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Higher Education Student Guide to Complaints, Feedback and Appeals

Complaints and Feedback

If a student or potential student wishes to make a grievance/complaint, or provide feedback about any aspect of their studies or experiences at SBIT, including the enrolment process, they are actively encouraged to do so.  Both positive feedback and suggestions for improvement are welcomed. In the first instance, the student should attempt to raise their concern or suggestion informally with an appropriate member of staff.  This could be a lecturer, Head of School or a member of the administrative or support staff.  In most instances this should be an effective way of resolving a specific problem or making a suggestion that brings about a more general improvement in students’ experiences.

If an informal approach is not successful or the student prefers to have the matter dealt with in a more formal manner, then they should use a Have Your Say form.

The Have Your Say forms are the main vehicle for recording students’ feedback and complaints at SBIT.  They are an integral part of the Institute’s quality assurance system and are available at the Library, or may be accessed on the public SBIT website by typing “Complaint” or “Have Your Say” in the Site Search box at the top right of the page or by going to: 

http://www.southbank.edu.au/site/about/contacts/instituteFeedback.asp
The Have Your Say form may be completed on line, or placed in dedicated yellow boxes on campus.  Complainants or providers of feedback may elect to identify themselves or to remain anonymous.  In either case, the Have Your Say form will be formally registered and tracked and a response will be forthcoming (if personal details have been provided) within ten business days.

Please note that Have Your Say forms should not be used for appealing assessment results or penalties for academic or behavioural misconduct.  The correct procedures for these are set out in the Higher Education Student Rules 15.4, 16 and 17.
Appeals

Students may wish to appeal assessment results, decisions to exclude the student from study in a course or program or penalties for academic or behavioural misconduct.  Potential students may wish to appeal a decision to deny enrolment in a course or program.

Appealing an assessment item

If you are dissatisfied with the result of a specific assessment item such as an assignment or exam, you should in the first instance discuss this informally with the course lecturer. If this does not resolve the problem, you may submit a written application for re-evaluation of the result to the relevant Head of School or delegated officer. You must lodge your application, together with reasons or supporting evidence, within 15 working days of notification of the result. Where possible an assessor other than the original assessor will undertake the re-evaluation.

If you are dissatisfied with the re-evaluation outcome, you have a further right to appeal to the Institute’s Higher Education Academic Appeals Committee (see below for details about how to do this).

If you submitted your assessment item by the due date, and it is assessed as requiring additional work, you may request an opportunity to resubmit the item. Only one resubmission attempt will be granted for each assessment item. Any attempt to re-submit an assessment item or to re-sit an examination is at the discretion of the lecturer.  If your first attempt is deemed to be of a low standard or with little effort, the lecturer may not grant you a second attempt.
Academic Appeals

This is a formal process for students to appeal against decisions relating to academic misconduct, academic decisions or procedural matters affecting academic progress such as exclusion from further study in a course or program. Examples of academic misconduct include cheating and plagiarism.

For appeals against specific assessment decisions, you should first refer to the re-evaluation of assessment rule 15.4 explained above. If you are dissatisfied with the outcome of the re-evaluation process, you have a right to appeal to the Institute’s Higher Education Academic Appeals Committee.

Your notice of appeal should be in writing addressed to the Chair of the Institute’s Higher Education Academic Board and submitted within 20 working days of notification of the outcome of the decision you are appealing against. If the appeal is not lodged within this specified time, the decision or result will stand.
If through emergency circumstances, such as in cases of serious illness or injury, you need to defer an appeal, you must forward a medical certificate in support of this. The request to defer the appeal must be made within three working days of the concluding date shown on the medical certificate.

Lodging Academic Appeals:

By mail: 

Academic Director Higher Education

Southbank Institute of Technology

Locked Mail Bag 14

South Brisbane QLD 4101

In person:

Academic Director Higher Education

Southbank Institute of Technology

Level 7, C Block

66 Ernest Street

South Brisbane QLD 4101

The Higher Education Academic Appeals Committee will meet to consider your appeal within 15 working days of the receipt of your appeal.  You will be given at least 5 working days notice of the time, date and place of this meeting. You have the right to be accompanied by a nominated representative, or you may provide a written submission, instead of attending any hearing before the Academic Appeals Committee. This nomination or submission must be sent to the Chair of the Institute’s Higher Education Academic Board at least two working days before the date of the meeting. You may ask an Institute Counsellor to support you through this process. If required, the Institute will provide an interpreter to assist you during the meeting.

The Academic Appeals Committee shall review the circumstances of your dispute or questions relating to the academic processes adopted in reaching an academic decision and will make a determination in the matter.
The Academic Appeals Committee provide you with a written statement of the outcome of the appeals process within fifteen working days of the appeal hearing, including details of the reasons for the outcome, and any actions to be undertaken.

The decision of the Academic Appeals Committee is final.
For further information refer to Higher Education Student Academic Grievance and Appeals Policy located on SBIT internet site.
If a student remains dissatisfied with the outcome of the Academic Appeals processes, they may contact:

The Director, Office of Higher Education, PO Box 1503 City East Queensland 4002, Tel 07 3237 0390.  Please note that the Office of Higher Education can only provide advice about further avenues of appeal.  It will not arbitrate on the matter being appealed.

Non-Academic Appeals

If you have been found guilty of behavioural misconduct, you may appeal the decision or the decision process in writing to the Institute’s Non-Academic Appeals Committee within 20 working days of the date the decision was communicated to you in writing.  All documentation lodged must be original documents or certified copies, no photocopies or facsimiles will be accepted.  Students must outline the decision and reasons for the appeal, including any compassionate or compelling circumstances, and may provide documentary evidence in support of their appeal. 
Lodging Non-Academic Appeals:

By mail: 

Institute Director/CEO
Southbank Institute of Technology

Locked Mail Bag 14

South Brisbane QLD 4101

In person:

Institute Director/CEO
Southbank Institute of Technology

Level 7, C Block

66 Ernest Street

South Brisbane QLD 4101
The Non-Academic Appeals Committee will comprise members that have not previously considered your case.

The Non-Academic Academic Appeals Committee will meet to consider your appeal within 15 working days of the receipt of your appeal. You will be given at least 5 working days notice of the time, date and place of this meeting.

You have the right to be accompanied by a representative and you may call witnesses, or you may provide a written submission instead of attending the meeting. You may ask an Institute Counsellor to support you through this process. If required, the Institute will provide an interpreter to assist you during the meeting.

If you do not attend the meeting or provide a written submission, the Committee may assess the matter and where necessary impose a penalty as if you had participated.

The Appeals Committee will advise you in writing of the decision within fifteen working days of the date of the appeal hearing, including details of the reasons for the outcome, and any actions to be undertaken.

The decision of the Appeals Committee is final (subject to the provisions of the Judicial Review Act).
For further information refer to Higher Education Student Non-Academic Grievance and Appeals Policy located on SBIT internet site.
External Appeals

A student who is not satisfied with the result of the internal appeals process, has the right to pursue the external appeal processes as outlined below.

International students who wish to exercise their right to have their case heard by an external body, must notify International Student Administration within five working days of receiving written notification of the outcome of the internal appeals process.

The purpose of an external appeal process is to consider whether SBIT has followed its policies and procedures. The purpose of an external appeals process is not to make a decision in place of SBIT.  For example, if a student takes their case to the external body (following the internal appeals process) appealing against SBIT’s decision to report for unsatisfactory academic progression, the external appeals process would look at the way in which the internal appeal was conducted. The external body would not make a determination as to whether the student should be deemed to have unsatisfactory academic progression or not.

Students may refer their appeal to the Queensland Ombudsman’s office. There is no cost for lodging appeals. The Ombudsman will investigate the case, make an assessment and advise the student of the outcome. The Ombudsman’s Office will also notify SBIT of the outcome of the external appeal.
Further information is available at www.ombudsman.qld.gov.au
or by contacting the Queensland Ombudsman’s office on:

Phone:     

(07) 3005 7000
Toll Free (outside Brisbane): 
1800 068 908
Fax:     


(07) 3005 7067
TTY:    



3006 8174
Email:    

ombudsman@ombudsman.qld.gov.au 
Lodging Appeals with the Queensland Ombudsman’s Office:

By mail:

GPO Box 3314
Brisbane QLD 4001
In person:

Level 25, 288 Edward Street
Brisbane QLD 4000

The Queensland Ombudsman’s office may take several weeks to investigate the student’s appeal. Should international students have concerns regarding their student visa during this time, they should advise International Student Administration at SBIT. 
The information provided above should be read in conjunction with the Higher Education Student Rules which can be found on SBIT’s public website at: http://www.southbank.edu.au/site/students/policies/rules.asp
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