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Policy Information

This policy outlines the Australian College of Dramatic Arts (ACDA) approach in
managing grievances, disputes and complaints in a fair and clear way.

Examples of complaints could be breaches of code of conduct, assessments results,
quality of teaching, resources, allegations of discrimination, harassment, or a breach of
privacy by staff or other students or misleading marketing and administration.

The aim is to support a delivery environment where students, trainers and staff feel
confident to raise concerns or complaints to ACDA in the knowledge that they will be
addressed in a fair and timely manner.

The College has developed this complaints policy to:

. reassure students that any disputes or grievances will be taken seriously, handled
in a professional manner and confidentially in order to achieve a speedy resolution
. ensure that students have a clear understanding of the steps involved in the

College complaints policy.

Aims of Policy
The aims of this policy are to ensure that:
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J all complaints received will be given top priority and consideration with full
attention to details with the objective of an immediate solution, and amicable settlement
to all parties concerned

. resolution to any dispute between aggrieved parties will be addressed informally,
and in an open and trusting environment

o all matters will be resolved with reference to the Win-Win principles of dispute
resolution.

If you have a problem with another student, a trainer, a situation, or any other issues you
need to report them, and these are the steps you need to undertake.

Students may choose to submit a complaint to the ACDA trainers or staff via the Informal
Process or Formal Process.

Formal or informal complaint

A formal complaint is a written document that outlines the complaint along with your
signature at the bottom. It will be formally followed up through a documented process at
Australian College of Dramatic Arts. This is for more serious matters.

An informal complaint can be an anonymous letter addressed to the college, or any
employee within the college. It can also be ‘having a chat’ with your trainer or the college
with a memo being made. This is a good way to let your trainer know if there are
problems happening such as bullying and harassment.

Informal process

* Learners may submit a complaint (verbally or in writing) directly to ACDA staff with the
purpose to resolve a complaint through discussion and through mutual agreement. All
complaints received will be acknowledged in writing by the ACDA’s CEO.

» ACDA trainers and staff are required to explain to the student the Informal, Formal and
complaints and appeals processes available to them.

 Students may be accompanied by a third party and or independent advocate of their
choice to support them in the informal process discussion.

« All informal complaints when finalised shall be reported to the ACDA Management by
the trainer or staff (via a stakeholder feedback form) for further review and consideration
for potential continuous improvement actions, regardless of whether the complaint was
resolved or not.

+ All informal complaints that are not resolved with Learners by mutual agreement with
the RTO’s staff will require the completion of the formal complaints process.
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Formal Process

* When a student wishes to submit a formal complaint or is dissatisfied with the attempt
to resolve a complaint informally (directly with staff) the student may submit a formal
complaint to the ACDA’s CEO utilising the 'Student Complaint Form'.

* ACDA’s CEO will respond in writing to all formal students complaints within 5 days of
receipt of a 'Student Complaint Form'.

* When a Complaint is recognised as requiring more than 60 calendar days to resolve the
ACDA'’s management must inform the complainant in writing, including reasons why
more than 60 calendar days are required; and regularly update the complainant on the
progress of the matter.

* ACDA’s management shall respond to formal complaints from students in writing
proposing a resolution to the complaint.

+ ACDA’s management responses to the complainant shall include information and
procedures concerning the complainant’s right to appeal the proposed solution and
request for an independent adjudicator.

« All formal complaints when finalised shall be reported to the ACDA’'s CEDO by the
ACDA's staff (via a stakeholder feedback form) for further review and consideration for
potential continuous improvement actions, regardless of whether the complaint was
resolved or not.

PLEASE NOTE: NO TRAINER IS TO BE WITH A STUDENT ON THEIR OWN.

Who to approach and how?

Complaint about: | Approach How

A student Your trainer In person, written or

email. NOT ONE ON
ONE.

A trainer Merilyn Brend In person, written or
email

A guest speaker Merilyn Brend In person, written or
email

A course matter Merilyn Brend In person, written or
email

All other issues Your trainer and/or Merilyn | In person, written or
Brend email

ACDA CEO Home School VRQA In person, written or
email

Necessary follow up with your VET coordinator/Principal will be made, with
messages or reports signed off.
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All grievances and complaints made are confidential and will not be shared with people
external to the situation. All records are kept private and stored according to ACDA’s
Records management policy and procedure.

If the issue cannot be resolved locally or by the trainer, then the issue needs to be put
into writing by both the student and the trainer addressed to Merilyn Brend.

Steps in Complaints Procedure

The steps in the Complaints Procedure are:

Step 1 Local Level Resolution

The College encourages open communication and an environment of trust. Therefore, any
student with a complaint is encouraged to firstly raise the matter directly with the other
party concerned. A meeting should be requested, by the student, at which time the matter
in dispute can be raised and a resolution sought.

Step 2 Resolution by Trainer

Should the matter remain unresolved following Step 1, or should Step 1 be inappropriate,
the student is encouraged to speak with their teacher. The Teacher will consider the
complaints and recommend a resolution.

Step 3 Resolution by the CEO and Principal Tutor

Should the matter remain unresolved following Step 2, or should Step 2 be inappropriate,
the student is encouraged to contact Merilyn Brend (CEO and Principal tutor) (in writing
for consideration and due intervention, as necessary, in order to reach an objective solution
to the matter in dispute.)

Step 4 Resolution by Arbitration (THIS SHOULD BE ‘BY SCHOOLS?’)
Should the matter remain unresolved following Step 3, the School Director may appoint an
independent arbiter to review the dispute and suggest an amicable solution.

Step 5 Resolution by External Authority (THIS SHOULD BE ‘BY SCHOOLS
AND BY POLICE etc: if necessary)

Should the matter remain unresolved following Step 4, the student may seek the advice of
an independent authority that is skilled in dispute resolution processes.

External Appeals

» The CEO shall advise the student that an Independent Third party shall be sought to
consider the nature of the complaint and a possible further resolution at no cost to the
Learner.

 The selection of the Independent Third party shall be communicated with the student,
and the selection must be with the mutual agreement of the student.
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* The RTO’s management shall make contact with the Independent Third party and
provide all documentation related to the formal complaint and student contact details.

* Independent adjudication responses must be within 7 days from the date that all formal
complaint documentation is provided to the Independent Adjudicator.

* When an Appeal process is recognised as requiring more than 60 calendar days to
resolve the ACDA management must inform the appellant in writing, including reasons
why more than 60 calendar days are required; and regularly update the appellant on the
progress of the matter.

* On receipt of the formal complaint documentation the Independent Third party shall
make contact with the ACDA’s CEO and the student and arrange a suitable time for
further discussion pertaining to the formal complaint.

+ All Independent Third Party proposed solutions shall be final and be reported to the
ACDA'’s CEO and the student in writing and will require immediate implementation by
both parties.

Witnessing/Third Party Complaints:

. A complaint may be lodged by a witness or bystander based on the impact on
them.
. A complaint will not be accepted where it is lodged on behalf of another person.

Involvement of external agencies, courts, police or commissions:

J A student or staff member reserves the right to take their matter to an external
agency such as the Police, Human Rights Commission or Court or

Victorian Registration and Qualifications Authority.

. ACDA will work with the relevant external agencies to seek resolution to the
grievance.
. If escalated to an external agencies ACDA may not continue investigating a

grievance when it is also lodged with an external body.

People responsible for implementing this policy:
Administration and Office

Trainers and Assessors

Merilyn Brend (CEO and Principal Teacher)

Student Notification Form

STUDENT COMPLAINT NOTIFICATION FORM

| Date: | Student name: |

| Class: | School: |
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I would formally like to lodge a grievance or

complaint to the course administrator.

Grievance / Complaint

Student Signature. ...

ACDA to complete below:

Datereceived. ...

SIgNAtUre. ...

Complaints Register

COMPLAINTS REGISTER

Date Detail Action

Person Responsible

Action Deadline
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