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Complaints Management Procedure 

Purpose
The Complaints Management Procedure details the process the Victorian Registration and Qualifications Authority (VRQA) staff must follow when responding to and managing complaints.
This procedure outlines an approach that is consistent with the VRQA Complaints Management Policy and ensures all parties understand how their complaints will be handled.
Definitions and acronyms used in this procedure are at Appendix 1.
Policy base
The VRQA Complaints Management Policy.
Receiving complaints
The VRQA receives complaints through the online complaint portal on the VRQA website, email, fax and post.
The VRQA may also receive and register complaints from third parties such as a Minister's Office, the Auditor General's Office, the Victorian Ombudsman or the Commission for Children and Young People.
A VRQA staff member may help draft and register a complaint if the complainant is unable to put the matter in writing due to language or accessibility issues.
Registering complaints
Complaints received in writing by the VRQA are registered by the Complaints and Student Services Unit on the VRQA register. 
Complaints against the Chief Executive Officer (Director), VRQA are forwarded to the Chair of the VRQA Board and the Secretary of the Department of Education and Training. 
Complaints against VRQA staff members are referred to the VRQA Integrity Officer. 
Assessing and investigating complaints
The VRQA Complaints Management Policy recognises that, from time to time, VRQA officers receive complaints and enquiries which may include allegations of sexual and physical abuse or other potentially criminal matters.
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VRQA Staff will inform their manager of such a complaint who will in turn notify the Delegate. 
In the event that a manager is not available, staff should take the matter directly to the Delegate.
When a complaint has been registered by the VRQA, the VRQA will assess whether the complaint falls within the VRQA’s jurisdiction and determine whether the VRQA can or must investigate the complaint.
When assessing and investigating a complaint, the VRQA will test the allegations in the complaint against the relevant minimum standards, conditions, guidelines or required behaviours (Table 1).
	Table 1: Standards against which organisations are registered

	Registered person or body
	Relevant minimum standards, conditions, guidelines or required behaviours

	Registered schools
	· Education and Training Reform Act 2006 (the Act) and Education and Training Reform Regulations 2017 (ETR Regulations)
· Guidelines to the Minimum Standards and Other Requirements for the Registration of Schools Including Those Offering Senior Secondary Courses

	School boarding premises
	· The Act and ETR Regulations 
· Guidelines to the Minimum Standards and Requirements for the Registration of School Boarding Premises

	Non-school senior secondary or foundation secondary providers 
	· The Act and ETR Regulations
· Guidelines for Non-school Senior Secondary Education Providers

	Registered training organisations (RTOs)
	· The Act and ETR Regulations
· Australian Quality Training Framework
· VRQA Guidelines for VET Providers

	Parents of children registered for home schooling
	· The Act and ETR Regulations
· Application for Registration of Child for Home Schooling

	Student Exchange Organisations (SEOs)
	· The Act and ETR Regulations
· Guidelines, conditions and application forms for the approval of overseas secondary student exchange organisations

	Employers of apprentices  approved by VRQA
	· Compliance with an employer’s obligations under Division 4 of Part 5.5 of the Act

	Authorised officer appointed in respect to RTOs under     
s. 5.8.1(4) of the Act
	· Divisions 2 and 3 of Part 5.8 of the Act

	VRQA, its officers or contractors engaged to undertake functions of the authority
	· The Act and ETR Regulations
· VRQA RITE (Respect and Diversity, Integrity Transparency, Empowerment) Values
· Code of Conduct for Victorian Public Sector Employees
· Procedural Fairness requirements
· The Charter of Human Rights and Responsibilities 
· Part 6A of the Child Wellbeing and Safety Act 2005. 





Service standards
As a part of the public service of Victoria, the VRQA aspires to the public sector values as described in the Code of Conduct for Victorian Public Sector Employees. VRQA staff seek to provide high quality services to the Victorian public including a timely response to all complaints. Table 2 details the service standards for key actions in the process.
	Table 2: Service standards

	Action
	Required response from date of receipt of complaint

	Acknowledge receipt of complaint
	5 business days

	Assess complaint to determine whether it is within the VRQA's jurisdiction to investigate, and identify the issues and persons or bodies involved
	5 business days

	Complete investigation and notify complainant of outcome
	80 per cent of complaints resolved within 45 days


Responsibilities
Responsibilities
Overall responsibility for these procedures rests with the Chief Executive Officer (Director) of the VRQA.
Associated documents
The VRQA Complaints Management Policy details the legal and policy basis for handling and investigating complaints made to the VRQA.
Resource documents
· Victorian Ombudsman Guide to Complaint Handling for Victorian Public Sector Agencies
· National Code of Good Practice for Responding to Complaints about Vocational Education and Training Quality
· Code of Conduct for Victorian Public Sector Employees
· Victorian Model Litigant Guidelines
Complaint Steps 

Once a complaint is received in writing the VRQA will do the following:
Acknowledge receipt of the complaint within 5 business days.
Confirm the allegations in writing with the complainant and determine if the allegations are within the VRQA’s jurisdiction. 
If the matter is within the VRQA’s jurisdiction, the VRQA will determine if it should proceed to a complaint investigation or be referred to another VRQA unit for inclusion of scope of audit or review or other.  
If VRQA not able to investigate matter, the VRQA will inform the complainant.  
If matter is proceeding to an investigation, VRQA officer will confirm privacy permissions from the complainant.
Notify education or training provider of complaint and seek response.
Report on outcomes of investigations to the Delegate and the Delegate determines if education/training provider required to make rectifications and/or if further action is required. 
Delegate's decision provided to complainant and education/training provider.


Review rights
Where a complainant is not satisfied with the outcome of their complaint, they have the right to request that the VRQA review their matter or make a complaint to the Victorian Ombudsman. 
An internal review considers if the VRQA handled the complaint in accordance with its Complaints Policy and Procedure.  An internal review should be requested in writing and the complainant should explain why they are dissatisfied with the outcome. The Delegate will determine if an internal review will be conducted or the complainant referred to the Victorian Ombudsman.  
The Victorian Ombudsman is an external authority which investigates complaints about the administrative actions and decisions taken by government departments and agencies. A complainant does not have to request an internal review before contacting the Victorian Ombudsman.


Appendix 1
Definitions
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The Act means the Education and Training Reform Act 2006.
Authorised Officer means a person appointed by the VRQA under Part 5.8 of the Act.
Complaint includes any written complaint, grievance or accusation made to the VRQA.
Complaints Register means the record kept by the VRQA of complaints received by it.
Delegate means the Chief Executive Officer (Director), VRQA or the Deputy Chief Executive Officer, VRQA.
Employer means a person/company/association approved to employ an apprentice under a training contract.
ETR Regulations mean the Education and Training Reform Regulations 2017.
Non-school senior secondary or foundation secondary provider means an organisation other than a registered school which is approved by the VRQA to deliver an accredited senior secondary qualification.
Student Exchange Organisation (SEO) means a person or an organisation approved by the VRQA to run a student exchange program.
Registered school means a school registered by the VRQA under section 4.3.1 of the Act.
Registered school boarding premises means a school boarding premises registered by the VRQA under Part 4.3 of the Act.
RTO means a person, body or school registered as a training organisation by the VRQA under section 4.3.16 of the Act.
Registered home schooling means registered for home schooling under section 4.3.9 of the Act.
VRQA means the Victorian Registration and Qualifications Authority.
VRQA Staff means the employees and third-party service providers contracted to the VRQA to undertake the functions of the VRQA.
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