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Context 
Victoria University (VU) recognises the importance and value of listening and responding to concerns 
and complaints. We are committed to continuous improvement and receiving complaints is one of the 
most important ways of learning how we can do better. 

 
This Complaints Management Framework (the Framework) establishes the principles and governance 
arrangements that guide VU’s approach to complaint management, which are set out in the following 
internal policies and procedures: 

• The Complaints Management Framework guidelines provided by the Victorian Ombudsman: 
• Good Practice Guide – Handling Complaints, 2016 

• Good Practice Guide – Manage complex complaint behaviour, 2022 

The Student Complaints and Integrity Office (SCIO) and People & Culture teams also follow the 
guidelines provided by the Commonwealth Ombudsman and the Australian Human Rights 
Commission: 

• Better Practice Guide – University Complaints Handling Guidelines, 2016 

• Better Practice Guide – Guidance for complaint handlers on dealing with risks of harm, 2022 

• Better Practice Guide – Unreasonable complainant conduct 

• GOOD PRACTICE GUIDE Complaint handling for Victorian public sector organisations 
2nd edition April 2025 

• The good practice guidelines provided by the Australian Human Rights Commission. Good 
practice guidelines for internal complaints 

Complaints in relation to gender-based violence will be managed in line with the National Higher 
Education Code to Prevent and Respond to Gender-based Violence 2025. VU commits to supporting 
disclosers by offering a range of resolution options, including confidential advice, informal resolution 
processes, formal investigations and access to external agencies where appropriate. Responses are 
person-centred and trauma-informed, prioritising the safety, wellbeing and wishes of the 
person disclosing or reporting. 

Formal reports will be managed under the relevant procedures: 
• Student Misconduct Procedure 

• Complaints Procedure (Staff) 

Relevant Standards in the 
Higher Education Standards (HESF) and 
RTO Frameworks 
The intent of both frameworks is to ensure student grievances are resolved in a trauma-informed 
matter that is effective, minimises unresolved issues, and avoids negative outcomes for staff, 
students or providers. 

For students, grievance handling is addressed in Section 2.4 (Standards 2.4.1–2.4.5) of the HESF, 
which requires providers to have f air and accessible formal complaint processes. These must 
address: 

• cost barriers 
• advocacy and support services 

• timeliness 

• confidentiality 

• fairness 

• access to independent review if needed 

 
In addition, providers must publicly share accurate and timely grievance information (Standard 7.2.1, 
7.2.2f ), document and record responses to formal complaints (Standard 7.3.3c), and ensure their 
governing body monitors complaints and addresses root causes (Standard 6.2.1j). Summary data 
should be reported regularly and may be made public. Student feedback must inform ongoing 
monitoring and improvement (Standard 5.3.5). 

https://humanrights.gov.au/our-work/employers/good-practice-guidelines-internal-complaint-processes#endnoteb1
https://policy.vu.edu.au/document/view.php?id=204
https://policy.vu.edu.au/document/view.php?id=441


 
 

 
 

 
Under the Outcome Standards for NVR Registered Training Organisations (RTO) 2025, Standard 2.7 
requires complaints and appeals processes to be accessible, fair, confidential, and prompt, with 
outcomes recorded and used for continuous improvement. 

For staff, grievance handling is reinforced under HESF Standard 6.1.4 (Corporate Governance), 
which obliges providers to have effective mechanisms for staff feedback, complaint resolution, and 
safe escalation pathways. 

Purpose 
This Framework outlines VU’s approach to complaint management, including: 

• the principles and practices for the management of all complaints received by VU 

• the governance model that oversights complaints management, escalation, and reporting 

• roles and responsibilities for the management and reporting of complaints and complaint data 

• controls to ensure VU meets stakeholder expectations in relation to management of 
complaints 

• continuous improvement in complaints management processes and systems 

 

Scope 
This Framework applies to the management of all complaints received by VU, unless to do so would 
interfere with a legislative obligation. This includes complaints made by students, staff, and others 
(ref erred to as third parties). This Framework applies to all VU staff responsible for receiving, 
handling, managing, or resolving complaints made by: 

• VU staff;  
• Current VU students; 
• Members of the Public. 

Principles 
VU will apply the following principles when managing complaints. 

 

Principle Description 

Access The complaints process is free and inclusive. Staff must reduce barriers by 
offering flexible formats and support referrals. 

Good faith All parties must exercise their rights reasonably and not arbitrarily, with 
sincere intention to be f air, open, and honest. Frivolous or vexatious 
complaints may be dismissed or lead to disciplinary action. 

Procedural fairness 
& natural justice 

VU will ensure that complaints are handled and resolved in a f air, consistent, 
and unbiased manner. Parties have a right to: 
• Be treated fairly and transparently 
• A decision-maker free f rom conflicts 
• Have irrelevant f actors excluded f rom consideration 

• Be informed of and respond to allegations before a decision is made 

Confidentiality 
& privacy 

Personal information obtained through the complaints process is handled in 
accordance with VU’s Privacy Policy. Complaints 
may be submitted anonymously, but VU’s ability to investigate such 
complaints may be limited. The SCIO and/or 
People & Culture (P&C) teams determine progression of such matters and 
cannot guarantee ongoing anonymity. 

Communication All complaints are acknowledged in writing. All parties are kept informed of 
progress and outcomes. 

Timeliness VU aims to resolve complaints promptly. Wherever possible, complaints will 
be finalised within 30 days. Where this is not possible, the complainant will be 
advised in writing of the reasons for delay and expected timeframe. The time it 
takes to resolve a complaint will depend on several factors, including when the 
complaint was made, the nature and complexity of the complaint, and the 
responsiveness of the complainant, potential witnesses and respondent(s). 



 
 

 
 

 

 
No disadvantage or 
victimisation 

Complainants will not be disadvantaged for lodging a complaint. Access to 
services, participation, or work should not be hindered. Retaliation against, or 
victimisation of, complainants, witnesses, or investigators is strictly 
prohibited. 

Support Students may access advocacy, counselling, and nominate a non-legal 
support person. Staff are supported through People & Culture, EAP and 
supervision. 

Training Staff handling complaints must be trained in VU’s complaint handling 
framework and must be appropriately trained to support staff and students 
f rom diverse backgrounds including Aboriginal and Torres Strait Islander 
students, international students, and culturally and linguistically diverse 
communities. 

Empathy First responses should be empathetic and respectful. 

Right to withdraw A complainant may withdraw a complaint at any time. VU may still act to 
address issues raised in a complaint once it has been withdrawn. 

Right to review 
/ appeal 

Internal reviews/appeals and external appeal options may be available 
depending on the complaint type. 

 
WHAT IS A COMPLAINT? 
A complaint is an expression of dissatisfaction about VU or its services, VU students or VU staff by a 
person who is directly affected by the service or action. It includes: 

• A decision made, or a failure to decide by a VU staff member 
• The actions of, or a failure to act by a VU staff member 
• The actions or behaviour of a VU student 
• Administration of policies, procedures, and rules of VU 

• Standard of service received through VU 

• Resources or facilities at VU 

 

WHAT IS NOT A COMPLAINT? 
The following are not considered complaints under this framework: 

• Requests for more information 

• Requests to change a service, including a course, or request a new service or course 

• Making suggestions for improvements to services, courses or VU processes or policies 

• Expressing concerns about a situation 

• Providing feedback on performance 

• Providing information 

 

INFORMAL RESOLUTION OF COMPLAINTS 
Any complainant may make a local level complaint at any time. Many problems can be resolved swiftly 
and informally, and complainants are encouraged to try to resolve the issue directly with the person 
concerned, where appropriate to do so. 

VU expects any staff member contacted about a complaint to provide the complainant with information 
about how to pursue the complaint, including referral to the SCIO and/or P&C and/or information on 
VU’s web page about pursuing their complaint. 

UNIVERSITY MANAGED COMPLAINTS 
A university managed complaint is a complaint lodged through a formal channel, such as the VU 
Complaints Portal. University managed complaints will be reviewed, triaged, and assigned for 
investigation (where appropriate) by the SCIO. 

A complaint must contain sufficient information necessary for the complaint to be assessed. All 
available information should be lodged at the outset, along with any supporting documentation. 

Safety & wellbeing VU prioritises safety and trauma-informed, person-centred practices. Where 
risk is identif ied, supports are off ered. Temporary adjustments during 
investigations, such as removing a person f rom campus, may 
occur where deemed appropriate. 



 
 

 
 

 
Complaints that require some additional inquiry may take up to 45 University days to resolve. Complex 
complaints that require a significant amount of inquiry, investigation or referral may take up to 
90 University days to resolve, and in some cases longer. 

Complainants will receive written communication about the outcome, actions taken, and any next 
steps. 

 

APPEAL 
Complainants may request an appeal if they are dissatisfied with way VU has handled 
their complaint or managed the complaint process. 

Complaint outcomes about a staff member which have been handled under the Staff Disciplinary 
Process are not eligible for review. 

Students are entitled to submit their concerns to the National Student Ombudsman (HE) or Victorian 
Ombudsman (TAFE) if they are not satisfied after having exercised all internal processes. 
If a staff or student feels that they have been discriminated against, they can submit a complaint with 
the Victorian Equal Opportunity and Human Rights Commission. 

REPORTING, GOVERNANCE AND CONTINUOUS IMPROVEMENT 

All records relating to complaints will be retained in accordance with VU’s Record Management 
Policy.  

The Chief Risk Officer or delegate will provide analysis and reporting student and third-party 
complaints data to University Governance Committees as outlined in the Complaints Policy. 
The Chief Human Resources Officer or delegate will provide analysis and reporting on staff 
complaints data to the University Governance Committees as outlined in the Complaints Policy. 
In addition, annual analysis and reporting on complaint data will be provided to the VU Council. 

Roles and Responsibilities 
Role Responsibility 

Vice Chancellor The Vice Chancellor is responsible for approving this framework and 
ensuring that VU has adequate resources to manage and respond to any 
complaints it receives. 

Vice Chancellor’s 
Group (VCG) Members 

Members of the VCG are responsible for ensuring that all staff in their area: 
• are aware of the VU Complaints Framework and complete any 

mandatory complaints handling training 
• understand their responsibilities to assist in resolving informal 

complaints within their areas in a timely manner 
• ensure that formal complaints are ref erred to the VU Integrity Team 

for triage, assignment, and oversight 

Chief Risk 
Officer (CRO) 

The CRO is responsible for: 
• the implementation of this framework for students and members of 

the public 
• ensuring the SCIO has appropriate training and resources to triage, 

oversight and report on all formal complaints received by VU 
• reporting to governance bodies in accordance with this framework 

Chief Human 
Resources Officer 
(CHRO) 

The CHRO is responsible for: 

• ensuring any staff related complaints are managed in accordance 
with this framework. 

• ensuring assigned decision makers are provided with appropriate 
training and support to manage and respond to complaints relevant 
to their area 

• providing information and data to enable holistic reporting, 
recognising there may be specific privacy and confidentiality 
requirements which will be applied. 

Student Complaints 
and Integrity Office 

The SCIO and P&C are responsible for: 
• triaging and recording formal complaints for appropriate referral, 

investigation, and prioritisation 

https://www.humanrights.vic.gov.au/
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(SCIO) and People 
and Culture (P&C) 

• tracking, overseeing, and reporting on all formal complaints and any 
actions being taken to resolve complaints 

• providing support and assistance to parties involved in resolving 
formal and informal complaints 

• providing insights and analysis on trends, insights, systemic issues / 
themes, and root cause analysis for formal complaints 

• ensuring records are maintained in accordance with VU record 
retention policies 

Business Intelligence Business Intelligence are responsible for: 
• The provision of requested data to support the reporting functions of 

SCIO and P&C 

All staff All staff are responsible for: 
• ensuring that if they receive an informal complaint, they attempt to 

resolve it swiftly where possible or immediately ref er it to the most 
relevant area for management and resolution. 

• ref erring all other complaints to the SCIO or P&C immediately so 

they can be recorded, triaged, and assigned to an appropriate 
decision maker 

• undertaking any mandatory complaints handling training when 
required 

Privacy 
Complainants may request to remain anonymous when submitting a 
complaint or throughout a complaint investigation. Complainants will be 
informed that in certain circumstances, electing to remain anonymous may 
restrict the University’s ability to assist, or may limit the complaint outcomes 
available to a complainant. 

Confidentiality 
The information collected during an investigation will be confidential and used 
for the purposes for which it was collected. Breaches of confidentiality 
could impact the safety or security of people involved and undermine the 
ability to conduct a robust investigation. If confidentiality is breached, the 
university will take appropriate steps to rectify the situation and mitigate any 
harm caused. If confidentiality is not maintained by a party to a complaint, the 
university may take disciplinary action. There may be some exceptions 
where confidentiality cannot or should not be maintained. 

For example, if the University has reason to believe that: 
• there is a serious threat to someone 

• a serious crime has been committed 

• a child is at risk or has been abused 

 
The University may also be required to make records available to police, or to 
respond to subpoenas or warrants. Information about confidentiality and 
exceptions will be accessible to complainants when lodging a complaint. 

 

Conflicts of interest 
Conflicts of interest should be avoided wherever possible in conducting or 
managing investigations and consideration should be given to actual, 
potential, or perceived conflicts. Failure to identify, declare and manage a 
conflict of interest can undermine confidence in the integrity of the 
investigation. 

Generally, a person should not be appointed to investigate a matter if they 
have an actual conflict of interest, as it is difficult to sufficiently manage the 
conflict and safeguard the impartiality of an investigation. Proactive and 
transparent management and communication, including with the 
complainant, may address and manage the perceptions of a conflict. 


