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 1. Our commitment 

Every student at WAYS Youth Training has the right to be heard. Raising a complaint or lodging an 
appeal is free, confidential, and will not affect your treatment in any way. We take every concern 
seriously. 

You can raise a complaint about WAYS, anyone who works or trains with us (including staff, trainers 
and contractors), or a third party delivering services on our behalf (for example, a work-placement 
host). 

 2. Definitions 

• Complaint — concern about a service, person, decision, or experience 

• Appeal — formal request to review a specific decision (such as an assessment outcome, 
withdrawal, or refund decision) 

• Feedback — comments and suggestions that don’t require a formal response 

 3. Principles 

• Confidential — we share information only as needed to investigate and resolve 

• Free of cost to the student 

• No retaliation — no student will be disadvantaged for raising a complaint or appeal in good faith 

• Procedural fairness — every party is heard 

• Documented — we keep records of complaint, response, and outcome for at least 5 years 



• Evidence-based — findings are based on objectively verifiable information rather than perception 
or assumption alone 

3.1 How we assess complaints 

While perceptions are important, when deciding whether an allegation is substantiated WAYS 
considers: objective evidence, corroborating information, verifying documentation, witness accounts, 
and the balance of probabilities. 

 Complaint or appeal? Which process applies 

Use this quick guide to work out which process to follow. 

It is a COMPLAINT if... It is an APPEAL if... 

you are unhappy about a service, a person, 
conduct, or an experience. 

you want to challenge a specific decision — 
usually an assessment result. 

Examples: a trainer’s conduct, how you were 
treated, feeling unsafe or discriminated against, 
facilities, enrolment or fees. 

Examples: marked ‘not yet competent’ when you 
believe you were competent; an assessment not 
run to plan; a withdrawal or refund decision. 

Handled under Section 4 — reviewed by the 
General Manager (or delegate). 

Handled under Section 5 — independently re-
reviewed by someone who was not the original 
assessor. 

 4. Complaints 

4.1 Informal resolution (Stage 1) 

Most concerns are resolved quickly by talking to the right person. 

• Issue with assessment, classroom, or your trainer? Speak to your trainer first. 

• Issue with administration, fees, or enrolment? Speak to the WAYS admin team. 

• Issue with another student? Raise it with your trainer or the General Manager (or delegate). 

If informal resolution doesn’t work, or if the issue is too serious for an informal conversation, move to a 
formal complaint. 

4.2 Formal complaint (Stage 2) 

You can make a formal complaint in any of these ways — in person, by phone, by email, or by post: 

• In person or by phone: ask for the Consumer Protection Officer (Alfred Asirvadham, General 
Manager or delegate) on (02) 9365 2500 

• Email: alfred@ways.org.au or training@ways.org.au (subject line: ‘Formal complaint — [your 
name]’) 

• Post: General Manager (or delegate), WAYS Youth Training, Tiffany Plaza, 422 Oxford Street, 
Bondi Junction NSW 2022 

• Or complete the WAYS Complaint Form (T2.5) 

Include: your full name and USI, what happened, when, who was involved, and what you’d like as a 
resolution. 

Complaints must be lodged within 30 days of the occurrence. A complaint may not be investigated if 
there is insufficient evidence, records are no longer available, or delay has prejudiced a fair 
investigation. 

Only complaints made in writing will be considered. Any complaints deemed vexatious or malicious and 
that have no reasonable ground will not be considered, and the complainant may face disciplinary 
action. 



Step Action Timeframe 

1. Lodge Submit your written complaint to the General 
Manager (or delegate) 

Within 30 days of the 
occurrence 

2. Acknowledge GM (or delegate) acknowledges receipt Within 5 business days 

3. Investigate GM (or delegate) investigates fairly, hearing all 
sides 

Within 10 business days 

4. Outcome Written outcome provided to you with reasons Within 20 business days of 
lodgement 

5. Escalate If unsatisfied, escalate to the CEO (or delegate) Within 5 business days of 
being notified of the outcome 

If a complaint is complex — for example, an investigation involving placement settings or external 
parties — and needs longer, we tell you why in writing and keep you regularly updated. 

4.3 Internal review — escalation (Stage 3) 

If you’re not satisfied with the outcome, the CEO (or delegate), who was not involved in the original 
decision, reviews the matter. We acknowledge the escalation within 5 business days and provide a final 
internal determination within 10 business days. 

 5. Appeals 

5.1 Assessment appeals 

An appeal is a request to review a specific decision — usually an assessment result. You may appeal 
an assessment decision you believe is incorrect, unfair, or based on inadequate evidence, using the 
Appeal Form (T2.6). There is no cost to you for an appeal. 

Step Action Timeframe 

1. Lodge Submit your written appeal to the General 
Manager (or delegate) using the T2.6 Appeal 
Form 

Within 20 business days of 
result 

2. Acknowledge GM (or delegate) acknowledges receipt Within 5 business days 

3. Review An independent reviewer (not the original 
assessor) reviews the assessment 

Within 15 business days 

4. Outcome Written outcome provided to you with reasons Within 20 business days of 
lodgement 

5. External 
review 

If still unsatisfied, you may refer to ASQA 
(asqa.gov.au) 

Any time after the internal 
process is exhausted 

 6. External review 

If you remain unsatisfied after the internal process, you have free external review options depending on 
the nature of the issue: 

Issue type External review body 

Training quality, RTO conduct, 
qualification 

Australian Skills Quality Authority (ASQA) — asqa.gov.au 

Smart & Skilled (subsidised) 
training — advice, help progressing 
a complaint, free mediation 

Smart and Skilled customer support centre — 13 28 11 or 1300 
772 104 · SmartandSkilled.Enquiries@det.nsw.edu.au 



Issue type External review body 

Refunds, fees, advertising 
(consumer law) 

NSW Fair Trading — 13 32 20 or fairtrading.nsw.gov.au 

Work health & safety SafeWork NSW — 13 10 50 or safework.nsw.gov.au 

Not sure who to contact National Training Complaints Hotline — 13 38 73 or dewr.gov.au 

These external avenues are free to use. 

Smart and Skilled students 

If your training is subsidised under Smart and Skilled, you are also covered by NSW 
consumer protection. You can speak to our Consumer Protection Officer at any time, or 
contact the Smart and Skilled customer support centre on 13 28 11 for advice, help 
progressing a complaint, or free mediation with WAYS. 

 7. Your rights 

• Be accompanied by a support person at any meeting (a friend, family member, advocate, or 
interpreter) 

• Request copies of relevant records (your enrolment, assessment, communications) 

• Have the process explained in plain English, or in your preferred language with interpreter support 

• Receive written outcomes at each stage, with reasons 

 8. What we do 

• Take every complaint seriously 

• Investigate fairly, hearing all sides 

• Communicate clearly and in writing at each step 

• Apply outcomes consistently — what we agree to do, we do 

• Use complaints and appeals data to improve our service 

 9. Wellness Centre support 

If your complaint or appeal involves a personal or wellbeing matter, you can access the WAYS 
Wellness Centre alongside the formal process — counselling, case management, and support are 
available to every student at no cost. Speak to admin or your trainer to be connected. 
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