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Procedure Information

	Procedure Name:
	VET FEE-HELP Academic Grievance and Appeals

	Procedure Number:
	6022

	Current Version:
	07 – 11/03/2010

	Next Revision Date:
	11/03/2011

	Purpose:
	This procedure provides information relating to Grievances and Appeals for students and persons who are or would be entitled to VET FEE-HELP assistance (HESA – Schedule 1A, Part 1, Subdivision 4D, Clause 19 and VET Provider Guidelines – Chapter 600.. The Grievance and Appeals process is at no cost to the complainant, and is applicable regardless of the location of the Southbank Institute of Technology (SBIT) campus at which the Grievance or Appeal has arisen, the complainant’s place of residence or the mode in which they study. This procedure provides information to staff on how to conduct appeals.

	Scope:
	This procedure applies to both students and persons seeking to enrol that are, or would be, entitled to VET FEE-HELP assistance under clause 43 of Schedule 1A of the Act. The VET FEE-HELP Academic Grievance and Appeals Procedure relates to SBIT activities including academic misconduct, enrolment determinations, student progress, assessment, awards and learning materials and include complaints in relation to the student’s academic records.

	Procedure Owner:
	Director, Product Innovation

	Procedure Author:
	FEE-HELP & Scholarships Coordinator, Product Innovation, Alicia Bettles

	Policy Reference(s):
	SBIT Policy No. 622 – VET FEE-HELP Academic Grievance and Appeals

	Procedure Location:
	This procedure can be located via the SBIT website or by clicking on the link below: http://www.southbank.edu.au/fee-help


Revision History

	Revision Date:
	Status: (Draft/Final)
	Summary of Changes
	Prepared/Approved By:
	Revision #:

	07/04/2009
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	Procedure Established
	FEE-HELP & Scholarships Coordinator
	01

	20/04/2009
	Final
	Added timeframes for resolution of grievance/appeal
	FEE-HELP & Scholarships Coordinator
	02

	08/05/2009
	Final
	Procedure updated to accommodate Board feedback from Higher Education documents
	FEE-HELP & Scholarships Coordinator
	03

	18/05/2009
	Final
	Procedure endorsed by Institute Board
	Institute Board
	04

	03/09/2009
	Final
	Updates made and approved as a result of RFI on VET FEE-HELP Application
	FEE-HELP & Scholarships Coordinator
	05

	17/11/2009
	Final
	Updates made and approved as a result of RFI2 on VET FEE-HELP application 
	Chief Executive Officer (delegated officer of the Institute Board)
	06

	11/03/2010
	Final
	Minor update made and approved as a result of RFI3 on VET FEE-HELP Application
	Chief Executive Officer (delegated officer of the Institute Board)
	07


Glossary of Terms/Definitions

	Terms
	Definition

	RACI Chart 
	A matrix used to define roles and levels of responsibility or involvement in a process. Consists of Accountable, Responsible, Consulted and Informed positions.

	RACI Chart Roles:         A – Accountable


	• This Position is ultimately accountable for the task being performed adequately

• Only one Position can be Accountable

	RACI Chart Roles:            R – Responsible 


	• This Position is responsible for actually completing the tasks, which generally means reviewing, or contributing to (if required), the task to ensure that the requirements have been met. 

• The requirements of the Consulted Positions need to be taken into account and the Informed Positions need to be notified once complete

• Responsibility can be shared and in some cases the Responsible Position may also be the Accountable Position

	RACI Chart Roles:           C – Consulted


	• This Position is typically a subject-matter expert who may require consultation in order to complete the task adequately

• The Responsible Position should keep the Consulted Position in the loop as the decision may have an impact on the business area of the Consulted Position.  This requires two-way communication and input from the assigned Position

	RACI Chart Roles:              I – Informed


	• This Position needs to be informed once a decision or action is taken, or the task is complete

• This involves one-way communication only as the Informed Position needs to be kept in the picture

	Academic Misconduct
	Academic misconduct includes but is not limited to cheating, including supporting others in cheating, plagiarism, electronic plagiarism, unauthorised collusion and falsifying information.

	Appeal
	Request by a complainant to have a matter heard and/or re-considered after receiving an unfavourable decision.

	Appeals Panel
	A panel formed to hear VET Academic Grievances and Appeals.  The panel will comprise of three members of the Southbank Institute VET Academic Board including the Chair (ex officio) and two other members: one internal and one external, which have no previous involvement in the matter under appeal.

	Compassionate or Compelling Circumstances
	Circumstances considered to be beyond the control of the complainant and may include:

Serious injury (a medical certificate is provided);

Bereavement of close family members (a death certificate may be provided);

Major political upheaval or natural disaster in their home country;

A traumatic experience (ie car accident; witnessing a crime or being involved in a crime etc).

	Complainant
	A student or person seeking to enrol that is, or would be, entitled to VET FEE-HELP assistance under clause 43 of Schedule 1A of the Act, who makes a complaint to SBIT.

	DEEWR
	Department of Education Employment and Workplace Relations – previously known as DEST.

	External Appeal
	Appeal heard by a party external to SBIT.

	Grievance 
	A cause of dissatisfaction where the complainant has an honest belief, based on reasonable grounds, that an academic decision and/or action, an administrative decision and/or action, or the behaviour of another student or staff member is unfair and/or unreasonable.

	HYS
	Have Your Say – Procedure for complainants to provide feedback on the products or services offered by SBIT.

	Internal Appeal
	Appeal heard by staff within SBIT.

	Ombudsman
	The Queensland Ombudsman's Office is an independent complaints investigation agency. The Ombudsman investigates complaints about the actions and decisions of Queensland public agencies and their staff that may be unlawful, unreasonable, unfair, improperly discriminatory or otherwise wrong. 

	SBIT
	Southbank Institute of Technology

	VET FEE-HELP
	The Commonwealth Government loan scheme to assist eligible students to pay their VET tuition fees, and can cover all or part of the student’s tuition fees for VET unit/s of study which form part of a VET course of study. These must be undertaken with a body which is approved as a VET Provider under Schedule 1A of the Higher Education Support Act 2003 (HESA).


Procedure Measures

	Procedure Measures
	Target

	Successful resolution of all Grievances and Appeals
	100%


Distribution

· All Directors

· All educational staff dealing with VET students or persons seeking to enrol

· All non-educational staff dealing with VET students or persons seeking to enrol

· All students and persons seeking to enrol at SBIT (via SBIT website) 

Assurance
SBIT guarantees all Grievance and Appeals records will be treated as confidential. 
SBIT will communicate this procedure to relevant staff through staff email broadcasts and is available via the staff intranet procedure repository. The FEE-HELP Coordinator will provide full training to relevant staff in the application of this procedure. 

SBIT will ensure that staff and complainants involved will not be victimised or discriminated against as a result of their grievance. 

SBIT will provide staff and complainants with the opportunity to nominate a third party to accompany and assist them at any stage of this procedure, if so desired.

SBIT will store records of all grievances, their applications and outcomes, in their Records Management area, located at Level 2, Block 1, 120 Clearview Terrace, Morningside QLD for a period of five years. All parties to the complaint will be allowed appropriate access to these records. 
Procedure Instructions

	No.
	Activity
	Responsibility
	Supporting Documents

	1. 
	VET FEE-HELP Academic Grievance and Appeals
	Director, Product Innovation
	QF188 

	2. 
	Informal complaint raised about an unfavourable and/or unreasonable decision within seven calendar days of decision being received

This may be verbal or in writing to the SBIT Staff Member(s) involved.

If a Complainant is uncomfortable with submitting a complaint direct to the involved staff member, proceed to No.5.
	Complainant 
	Nil

	3. 
	Discuss the matter with the person(s) involved within seven calendar days of complaint being received

If this is not possible, proceed to No. 5.
	Complainant 
	Nil

	4. 
	Complaint resolved? If yes, end process. If no, continue to No. 5
	Complainant 
	Nil

	5. 
	Lodgement of formal complaint with relevant Head of School
	Complainant 
	Nil

	6. 
	Review the complaint and make a decision on outcome

Decision is to be made within 15 working days and communicated to the Complainant in writing and will include reasons and a full explanation for the decisions and actions taken.
	Head of School
	Nil

	7. 
	Resolution achieved? If yes, end process. If no, continue to No. 8
	Complainant 
	Nil

	8. 
	If this does not resolve the complaint, submit the appeal in writing by completing a QF188 - VET Academic Grievance and Appeal Form for consideration by the VET Academic Appeals Panel
All documentation must be original documents or JP certified copies (no photocopies or facsimiles will be accepted), and lodged within 20 days of notification of the decision.

Complainant must outline the decision and reasons for the Grievance or Appeal including any compassionate or compelling circumstances and may provide documentary evidence in support of their appeal.
	Complainant 
	QF188 - VET Academic Grievance and Appeal Form

	9. 
	Within 10 working days of receiving the application form, consider the Grievance or Appeal application via a hearing which the Complainant and/or Respondent and representatives may attend
	VET Academic Appeals Panel
	Nil

	10. 
	Review the case and provide a written statement, within five working days of the hearing, to both Complainant and/or Respondent, including reasons for the outcome, a full explanation for the outcome and any actions to be undertaken, if so requested by either party
	VET Academic Appeals Panel
	Nil

	11. 
	Resolution achieved? If yes, end process. If no, continue to No. 12
	Complainant 
	Nil

	12. 
	If the Complainant is not satisfied with the outcome of the VET Academic Appeals Panel, they are then able to take their case to an external independent body

Complainants may refer their appeal to the Queensland Ombudsman’s Office www.ombudsman.qld.gov.au
The Complainant must notify the Director, Product Innovation within 5 days of receiving their outcome notice if they intend to refer the matter to the Ombudsman.
	Complainant 
	Nil

	13. 
	Investigate the case and make an assessment.
The Queensland Ombudsman will investigate whether SBIT has followed relevant policies and procedures, and whether these have been fair.

If further information is required of SBIT in relation to the complaint, the CEO & Institute Director will be contacted to provide this additional detail through a document request.
	Queensland Ombudsman
	Nil

	14. 
	Advise the Complainant and/or Respondent and SBIT CEO & Institute Director of the outcome of the external appeal and will include reasons and a full explanation for the decisions and actions taken, if so requested
	Queensland Ombudsman
	Nil

	15. 
	Once the outcome from the Ombudsman’s Office is received, implement any recommendations within 60 days
	CEO & Institute Director
	Nil


Procedure Flowchart
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RACI Chart
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Institute Director and CEO

Director, Product Innovation

Head of School

VET Academic Appeals Panel

Respondent

Complainant

Queensland Ombudsman

FEE-HELP & Scholarship Coordinator

No. Activity NOTE:

1

VET FEE-HELP Academic Grievance and Appeals

AR R =  Responsible

2

Informal complaint raised about an unfavourable and/or unreasonable decision within seven 

calendar days of decision being received

R A =  Accountable

3

Discuss the matter with the SBIT Staff Member(s) involved within seven calendar days of 

complaint being received

C C R C =  Consulted

4 Determine if complaint is resolved

R I

  

=  Informed

5 Lodgement of formal complaint with relevant Head of School

R

6 Review the complaint and make a decision on outcome

R I I

7 Determine if resolution is achieved

R

8

If this does not resolve the complaint, submit the appeal in writing by completing a Grievance 

and Appeals Application Form (QF063) for consideration by the VET Academic Appeals 

Panel

I I R

9

Within 10 working days of receiving the application form, consider the Griecanve and Appeal 

application via a hearing which the Complainant and/or Respondent and representatives may 

attend

C R I I

10

Review the case and provide a written statement, within five working days of the hearing, to 

both Complainant and/or Respondent, including reasons for the outcome, a full explanation 

for the outcome and any actions to be undertaken, if so requested by either party

I R I I

11 Determine if outcome is positive

R

12

If the Complainant is not satisfied with the outcome of the VET FEE-HELP Academic 

Appeals Panel, they are then able to take their case to an external independent body

R I

13 Investigate the case and make an assessment

R

14

Advise the Complainant and/or Respondent and SBIT Institute Director and CEO of the 

outcome of the external appeal and will include reasons and a full explanation for the 

decisions and actions taken, if so requested

I I I R

15

Once the outcome from the Ombudsman’s Office is received, implement any 

recommendations within 60 days

R I I

16 Author of VET FEE-HELP Academic Grievance and Appeals Procedure No. 6022

R
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