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RTO Operations

HRD - Complaints and appeals policy

Our Commitment

HRD is committed to delivering high quality training and support services. We actively encourage
feedback and provide clear, fair, and accessible processes for managing complaints and appeals.
This policy reflects our compliance with the Standards for RTOs (2025) and supports continuous
improvement across all areas of our operations.

Feedback and Complaints - Performance Indicators (Standard 2.7)
HRD ensures:

e A complaints management system that accepts feedback and complaints about HRD, third
parties, and staff.

e Procedural fairness for all parties involved.

e Reasonable timeframes for acknowledging and resolving complaints.

e Support for VET students to provide feedback and raise concerns.

e Documented outcomes communicated to all parties.

e Continuous improvement informed by complaint trends and root cause analysis.

Lodging a Complaint
You can submit a complaint via:
e Email: admin@hrdi.com.au

e Online: Visit our Student Information page at www.hrdi.com.au
e |n person: Speak with HRD staff.

We will:
e Acknowledge your complaint within 5 business days.
e Aim to resolve it within 20 business days.
e Provide written outcomes and offer escalation to an independent party if unresolved.
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Appeals - Performance Indicators (Standard 2.8)

HRD ensures:

e An appeals management system that allows students to challenge decisions made by HRD, third
parties, or staff

e Procedural fairness for all parties

e Clear timeframes for acknowledging and resolving appeals.

e Accessible information on how to lodge an appeal.

e Independent review options at no or low cost

e Documented outcomes communicated to the appellant.

e Continuous improvement informed by appeal outcomes and analysis.

Lodging an Appeal

You may appeal a decision via:

e Email: admin@hrdi.com.au
e Online: Visit our Student Information page at www.hrdi.com.au

e |n person: Speak with HRD staff.

We will:

e Acknowledge your appeal within 5 business days.
e Aim to resolve it within 20 business days.
e Provide written outcomes and offer referral to an external independent party if requested.
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Continuous Improvement

HRD uses feedback, complaints, and appeals to:
¢ Identify trends and root causes.
e Improve training, assessment, and support services.

¢ Strengthen staff development and operational procedures.

We treat every concern as an opportunity to enhance our services and student experience.
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