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Procedure: Complaint / Appeal Process Diagram

 
 
 
 
** Form is available on the website or from BCAL. 

 

Complainant verbally raises concerns with BCAL CEO/Centre Manager 

Matter is resolved with CEO/Centre Manager 

YES NO 

No further action required Complainant completes form** 
detailing complaint/appeal grounds 

Complaint/appeal form lodged with BCAL 
staff within given time frame (5 days) 

Complaint/appeal resolution process commenced: 
Form given to Board and complaint/appeal interview 
scheduled 
  

Board hears all evidence and make judgement. 
Complainant/appellant is informed of judgement  
  

Matter is resolved 
  

NOT UPHELD UPHELD 

COMPLAINT 
Outcomes are 
implemented 
as required 
with the parties 
involved, and 
the causes are 
identified and 
rectified. 

COMPLAINT 
Involved parties 
are informed of 
decision and the 
right of the 

complainant to 
take the matter 
further –  through 
external agencies. 

APPEAL 
Accused is 
required to 
undertake further 
training, 
counselling or 
experience prior 
to another 
assessment  

APPEAL 
Appropriate 
recognition is 
used, 
assessment 
arranged and 
root causes 
identified and 
rectified  



BCAL POLICIES AND PROCEDURES      

Document Name Policy 11_Complaints and Appeals Policy Approved by Board of Management 
Revision: 22.3 Revision Date: Apr 2026 Next Review: Nov 2027 Doc #: DOC0647 Page 9 of 11 

 
 

DATE: 



BCAL POLICIES AND PROCEDURES      

Document Name Policy 11_Complaints and Appeals Policy Approved by Board of Management 
Revision: 22.3 Revision Date: Apr 2026 Next Review: Nov 2027 Doc #: DOC0647 Page 10 of 11 

 
 

  

 



BCAL POLICIES AND PROCEDURES      

Document Name Policy 11_Complaints and Appeals Policy Approved by Board of Management 
Revision: 22.3 Revision Date: Apr 2026 Next Review: Nov 2027 Doc #: DOC0647 Page 11 of 11 

 
 

 
AMEP complaints and 
Appeals Process  
 
What do you do if you think you have been 
treated unfairly?  
1. Talk to your teacher or Education Coordinator. They may be able to help you solve the problem 
immediately.  
 
2. If you are not satisfied, talk to the Senior Manager by asking to see him/her at reception OR if you 
are doing Distance Learning, talk to the TAFE NSW Distance Learning Team on 1300 362 418 or 
email amepdl@tafensw.edu.au  
 
3. complaints that are escalated to a Senior Manager must be acknowledged in writing.  
 
4. If you are still not satisfied, tell the Senior Manager that you want to talk to the  
 
General Manager Service Delivery Education and Employment, AMEP at AMES Australia  
Phone: 8791 2478  
5. If you are not happy with the way the complaint has been handled you may contact the Department 
via the National Training complaints Hotline:  
- by telephone on 13 38 73  

- by email at NTCH@education.gov.au  

- by mail to:  
 
Director  
Adult Migrant English Program Department of Education & Training GPO Box 9880  
Canberra ACT 2601  
6. If still dissatisfied, the you may contact the Commonwealth Ombudsman:  

• by telephone on 1 300 362 072  

• the email at ombudsman@ombudsman.gov.au  

• by completing an online form at www.ombudsman.gov.au  

• by attending one of their offices.  
 
NOTE: This agency will not usually investigate a complaint unless raised with the department first.  
If it is anticipated that the complaint will take more than 60 days to resolve, the client must be advised  


