Grievance Procedure

Castle College has a documented internal complaints and appeals process for all students. At
Castle College this process is named the Grievance Procedure.

A grievance is a problem that you have with Castle College. Please remember that we are here to
help you. If you are not satisfied with a decision or action taken by Castle College, you have the
right to complain or appeal the decision. We will try to find a solution to make everyone happy as
quickly as possible. The following flow chart shows you how to find a solution to your problem.

First, you should try to solve the problem informally. You should talk to the person you have a problem
with directly. Or you can seek advice from the Academic Manager and attempt o resolve the matter p
in this way. You can choose another person to come with you and speak for you, if you like.

\/

If you are unable to solve the problem informally, you are given an opportunity to formally present
your case at minimal or no cost. You should lodge a formal complaint. This requires that a written
record of the complaint/appeal be kept. You should use the Compliant and Appeal form.

\/

Once you lodge the Complaint and Appeal form and supporting information/documentation, the College
will begin its investigation within 10 working days. The College will take all reasonable measures to
finalise the complaints and appeals process as soon as practicable. You should continue to attend
classes whilst the complaints and appeals process is ongoing.

\/

When the College has completed its investigation, you will be given a written statement of the
outcome of the internal complaints and appeals process, including details of the reasons for the
outcome. If you are not satisfied with the result or conduct of the internal complaint handling and
appeals process, you have the right to access the external complaints and appeals process at minimal
or ho cost.

\/

If you wish to lodge an external appeal or complain about the decision you can 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.0s0.gov.au or phone 1300 362 072 for more information.

You can write your grievance down if you find this easier and/or choose someone you trust to
talk for you or come with you.

Remember you have a right to have your complaint addressed under Australian consumer
protection laws.
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