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DECYP Complaints and Appeals Policy — International Students



1 Purpose

This Policy provides guidance about the international education program complaints and appeals
process and ensures that formal complaints and appeals are addressed in a fair, transparent and
compliant manner.

This Policy applies to Department for Education, Children and Young People (DECYP) staff
including schools and Tasmanian Government Education International (TGEI), full fee-paying
international students, parents/legal guardians, homestay hosts and education agents who want to
lodge a complaint or appeal.

DECYP will respond to any complaint or appeal the international student (or an adult acting on
their behalf), makes regarding the school, homestay host, education agent or any related party
TGEI has an arrangement with to deliver the international student’s course or related services.

2 Policy Statement

TGEI is committed to meeting its responsibilities under the Education Services for Overseas
Students (ESOS Act) framework and outlines the practices which ensure fair and transparent
protection and support of any international student, parent/legal guardian or agent who plans to
make a complaint or to appeal a decision.

The TGEI complaints and appeals process does not affect the complainant or appellant’s rights to
take action under Australian Consumer Law, if Australian Consumer Law applies.

The international student will be given the opportunity to formally present their case if they choose
to do so.

The international student may be assisted by a support person at any relevant meetings, provided
that person does not have a conflict of interest. For example, a DECYP-accredited education agent
may not always be an appropriate support person.

2.1 Complaint management principles

2.1.1 Access

TGEI will respond to a complaint or appeal made by a complainant to TGEI or any related party
acting on behalf of TGEI.

DECYP does not charge a fee to lodge a complaint or an appeal.

2.1.2 Transparency

TGEI provides complainants with comprehensive, free and easily accessible information about the
complaints and appeals process and policy via the:

* the TGEI website
» the student Letter of Offer
» TGEI orientation sessions

* homestay inductions.
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2.1.3 Fairness

The complainant will be given the opportunity to formally present their case and be accompanied
and assisted by a support person of their choosing (provided that person does not have a conflict
of interest) at any relevant meeting.

2.1.4 Confidentiality and privacy

Details of a complaint or appeal will only be made to those involved with the resolution of the
complaint or the hearing of an appeal. Information is to be handled in accordance with privacy laws
and other relevant legislation.

2.2 Complaint responsibility

The complainant, who may be an international student or an adult acting on their behalf, begins the
process by submitting a complaint to the school or TGEI.

2.2.1 School

The International Student Advisor (ISA) or Principal is the key contact person if the grievance
relates to, but is not limited to:

» academic results

» course information and delivery
» teaching and school staff

* learning support.

For further information relating to the above school grievances, please refer to ‘Complaints’
information on the DECYP website.

2.2.2 TGEI

The Associate Director, as the Principal Executive Officer (PEO) or delegate is the key contact
person if the grievance relates to, but is not limited to:

» TGEI (includes decisions made by TGEI)

+ fees

+ refunds

» suspension, deferral or cancellation of enrolment

» course or provider transfers

+ terminating a homestay host

* homestay accommodation arranged by TGEI

» warning letters or issuing a Notice of Intention to Report for visa non-compliance relating to:

° misbehaviour
° unsatisfactory course progress or attendance
° non-payment of fees.
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2.3 Informal Complaint

Informal resolution of complaints is encouraged before commencing formal action.

2.4 Formal complaint

If the issue cannot be resolved informally, a formal complaint should be lodged.

Complainants can lodge a formal complaint with the school or TGEI.

2.5 Internal appeal

If the complainant is not satisfied with the outcome to the complaint or the decision, the appellant
(either the international student or an adult acting on their behalf) may lodge an internal appeal
against the decision with the school or TGEI.

2.5.1 Student enrolment during appeals
International students who hold a subclass 500 student — Schools visa:
¢ A student’s enrolment will be maintained:

° During an internal appeal relating to attendance, course progress or misbehaviour, although
not if relating to expulsion due to non-payment of fees.

° During an external appeal relating to attendance or course progress, although not if relating to
expulsion due to misbehaviour or non-payment of fees.

+ TGEI may suspend or cancel the enrolment of a student at any time if the student’s health and
wellbeing, or the wellbeing of others, is likely to be at risk.

2.6 External appeal

« If all internal complaint options have been exhausted and the issue still cannot be resolved,
students may wish to lodge an external appeal with the Ombudsman Tasmania as follows:

Ombudsman Tasmania (ombudsman.tas.gov.au/complaints)

NAB House, Level 6
86 Collins Street
Hobart, Tasmania
Phone: 1800 001 170

+ Ombudsman Tasmania may decline to accept a complaint if the matter occurred more than two
(2) years ago.

» The purpose of the external appeals process is to consider whether TGEI has followed its policies
and procedures, rather than to make a decision in place of TGEI.

« TGEI will comply with a decision or recommendation in favour of the student made by the
Ombudsman Tasmania and will immediately implement the decision or recommendation. TGEI
will undertake preventative or corrective action required by the decision and advise the
complainant or appellant of that action.
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https://www.ombudsman.tas.gov.au/complaints

3 Related policies

e Refund Policy - International Students — TGEI

4 Related procedures

» Complaints and Appeals Procedure — TGEI

5 Supporting information/tools

¢ International Student Complaint Form — TGEI

e Complaint Form — Early Resolution — DECYP

» International Student Internal Appeal Form — TGEI

¢ Internal Review Form — DECYP

*  Complaints Management at a glance — DECYP

e Complaints — schools and Child and Family Learning Centres

6 Definitions

Appellant

An international student, or an adult on their behalf, who formally requests a review of a decision
made in response to a complaint.

Complainant
An international student, or an adult on their behalf, making a complaint.
Complaint

A dispute, grievance or dissatisfaction about the administration, management or operation of
international student services or impact to visa status, where a response or resolution is expected.

Education Agent

Accredited by DECYP to recruit students for the international education program.
External Appeal

A request to the Ombudsman to review the internal appeal decision.

Internal Appeal

A request to the school or TGEI to review their decision about the formal complaint.
International students

All full fee-paying international students enrolled in the Department’s international student program.
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https://recordsmanager.education.tas.gov.au/linkgeneratorapi/record/RmNpSEtaWmhnNXltcXFlbE1Ta1ZEcTk4N2lyaTFRaFpucCswT2R0MzFKR3R0MlJFNkZxa1lPMFg4dXFuYUpiVjZ1YTB1TXFHVEZKVEM0SFZOSnR4VVpocEZPTittcjlLRTgvdUhuM2k1UFZybXpWNVFsa3hiY2trN1NRWFNFQm41UlNxdlZRakp3Rko2RG8zL0pLQWlPc1NmaGtMeHIvRzlxa1NpdFdpZURJPQ/link
https://share.teamforms.app/form/ZTlkYThhMDYtMmEwMS00ODU5LWE3MmYtMzQxOGViYmEwNjBiOmE5YmUzYWM3LTBjNjAtNDkxZS04YjNiLWEzMmY4ZjQ2YWVjODoxMmMxODZlNS1jOGQ4LTQ2ZWMtYjA0MC04MmVjNmViZjQ5MTE=
https://forms.office.com/pages/responsepage.aspx?id=xzq-qWAMHkmLO6Mvj0auyH-vHDlefkJHlAf_deRP1d9UQkoyQzJZQzlYVEk1NUNUNEdKMzhQTUVFMyQlQCN0PWcu
https://share.teamforms.app/form/ZThhZmYyZGItNmUyMy00MDg5LThhZWEtZjZkOWUyZDIwMGI4OmE5YmUzYWM3LTBjNjAtNDkxZS04YjNiLWEzMmY4ZjQ2YWVjODo3YTQ1NTgwYi05Mzg1LTRmYjYtODVjMS02MDRiN2UzM2E0MjU=
https://forms.office.com/Pages/ResponsePage.aspx?id=xzq-qWAMHkmLO6Mvj0auyH-vHDlefkJHlAf_deRP1d9UOEVSOThSUlhFUjVGRUhRWUdUQjI2OERJMCQlQCN0PWcu
https://publicdocumentcentre.education.tas.gov.au/library/Shared%20Documents/Complaints-Management-at-a-glance.pdf
https://www.decyp.tas.gov.au/about-us/compliments-and-complaints/complaints/

School

For the purposes of this document, is defined as a school with full fee-paying students enrolled in
the international education program.

Ombudsman

The Ombudsman is an independent officer reporting to Parliament with responsibility to investigate
the actions of public authorities.

Support person

Someone a complainant may nominate to attend a meeting with them to provide support and
reassurance. They cannot provide advice or attempt to answer questions on the student’s behalf.

Tasmanian Government Education International (TGEI)

TGEl is the Department for Education, Children and Young People (DECYP) business unit that
administers and manages the international education program in Tasmanian government schools.

7 Legislation

Education Services and Overseas Students Act 2000 (Cth)

National Code of Practice for Providers of Education and Training to Overseas Students 2018 (Cth)

Education Act 2016 (Tas)

Personal Information Protection Act 2004 (Tas)
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https://www.legislation.gov.au/C2004A00757/latest/versions
https://www.legislation.gov.au/F2017L01182/latest/text
https://www.legislation.tas.gov.au/view/whole/html/inforce/current/act-2016-051
https://www.legislation.tas.gov.au/view/whole/html/inforce/current/act-2004-046
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