handbook.



Most training packages require assessment of knowledge and observation of skills in the workplace
or simulated situation.

Definitions in VET training and assessment.


VET – Vocational Education and Training



Assessment – The process of gathering and judging evidence in order to decide whether a person
has achieved a standard or objective.



Competency – 'The consistent application of knowledge and skill to the standard of performance
required in the workplace’ - refer to website www.voced.ed.au



Competency based assessment – The gathering and judging of evidence in order to decide whether
a person has achieved a standard of competence.

Assessments


To be considered for a final assessment of competency in a module or unit you will be required to
complete assignment tasks and failure to do so may result in a student not being considered for
assessment or being awarded a verdict of 'not yet competent'.
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If you do not complete an assessment task satisfactorily on the first attempt, you will be given
feedback by your assessor and time to revise the required skilled and knowledge before attempting
the assessment again.



Assessments may be handwritten, printed or submitted electronically. Your trainer will provide you
with information regarding how you should submit your assessments and with a timetable of final
close off dates for submission of assessment tasks/assignments.



It is important that you understand the assessment tasks clearly. Ask your trainer if you are not
sure of the task.



If you have to complete work placement as part of your training program, you will be informed of
when your assessor will visit you to observe you in the workplace. You will also be given detailed
information of what the assessments entail prior to commencing your work placement.

Authenticity of work
When you submit a written assignment for assessment, it must be in your own words and not copied from
anyone else or any other source. Any work found to be plagiarised or copied will be not be accepted and
you will be expected to complete the assessment task again.

Assessment Appeals Procedure
For information on how to appeal and assessment decision, refer to the Complaints and Appeals Policy
included in this Handbook.

Recognition of Prior Learning (RPL)
RPL is the process by which your existing skills, knowledge and experience are recognised towards the
achievement of a qualification. These skills may have been obtained through Training Programs; Work
Experience; Voluntary Work; Schoolwork, Life or Sporting experience.
If you apply for Recognition and are successful, it can save you time in achieving a qualification as you do not
have to repeat learning for skills and knowledge you already have.
All students are entitled to apply for Recognition of previously learnt skills and knowledge. To be awarded
RPL you must provide evidence of when and how that competency was acquired.
To ensure that we assess your application for RPL in a consistent and fair manner we have developed the
following process:
1. If you feel you want to apply for RPL, contact our office; we will explain the initial application
process and send you out an RPL Application Form.
2. When we receive the completed RPL Application Form, we will arrange for you to meet with the
assessor to discuss your application and make sure you understand the evidence collecting process.
At this stage, you will be given an RPL Assessment Kit.
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3. We will schedule further meetings to assess the evidence you have provided
4. When all the evidence has been submitted, the assessor will decide if you are competent in all
aspects of the unit(s).
5. If yes: Statements of Attainments are issued for the units achieved or a Certificate is issued if you
have achieved competence in all units in a Qualification.
6. If no: a meeting will be arranged with the assessor to explain areas requiring further evidence or
training.

Credit Transfer (CT)
MCC recognises the training you have successfully completed with other RTO’s (or previously by us) and
can apply credit to units on provision of Certificates or Statements of Attainment.
Our Credit Transfer Process is as follows:
1. Any student is entitled to apply for credit transfer in a course or qualification in which they are
currently enrolled.
2. You will be required to complete the Credit Transfer Application Form and present it to us with
your Statement(s) of Attainment or Certificate. You will be asked submit originals for copying and
endorsement by our staff or copies that are certified as true copies of the original by a Justice of
the Peace (or equivalent).
3. You can apply for Credit Transfer at any time but we encourage you to apply before commencing a
training program. This will reduce unnecessary training and ensure a reduction in your student fee
if Credit Transfer is awarded.
4. Credit transfer can only be awarded for whole units of competence that meet the packaging rules
of the Qualification you are enrolled in. Where only a partial credit is awarded, this will not be
considered for credit transfer and you will be advised to seek RPL.
5. You cannot enrol in a training program only for credit transfer.

Assessment Methods
Each nationally recognised unit contains a number of elements of a competency that the evidence gathered
must address. Your trainer will use a range of evidence gathering techniques, which may include –


Written answers to questions completed at home or in the classroom.



Verbal questioning.



Observation of role-playing or simulation of situations in class.



Observation of presentations made in class and/or the workplace.



Observation of tasks completed in the workplace.



Feedback from supervisors or third parties in the workplace.
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Portfolios and projects.



Recognition of Prior Learning where appropriate.

You will be informed of the assessment methods to be used in the assessment instructions given to you
prior to assessment.
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Attachment 1: Complaints and Appeals Policy
Complaints and Appeals Policy
The College is committed to listening clients and accepting feedback and grievances about the College, its
marketing, administration, staff and its training and assessment processes and assessment outcomes. The
complaints and appeals policy of Murwillumbah Community College will ensure that all complaints are
dealt with in a constructive and timely manner.

Complaints and Appeals Procedures
•

Students are encouraged in the first instance to talk to the Trainer or Assessor about their issue
or concern with the assessment process or assessment outcome. The Trainer/Assessor will make
of notes of the concern and follow up with the College Manager

•

If the problem continues or is not easy to resolve informally a meeting with the College Manager
is arranged. Students can elect to bring a representative. A record of the meeting is kept including
the grievance and the proposed solution that is agreed at the meeting. Any investigation of
matters raised is followed up and a response made within an agreed timeframe. Both parties
are to sign this record of the meeting.

•

If the student is not satisfied with the above actions, a written grievance can be made. A
Grievances form is on the website, in of the Student Handbook and available from the office.

•

On receipt of a written grievance, the Management Committee will be advised of the complaint
and the grievance will be heard by an internal panel. The panel’s decision will be provided in
writing within 7 days of the panel meeting. The student has the opportunity to be heard by the
panel.

•

If the matter is still unresolved, an independent mediation body will be assigned to examine the
matter. The selection of an independent adjudicator will be managed by the College manager
with the mutual agreement of the complainant. There will be no fee for service provided to the
independent adjudicator except where travel or office expenses are encountered.

•

The student will also be informed that other venues of complaint include:


VET training delivery and assessment matters can be taken to the NSW Department of
Industry or ASQA



NSW Department of Fair Trading or the NSW Ombudsman deals with non-training issues.



Students have the right to take further action under Australian Consumer law and the right to
pursue other legal remedies.



If the grievance is substantiated, the organisation is responsible to follow up on the issues, modify
policies and procedures if required and record this action.
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Complaints and Appeals Form
CONFIDENTIAL COMPLAINTS and APPEALS FORM
Name of person making
complaint or appeal
GRIEVANCE (detailing circumstances and the event in question)/Reason for Appeal

DESIRED RESOLUTION

Signature of Complainant:
Date:
Drop this form at the College office for attention: College Manager:
Or post to PO BOX 552 Murwillumbah NSW 2484
Email: reception@mbahcc.net
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