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Complaints and Appeals Policy 
Policy Number: 6 

Approval Date: 1 July 2025 

Review Date: 1 July 2026 

Policy Version: 1.0 

Responsible Officer: Training Coordinator / RTO Manager 

 

Preamble 

Century Training is committed to the early resolution of staff and customer 
complaints and appeals in a fair, transparent, and impartial manner, ensuring 
continuous improvement in our services. 

Rationale 

Century Training recognizes that effective systems for handling complaints 
and appeals are essential in maintaining high standards of training and 
assessment. We strive to resolve all complaints and appeals promptly and 
fairly while ensuring that the rights of all parties are protected. 

Principles 

Promptness and Systematic Process 

Independent Mediation and Appeal Resolution 

Clear Information and Support 

Timely Communication and Resolution 

Confidentiality and Privacy 

Documentation and Record Keeping 

Continuous Improvement 

Accessibility and Transparency 

Dealing with Online Comments 

Century Training takes online feedback seriously. Our approach is to: 
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- Listen to the issue: Acknowledge the customer's experience. 

- Non-defensive approach: Always treat a complaint as legitimate. 

- Documenting feedback: Record all relevant information and log it. 

- Personalized responses: Avoid generic responses. 

 

Examples of Responses: 

- "Thank you for bringing this issue to our attention..." 

- "I don’t see your name on the student database..." 

- "Thanks for sharing your feedback..." 

- "Please feel free to reach out to the Training Coordinator..." 

- "We apologize that our service did not satisfy your expectations." 

- "We’re so sorry that your experience did not match your expectations..." 

- "We set a high standard for ourselves..." 

- "I’m so sorry. We’re normally known for our exceptional attention to detail..." 

- "We always aim to deliver a great experience..." 

- "Thank you for posting a review..." 

- "I apologize on behalf of everyone at [Company Name]..." 

 

Other Policies Relating to This Policy 

- Quality Management Policy 

- Risk Management Policy 

- Access & Equity Policy 

- Client Services Policy 

- Staffing Policy 

Procedures Relating to This Policy 
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- Complaints and Appeals Procedure (detailed procedure for handling 
complaints and appeals) 

Policy Review 

The Complaints and Appeals Policy will be reviewed on an annual basis, or 
sooner if required, to ensure it remains effective and aligned with best 
practices and regulatory requirements. 
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