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Introduction 

Grievance and Complaint Handling is a mandated commitment for AGE. What has evolved (by 

way of continuous improvement/self-assurance) is an appropriate and informed approach that is 

transparent and benchmarked.  

Policies and procedures ensure that students (in particular) staff or members of the wider 

community have the necessary support in place to ensure that their concerns (grievances and/or 

complaints) are considered and ideally resolved. This paper will discuss the approach that AGE 

has in place in the context of the Threshold Standards (2021) and the TEQSA Guidance Note 

(2019) - acknowledging the Education Services for Overseas Students Act 2000, as well as the 

Australian Qualifications Framework.  

 

Standard Key Considerations 

1.1.2 Careful attention to this requirement may obviate grievances arising in this area. Other 
Standards also attempt to obviate potential sources of dissatisfaction e.g. through 
clarifying student rights and obligations prior to enrolment  

2.4.1 Responsibilities for grievance handling - provider’s approach caters for grievances 
about any aspect of a student’s experience, including with agents and related parties 

2.4.2-2.4.5 The requirement for providers to have mechanisms to address them, as well as various 
process requirements for formal complaints relating to - costs; advocacy and support 
for students; timeliness; confidentiality; fairness and access to an independent third 
party if needed  

3.2.5 Students having access to teaching staff for individual assistance 

5.3.5 Students are to be given opportunities to provide feedback on their experience and 
student feedback should inform a provider’s monitoring, review and improvement 
processes  

5.4.1-5.4.2 A genuine attempt to resolve genuine complaints, through consistent and fair 
application of policies and procedures without retribution. These requirements 
encompass delivery arrangements with other parties, which are required to be quality 
assured by the primary registered provider 

6.1.4 The governing body is also required to take steps to create an environment in which 
students are treated equitably, and able to participate in the deliberative and decision-
making processes of the provider  

6.2.1j The provider’s corporate governing body is required to assure itself that the occurrence 
and nature of formal complaints are monitored, and action is taken to address 
underlying causes 

This should be supported by regular reporting to the governing body, and providers 
should consider making summary information publicly available  

7.2.1 The information must be accurate, relevant and timely 

7.2.2f Information about a provider’s grievance resolution process is to be in the public 
domain (e.g. on the provider’s website) and accessible to students. Relevant processes 
are made explicit to students 

7.2.2g Providers to make available specific information to assist international students 
studying in Australia 
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7.2.4 Reasonable notice of changes to a provider’s operations that may affect students’ 
participation in an intended course(s) of study 

7.3.3c Providers are required to document and record responses to formal complaints  

 

An initial independent review was commissioned (October 2024) to consider each of the elements. 
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Overview of the Framework 

Using a framework reflecting TEQSA1 guidelines, the following table provides an independent audit 

of coverage of the key considerations of best practice relating to Grievance and Complaint 

Handling and how in turn AGE performs accordingly –  

 

Focus Identifier Evidence Rating 

1 Policies and procedures are known to staff 
responsible for their implementation 

AGE has in place a Student Grievance 
Handling Policy and Procedure in place that is 
known to ALL staff 

✓ 

2 Policies and procedures are likely to be fit 
for their purpose and are consistent with 
the requirements of the standards, 
particularly Standards 2.4.1-2.4.5. 

The Student Grievance Handling Policy and 
Procedure is fit for purpose and is consistent 
with the relevant HESF Threshold Standards 

✓ 

3 
 

Delegations of authority for implementation 
of procedures consistent with the scale and 
nature of the provider, and evidence that 
the relevant staff are equipped for their role 
in administering grievances, including 
through training.  

Delegations are clear and appropriate to the 
scale, size and nature of AGE. Staff are 
equipped for their role in the associated 
processes and are provided with the necessary 
training and professional development 

✓ 

4 
 

The provider’s approach caters for 
grievances about any aspect of a student’s 
experience, including with agents and 
related parties  

The approach is comprehensive ✓ 

5 
 

Grievances about particularly sensitive 
issues (such as assault and sexual 
harassment) may require more specific 
approaches 

Sensitive issues are catered for ✓ 

6 
 

Policies and procedures need to focus on 
the safety and the support of the students 
involved, and staff should be specifically 
trained to receive such disclosures. The 
student decides whether an incident is 
reported to the police.  
 

Policies and procedures are mindful of student 
support – staff are appropriately trained – 
police involvement is a shared decision 
between student and staff 

 

✓ 

7 
 

All relevant information required for 
students to access and participate in 
grievance processes is accurate, current 
and easily locatable in the public domain - 
through a dedicated section of the 
provider’s website 

All relevant information required for students to 
access and participate in grievance processes 
is accurate, current and easily locatable in the 
public domain - through a dedicated section of 
the provider’s website 

✓ 

8 
 

Students have been informed about 
grievance processes and how to access 
them by mechanisms that are relevant to 
the student cohorts involved e.g. online, via 
a student app, or a student handbook.  

All students are informed about the relevant 
policy and procedure 

✓ 

 

 

 

 
 

 
1 TEQSA Guidance Note: Grievance and Complaint Handling (February 2019) 
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9 
 

Information for students will need to 
include who to contact and may include 
any additional advice that the provider 
regards as helpful e.g. advice to seek local 
resolution where practicable and how this 
might be done. If local (and informal) 
resolution is encouraged, staff do not 
discourage students from lodging formal 
complaints where a student is not satisfied 
with the outcome of informal discussions. 
 

All contact details are provided readily 
accessible – students are not discouraged 
from making formal complaints 

✓ 

 
 

10 
 

Grievance information needs to include 
definitions of behaviour that constitutes 
sexual assault or sexual harassment and 
contact details for support services.  

The information provided to students is 
comprehensive and includes clear guidelines 
on sexual assault, harassment and relevant 
support services 

✓ 

 
 

11 
 

The provider’s handling of formal 
complaints is consistent with both the 
provider’s policies and the detailed 
requirements of the HES Framework 
including – costs; consistency; fairness; 
confidentiality; absence of reprisal; 
provision of advice; support; recording 
decisions and informing the student in 
writing of the outcome and the reasons. 
 

The handling of formal complaints is consistent 
with both the policy/procedure and the HESF 

✓ 

 

 
 

12 
 

Providers should make every effort to 
resolve complaints within reasonable 
timeframes that should be stated within the 
policy framework. 

The AGE policy and procedure is cognisant of 
the importance of timeliness 

✓ 

13 

 
 

There are processes for analysis and 
monitoring of complaints handling - 
patterns of recurring complaints relating to 
issues or processes, and if so, what action 
is taken to address this  

Analysis and monitoring of complaints is 
managed appropriately, records maintained, 
and the opportunity for improvement is 
embedded 

✓ 

14 
 

Providers must make provision for review 
by specified independent third parties 

Independent third parties are clearly nominated 
and accessible 

✓ 

15 
 

Private providers must make specific 
arrangements for independent review of 
complaints about issues not covered by a 
consumer protection agency or the OSO 

Independent review is evident and accessible ✓ 

 

 

 

 

We consider each in turn – 
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1. 

Policies and procedures are known to staff responsible for 

their implementation  

AGE has in place a Student Grievance Handling Policy and Procedure in place that is known to 

ALL staff - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction.’ 1.2, p1  

 

All staff at AGE are aware of the policy (as part of staff induction and ongoing professional 

development). 

 

‘All AGE staff will undergo training as part of the induction program to ensure that they are aware 

of the requirements to apply this policy.’ 5.2, p3 

‘For the purposes of communicating to and training staff, this policy and procedure will form part of 

the staff induction process.’ 5.49, p8 

  

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
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2. 

Policies and procedures are likely to be fit for their purpose 

and are consistent with the requirements of the standards, 

particularly Standards 2.4.1-2.4.5. 

The Student Grievance Handling Policy and Procedure - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

- is fit for purpose. 

The policy and procedure are consistent with the relevant HESF Threshold Standards - 

2.4.1 Current and prospective students have access to mechanisms that are capable of resolving 

grievances about any aspect of their experience with the higher education provider, its agents or 

related parties. 

AGE has in place a comprehensive and benchmarked Student Grievance Handling Policy - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction’ (1.2, p1) 

Additional policies related to student grievance are also readily accessible – 

Assessment and Grading - 
https://www.guildmusic.edu.au/_files/ugd/87330e_cfba293f0ce2414989ab65162266ff69.pdf 

Code of conduct and Shared responsibility - 

https://www.guildmusic.edu.au/_files/ugd/87330e_79eecad9b0cb4c24ae91f2625062303e.pdf 

Course progression - 

https://www.guildmusic.edu.au/_files/ugd/87330e_cd84b8710e7649a497840e1d825ca372.pdf 

Deferment, suspension and cancellation of study - 

https://www.guildmusic.edu.au/_files/ugd/87330e_afdeb882fd3d42059426cfb0695c13b8.pdf 

Exclusion from a curse or unit - 

https://www.guildmusic.edu.au/_files/ugd/87330e_f600edc787de48a5b1c6d77a3b44b8f2.pdf 

Fees and refunds - 
https://www.guildmusic.edu.au/_files/ugd/87330e_a2dcda89d33c4adea6b7e952b2062ab1.pdf and 

https://www.guildmusic.edu.au/_files/ugd/87330e_299d0710e21041d78492aabe13689ab0.pdf 

2.4.2 There are policies and processes that deliver timely resolution of formal complaints and 

appeals against academic and administrative decisions without charge or at reasonable cost to 

students, and these are applied consistently, fairly and without reprisal. 

AGE has in place a comprehensive and benchmarked Student Grievance Handling Policy - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf  

 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_cfba293f0ce2414989ab65162266ff69.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_79eecad9b0cb4c24ae91f2625062303e.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_cd84b8710e7649a497840e1d825ca372.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_afdeb882fd3d42059426cfb0695c13b8.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_f600edc787de48a5b1c6d77a3b44b8f2.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_a2dcda89d33c4adea6b7e952b2062ab1.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_299d0710e21041d78492aabe13689ab0.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
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‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction’ (1.2, p1) 

 

There are no fees associated with grievances. 

There are however, in place, a fee scheme for commonly related issues such as assessment re-

checking; assessment/reassessment/marking; and supplementary assessment. All such fees are 

available on the public website - Fees | Guild Music Copy 

 

2.4.3 Institutional complaints-handling and appeals processes for formal complaints include 

provision for confidentiality, independent professional advice, advocacy and other support for the 

complainant or appellant, and provision for review by an appropriate independent third party if 

internal processes fail to resolve a grievance. 

AGE has in place a comprehensive and benchmarked Student Grievance Handling Policy – 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction’ (1.2, p1) 

Confidentiality is assured – 

‘All staff and students involved in a grievance handling process have responsibility to maintain the 

confidentiality of all parties except to share information with relevant parties’ (4, p3) 

‘All records relating to grievances will be treated as confidential and will be covered by AGE’s 

Privacy and Personal Information Policy and Procedure’ (5.44 p9) 

Independent professional advice is permissible. 

Advocacy is encouraged – 

‘Where possible such consultations should take the form of face-to-face interviews. The 

complainant or the respondent may ask another person (who cannot act in the capacity of a legal 

practitioner) to accompany them to these interviews’ (5.24, p6) 

AGE has in place an independent third-party reviewer – IHEA. 

 

2.4.4 Decisions about formal complaints and appeals are recorded and the student concerned is 

informed in writing of the outcome and the reasons, and of further avenues of appeal where they 

exist and where the student could benefit. 

AGE has in place a comprehensive and benchmarked Student Grievance Handling Policy - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

Considerable detail around recording, responding in writing, and other avenues of appeal are 

provided in Section 5 – 

https://www.guildmusic.edu.au/fee-help-finance
https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
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Informal Grievance Resolution - 5.1 – 5.5 (p3) 

Stage One: Formal Non-Academic Grievance – 5.6 - 5.13 (pp3-4) 

Stage One: Formal Academic Grievance – 5.14- 5.21 (pp4-5) 

Stage Two: Internal Appeal (Academic) – 5.22-5.26 (pp5-6) 

Stage Two: Internal Appeal (Non-Academic) – 5.27- 5.31 (pp6-7) 

Stage Three: External Appeal (International Students only – Ombudsman) – 5.32-5.35 (p7) 

AGE has in place a comprehensive and benchmarked Student Grievance Handling Policy - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

Considerable detail around recording, responding in writing, and other avenues of appeal are 

provided in Section 5 – 

Informal Grievance Resolution - 5.1 – 5.5 (p3) 

Stage One: Formal Non-Academic Grievance – 5.6 - 5.13 (pp3-4) 

Stage One: Formal Academic Grievance – 5.14- 5.21 (pp4-5) 

Stage Two: Internal Appeal (Academic) – 5.22-5.26 (pp5-6) 

Stage Two: Internal Appeal (Non-Academic) – 5.27- 5.31 (pp6-7) 

Stage Three: External Appeal (International Students only – Ombudsman) – 5.32-5.35 (p7) 

Stage Three: External Appeal (Domestic Students, and international students where the matter is 

not covered by the Overseas Students Ombudsman) – 5.36-5.39 (pp8) 

Further Action – 5.40-5.41 (pp8-9) 

Enrolment Status – 5.42 (p9) 

Record Keeping, Confidentiality and Reporting – 5.43-5.47 (p9) 

Approval, Publication and Training – 5.46-5.49 (p9) 

Reviewable Decisions – 5.50-5.51 (p9-10) 

Every attempt is made to resolve grievances internally – but every attempt is made to follow an 

appropriate and benchmarked procedure. 

 

2.4.5 If a formal complaint or appeal is upheld, any action required is initiated promptly.  

All action is timely and prompt.  

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
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3. 

Delegations of authority for implementation of procedures 

consistent with the scale and nature of the provider, and 

evidence that the relevant staff are equipped for their role in 

administering grievances, including through training.  

Delegations are clear and appropriate to the scale, size and nature of AGE.  

AGE is a small provider currently offering a single award. 

The policy and procedure - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

- supports the AGE’s commitment to –  

‘(a) develop a culture that views grievances as opportunities to improve the organisation and how it 

works  

(b) set in place a grievance handling system that is client-focussed and helps AGE to prevent 

grievances from recurring  

(c) ensure that any grievances are resolved promptly, objectively, with sensitivity and with 

complete confidentiality  

(d) ensure that the views of each complainant and respondent are respected and that any party to 

a grievance is not victimised; and  

(e) ensure that there is a consistent response to grievances’ 3.1, p2 

 

Staff are equipped for their role in the associated processes and are provided with the necessary 

training and professional development 

The key staff involved in the procedure are the Chief Executive Officer (CEO and the Academic 

Director (AD) – both are experienced educators and are regularly supported through professional 

development in this space. All staff undergo training as part of the induction program. 

‘All AGE staff will undergo training as part of the induction program to ensure that they are aware 

of the requirements to apply this policy.’ 5.2, p3 

‘For the purposes of communicating to and training staff, this policy and procedure will form part of 

the staff induction process.’ 5.49, p8  

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
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4. 

The provider’s approach caters for grievances about any 

aspect of a student’s experience, including with agents and 

related parties   

The approach is comprehensive - 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction.’ 1.2, p1 

 

This policy does include agents and related parties -  

‘AGE will respond to any complaint or appeal an international student makes regarding their 

dealings with AGE, an education agent or any other third party.’ 3.5, p3 

 

This policy does NOT cover the review of results – 

‘This policy and procedure apply to all students at AGE, and to all staff involved in student 

grievance handling however, this policy does NOT cover the review of results for assessments 

tasks or the review or appeal of final unit grades. Please see the Assessment Policy and 

Procedure for details on how to request a review of results or request a review or appeal of final 

unit grades’ 1.3, p1 

The Assessment Grading Policy and Procedure can be viewed at - 

https://www.guildmusic.edu.au/_files/ugd/87330e_cfba293f0ce2414989ab65162266ff69.pdf 

 

 

  

https://www.guildmusic.edu.au/_files/ugd/87330e_cfba293f0ce2414989ab65162266ff69.pdf
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5. 

Grievances about particularly sensitive issues (such as 

assault and sexual harassment) may require more specific 

approaches  

Sensitive issues are catered for – 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction.’ 1.2, p1 

Special consideration is given to the sensitive issues of Sexual Assault and Sexual Harassment 

and are considered in detail on the AGE public website – Students | Guild Music Copy/ behind 

Student Life (available to prospective and continuing students). 

The student orientation process considers the issues in detail - especially on Day #2 – 

 

 

Sexual Assault is clearly defined 

 

 

https://www.guildmusic.edu.au/students
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Sexual Harassment is also clearly defined - 

 

The issue of consent is discussed – 

 

AGE has a zero tolerance in related matters –  

 

How to report and access support is detailed –  
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This issue of confidentiality is also addressed –  
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6. 

Policies and procedures need to focus on the safety and the 

support of the students involved, and staff should be 

specifically trained to receive such disclosures. The student 

decides whether an incident is reported to the police.  

Policies and procedures are mindful of student support. 

The associated policies include – 

Student Support – 

https://www.guildmusic.edu.au/_files/ugd/87330e_a1055973621046089394ad8d65cbb5fe.pdf 

Student at Risk and Early Intervention - 

https://www.guildmusic.edu.au/_files/ugd/87330e_791bd8a91fdd4c479a0be281ead1c136.pdf 

 

Both focus on the wellbeing and safety of students. 

 

The specific Student Grievance Handling Policy and Procedure - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

– itself is highly mindful of student safety and support. 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction’ 1.2, p1 

 

Student support is underlined with the AGE commitment to - 

‘This policy and procedure supports AGE’s commitment to: (a) develop a culture that views 

grievances as opportunities to improve the organisation and how it works; (b) set in place a 

grievance handling system that is client-focussed and helps AGE to prevent grievances from 

recurring; (c) ensure that any grievances are resolved promptly, objectively, with sensitivity and 

with complete confidentiality; (d) ensure that the views of each complainant and respondent are 

respected and that any party to a grievance is not victimised; and (e) ensure that there is a 

consistent response to grievances.’ 3.1, p2 

 

This support is further evidenced – 

‘During all stages of the grievance handling process, AGE will take all steps to ensure that-  

(a) the complainant and any respondent will not be victimised  

(b) the complainant has an opportunity to formally present their case  

(c) each party to a grievance is advised of their right to be accompanied and assisted by a support 

person at any relevant meetings  

(d) a full explanation in writing for decisions and actions taken as part of the process will be 

provided - if so, requested by the complainant or a respondent  

https://www.guildmusic.edu.au/_files/ugd/87330e_a1055973621046089394ad8d65cbb5fe.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_791bd8a91fdd4c479a0be281ead1c136.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
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(e) where the internal or external grievance handling or appeal process results in a decision that 

supports the complainant, AGE will immediately implement any decision and/or corrective and 

preventative action required and advise the complainant of the outcome  

(f) the complainant has access to the internal stages of this grievance procedure at no cost. Costs 

for an external appeal will be shared equally by AGE and the complainant.’ 3.4, pp 2-3 

 

Staff are appropriately trained and appropriately informed - 

‘All staff and students involved in a grievance handling process have responsibility to maintain the 

confidentiality of all parties except to share information with relevant parties.’ 4, p3 

‘All AGE staff will undergo training as part of the induction program to ensure that they are aware 

of the requirements to apply this policy.’ 5.2, p3 

 

Police involvement is a decision made by the student, possibly with staff intervention – 

 

 

Students | Guild Music Copy – behind Student Life 

  

https://www.guildmusic.edu.au/students
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7. 

All relevant information required for students to access and 

participate in grievance processes is accurate, current and 

easily locatable in the public domain - through a dedicated 

section of the provider’s website 

All relevant information required for students to access and participate in grievance processes is 

accurate, current and easily locatable in the public domain - through a dedicated section of the 

provider’s website 

The Student Grievance Handling Policy and Procedure - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

– contains all the relevant information for students (and stakeholders) needed. 

The information is current – the most recent refresh of the policy was March 22, 2024 - 

 

The policy and procedure are readily accessible via the AGE public website - Policies & Forms | 

Guild Music Copy  

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
https://www.guildmusic.edu.au/policies-forms
https://www.guildmusic.edu.au/policies-forms
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8. 

Students have been informed about grievance processes and 

how to access them by mechanisms that are relevant to the 

student cohorts involved e.g. online, via a student app, or a 

student handbook.  

All students are informed about the relevant policy and procedure. 

The Student Grievance Handling Policy and Procedure - 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

– are readily available on the public website - Policies & Forms | Guild Music Copy – for 

prospective students 

Commencing Students are provided with sufficient detail and access direction through the 

orientation program – especially Day #2 –  

 

Continuing students have ongoing access to the policies via the relevant student 

handbook/website – 

Domestic Students – 

https://www.guildmusic.edu.au/_files/ugd/87330e_0a064bcae67d4ba7b758a70e591dcf44.pdf 

International Students - 

https://www.guildmusic.edu.au/_files/ugd/87330e_f9c3394b91d24899b907e15dba11a461.pdf 

 

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
https://www.guildmusic.edu.au/policies-forms
https://www.guildmusic.edu.au/_files/ugd/87330e_0a064bcae67d4ba7b758a70e591dcf44.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_f9c3394b91d24899b907e15dba11a461.pdf
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Extract from p31 

The relevant policy and procedure (as well as related policies and procedures) are maintained on 

the AGE public website for easy access for all - Policies & Forms | Guild Music Copy   

https://www.guildmusic.edu.au/policies-forms
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9. 

Information for students will need to include who to contact 

and may include any additional advice that the provider 

regards as helpful e.g. advice to seek local resolution where 

practicable and how this might be done. If local (and informal) 

resolution is encouraged, staff do not discourage students 

from lodging formal complaints where a student is not 

satisfied with the outcome of informal discussions. 

All contact details are provided and are readily accessible – 
https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf 

A suitable contact email has been established – support@guildmusic.edu.au – 5.3, p3 – for 

informal grievance 

A suitable postal address has been established – The Registrar, Australian Guild of Education, 

376 Victoria Street, North Melbourne, 3051 VIC – for formal non-academic grievance 

A suitable postal address has been put in place – The Academic Director, Australian Guild of 

Education, 376 Victoria Street, North Melbourne, 3051 VIC – for formal academic grievance 

A Student Grievance Appeal Form - 
https://www.guildmusic.edu.au/_files/ugd/87330e_8fb1ebe7c633405cb67ba917aaf93cff.pdf 

 – is readily accessible on the AGE public website 

 

Students are not discouraged from making formal complaints consistent with the AGE cultural 

philosophy -  

‘Develop a culture that views grievances as opportunities to improve the organisation and how it 

works’. 3.1a, p2   

https://www.guildmusic.edu.au/_files/ugd/87330e_368148bf3e814f3bb14d392b01c66a7e.pdf
mailto:support@guildmusic.edu.au
https://www.guildmusic.edu.au/_files/ugd/87330e_8fb1ebe7c633405cb67ba917aaf93cff.pdf
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10. 

Grievance information needs to include definitions of 

behaviour that constitutes sexual assault or sexual 

harassment and contact details for support services.  

The information provided to students is comprehensive and includes clear guidelines on sexual 

assault, harassment and relevant support services  

Special consideration is given to the sensitive issues of Sexual Assault and Sexual Harassment 

and are considered in detail on the AGE public website – Students | Guild Music Copy/ behind 

Student Life (available to prospective and continuing students). 

The student orientation process considers the issues in detail - especially on Day #2 – 

 

 

Sexual Assault is clearly defined 

 

 

 

 

https://www.guildmusic.edu.au/students
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Sexual Harassment is also clearly defined - 

 

The issue of consent is discussed – 

 

AGE has a zero tolerance in related matters –  

 

How to report and access support is detailed –  
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This issue of confidentiality is also addressed –  

 

 

In addition, student support is further emphasised and maintained via two additional key policies 

and procedures –  

Student Support – 

https://www.guildmusic.edu.au/_files/ugd/87330e_a1055973621046089394ad8d65cbb5fe.pdf 

Student at Risk and Early Intervention - 

https://www.guildmusic.edu.au/_files/ugd/87330e_791bd8a91fdd4c479a0be281ead1c136.pdf 

  

https://www.guildmusic.edu.au/_files/ugd/87330e_a1055973621046089394ad8d65cbb5fe.pdf
https://www.guildmusic.edu.au/_files/ugd/87330e_791bd8a91fdd4c479a0be281ead1c136.pdf
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11. 

The provider’s handling of formal complaints is consistent 

with both the provider’s policies and the detailed requirements 

of the HES Framework including – costs; consistency; 

fairness; confidentiality; absence of reprisal; provision of 

advice; support; recording decisions and informing the 

student in writing of the outcome and the reasons. 

The handling of formal complaints is consistent with both the policy/procedure and the HESF. 

Costs 

‘The complainant has access to the internal stages of this grievance procedure at no cost. Costs 

for an external appeal will be shared equally by AGE and the complainant.’ 3.4f, p3 

 

Consistency 

A highlighted aim of the grievance process is to ensure consistency – 

‘Ensure that there is a consistent response to grievances.’ 3.1e, p2 

 

Fairness 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction’ 1.2, p1 

 

Confidentiality 

‘All records relating to grievances will be treated as confidential and will be covered by AGE’s 

Privacy and Personal Information Policy and Procedure.’ 5.44, p9 

The Information Privacy Policy can be viewed at - 

https://www.guildmusic.edu.au/_files/ugd/87330e_1acf94a5176041eb9d1c3368317b8896.pdf 

 

Support 

‘Ensure that the views of each complainant and respondent are respected and that any party to a 

grievance is not victimised’ 3.1d, p2 

‘The complainant and any respondent will not be victimised’ 3.4a, p2 

‘Each party to a grievance is advised of their right to be accompanied and assisted by a support 

person at any relevant meetings’ 3.4c, p2 

https://www.guildmusic.edu.au/_files/ugd/87330e_1acf94a5176041eb9d1c3368317b8896.pdf
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‘Students who do not feel safe or confident to take such action [a complaint] may seek assistance 

from the Registrar (or the Equivalent Officer) or the Compliance, Quality and Risk Manager for 

advice and support, or to initiate action on their behalf.’ 5.4, p3 

 

Recording decisions 

‘All formal academic grievances will be reported to the Academic Board whilst maintaining student 

confidentiality.’ 5,45, p9 

AGE has in place a Complaints Register 

 ‘All formal non-academic grievances will be reported to AGE’s Executive Management 

Committee.’ 5.46, p9 

‘A summary reporting showing the effectiveness of the grievances process will be reported to the 

Board of Directors annually.’ 5.47, p9 

 

Informing the student in writing of outcome and reasons 

‘Receipt of the grievance will be acknowledged in writing. The grievance handling process will 

commence within ten (10) working days of the receipt of the formal grievance. All reasonable 

measures will be taken to finalise the process as soon as practicable.’ 5.7, p4 

‘A full explanation in writing for decisions and actions taken as part of the process will be provided 

if so requested by the complainant or a respondent.’ 3.4d, p2 
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12. 

Providers should make every effort to resolve complaints 

within reasonable timeframes that should be stated within the 

policy framework 

The AGE policy and procedure is cognisant of the importance of timeliness. 

‘This policy and procedure outlines how the Australian Guild of Education (“AGE”) will operate an 

effective, timely, fair and equitable grievance handling system, which is easily accessible to all 

complainants. The grievance handling process is designed to ensure that AGE responds 

effectively to individual cases of dissatisfaction.’ 1.2, p1  

‘Ensure that any grievances are resolved promptly, objectively, with sensitivity and with complete 

confidentiality’ 3.1c, p2 

‘Receipt of the grievance will be acknowledged in writing. The grievance handling process will 

commence within ten (10) working days of the receipt of the formal grievance. All reasonable 

measures will be taken to finalise the process as soon as practicable.’ 5.7, p4  

‘The recipient of the grievance or their delegate will then endeavour to resolve the grievance and 

will provide a written report to the complainant on the steps taken to address the grievance, 

including the reasons for the decision, within ten (10) working days. The report will further advise 

the complainant of their right to access the internal appeals process if they are not satisfied with 

the outcome of their formal grievance’ 5.8, p4 

‘Receipt of the academic grievance will be acknowledged in writing. The grievance handling 

process will commence within ten (10) working days of the receipt of the formal grievance. All 

reasonable measures will be taken to finalise the process as soon as practicable.’ 5.15, p5  

‘The Academic Director or their delegate will then endeavour to resolve the grievance and will 

provide a written report to the complainant on the steps taken to address the grievance, including 

the reasons for the decision, within ten (10) working days. The report will further advise the 

complainant of their right to access the internal appeals process if they are not satisfied with the 

outcome of their formal grievance’ 5.17, p5  

‘Following the consultation, the CEO or their delegate will provide a written report to the 

complainant advising the further steps taken to address the grievance, including the reasons for 

the decision, within ten (10) working days. The report will further advise the complainant of their 

right to access the external appeals process if they are not satisfied with the outcome of their 

internal appeal.’ 5.25, p6   
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13. 

There are processes for analysis and monitoring of complaints 

handling - patterns of recurring complaints relating to issues 

or processes, and if so, what action is taken to address this 

Analysis and monitoring of complaints is managed appropriately 

AGE has in place a Complaints Register 

‘All formal academic grievances will be reported to the Academic Board whilst maintaining student 

confidentiality’ 5.45, p9 

‘All formal non-academic grievances will be reported to AGE’s Executive Management Committee. 

5.46, p9 

‘A summary reporting showing the effectiveness of the grievances process will be reported to the 

Board of Directors annually.’ 5.47, p9 

 

Records are maintained 

‘A written record of all grievances handled under this policy and procedure and their outcomes 

shall be maintained for at least five (5) years to allow all parties to the grievance appropriate 

access to these records’ 5.43, p9 

‘All records relating to grievances will be treated as confidential and will be covered by AGE’s 

Privacy and Personal Information Policy and Procedure.’ 5.44, p9 

  

The opportunity for improvement is embedded   

‘For the purposes of communicating to and training staff, this policy and procedure will form part of 

the staff induction process.’ 5.49, p9 

‘A summary reporting showing the effectiveness of the grievances process will be reported to the 

Board of Directors annually.’ 5.47, p9 
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14. 

Providers must make provision for review by specified 

independent third parties 

Independent third parties are clearly nominated and accessible  

For international students 

‘If the complainant is dissatisfied with the outcome of their internal appeal and they are an 

international student, they may lodge an external appeal by contacting the Overseas Students 

Ombudsman.’ 5.22, p7 - About us | Commonwealth Ombudsman or 1300 362 072, 5.44, p7 

 

For domestic and/or international students 

‘If not satisfied with the decision in Stage Two, and the matter is not within the purview of the 

Overseas Students Ombudsman, the complainant or AGE may request that the matter be dealt 

with through an external dispute resolution process via Independent Higher Education Australia 

(IHEA) - IHEA - peak body representing independent higher education providers – (03) 9642 5212. 

5.36, p8 

 

Additional options 

‘If a grievance remains unresolved after the external dispute resolution process, the complainant 

may decide to refer the matter to an external agency such as the Anti-Discrimination Board, 

Australian Competition and Consumer Commission or the Office of Fair Trading or Tertiary 

Education Quality and Standards Agency (TEQSA).’ 5.40, p8   

https://www.ombudsman.gov.au/about
https://ihea.edu.au/
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15. 

Private providers must make specific arrangements for 

independent review of complaints about issues not covered by 

a consumer protection agency or the OSO  

Independent review is evident and accessible  

 

For international students 

‘If the complainant is dissatisfied with the outcome of their internal appeal and they are an 

international student, they may lodge an external appeal by contacting the Overseas Students 

Ombudsman.’ 5.22, p7 - About us | Commonwealth Ombudsman or 1300 362 072, 5.44, p7 

 

For domestic and/or international students 

‘If not satisfied with the decision in Stage Two, and the matter is not within the purview of the 

Overseas Students Ombudsman, the complainant or AGE may request that the matter be dealt 

with through an external dispute resolution process via Independent Higher Education Australia 

(IHEA) - IHEA - peak body representing independent higher education providers – (03) 9642 5212. 

5.36, p8 

 

Additional options 

‘If a grievance remains unresolved after the external dispute resolution process, the complainant 

may decide to refer the matter to an external agency such as the Anti-Discrimination Board, 

Australian Competition and Consumer Commission or the Office of Fair Trading or Tertiary 

Education Quality and Standards Agency (TEQSA).’ 5.40, p8  

 

Anti-Discrimination Board – Discrimination | Victorian Equal Opportunity and Human Rights 

Commission 

Australian Competition and Consumer Commission – Home | ACCC 

Office of Fair Trading - Consumer Affairs Victoria - Consumer Affairs Victoria 

Tertiary Quality and Standards Agency - TEQSA | Tertiary Education Quality and Standards 

Agency   

https://www.ombudsman.gov.au/about
https://ihea.edu.au/
https://www.humanrights.vic.gov.au/for-individuals/discrimination/
https://www.humanrights.vic.gov.au/for-individuals/discrimination/
https://www.accc.gov.au/
https://www.consumer.vic.gov.au/
https://www.teqsa.gov.au/
https://www.teqsa.gov.au/
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