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DISPUTE RESOLUTION POLICY FOR
INTERNATIONAL STUDENTS

The College shall provide processes handling grievances
(complaints)/resolving disputes brought by prospective,
enrolled and former overseas students regarding academic
and non-academic matters.

Grievance means a statement of concern by a student
that:
(a) has been reported by the student to an officer in
an affiliate college or the ACTh; and
(b) requires action or a response under the policies
or regulations of the ACTh.

General feedback and comment from students about
administration, academic programs and services will not
be treated by the ACTh as a grievance unless action or a
response is required under the policies or regulations of
the ACTh.

Whenever possible, grievances will be handled at the
affiliate college level and within the College. However,
should these internal processes not resolve the matter,
provision is made for external independent grievance
handling/dispute resolution.

Information contained in this policy statement must be
given to students before an agreement is entered into or
before any fees are paid, whichever occurs first, and
within seven (7) days of starting an award course at an
affiliate college of the ACTh.

A student may nominate an advocate to accompany,
represent, and support them at any stage of the internal
complaint and grievance processes, or external
independent processes to resolve problems.

Appeals against Academic Decisions

In these procedures, an ‘academic decision’ means a
decision of an affiliate or the academic staff of an
affiliated college or the ACTh that affects the academic
assessment or progress of a student.  Academic
decisions include marks for intrasemester assessment
tasks and final grades for units.

Following release of the final grades in units by the
ACTh, students may wish to lodge a complaint about the
grade awarded in an enrolled unit. Should the student
proceed to formal appeal of a passing grade, a fee may

apply.

Students concerned about the final grade awarded in a
unit of study should initially discuss the issue
informally with the Registrar at their college of
enrolment. This should be done within twenty five (25)
working days of the release of results by the ACTh.
The Registrar should deal with the issue promptly,
giving a full explanation to the student of the reasons
for the grade awarded.

If the student’s concerns are not resolved by this means,
the Registrar should:
e Explain the next step in the procedure, set out
below; and
e Give the student a copy of this policy

If the student’s concerns were not resolved by the
Registrar, or because of a failure to follow procedures,
the student may then choose to approach the Academic
Dean of the affiliate college. The student may approach
the Academic Dean on an informal basis, or else make
the complaint formal by putting the grievance in
writing, specifying the nature of the complaint and the
grounds for their appeal. The student should do either
of these things within 15 working days of the outcome
of discussions with the Registrar.

If the student chooses to approach the Academic Dean
informally, this does not preclude later lodgement of the
grievance formally in writing to the Academic Dean.

The Academic Dean should deal with informal
complaint about the final grade for a unit promptly,
giving a full explanation to the student of the reasons
for the academic decision.

While not limited to the following, a student may
normally appeal formally against the award of a grade
only where:
1. the lecturer did not provide a unit outline as
required; or
2. the assessment requirements as specified in the
unit outline were varied in an unreasonable
way; or
3. examiners judgement was not objectively
applied because of prejudice against the
individual candidate; or
4. astudent is of the view that a clerical error has
occurred in the computation of the grade; or
5. due regard has not been paid to the evidence of
illness or misadventure if submitted by the
specified date
6. a student is of the view that they have been
disadvantaged in some way due to the conduct
of their final examination.

The Academic Dean must acknowledge receipt of a
formal complaint in writing within five (5) working
days of receipt.

The Academic Dean must try to resolve the complaint
within 15 working days of receiving the complaint. The
Academic Dean may discuss the matter with both the
student and the relevant lecturer in attendance. The
Academic Dean may arrange for the assessment
script(s) completed in the unit to be marked by another
lecturer in the student’s college of enrolment.

Following investigation of the matter, the Academic
Dean will advise the student in writing of his or her
decision:

(a) setting out the reasons;
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(b) advising that if the student does not agree with
the decision, then the student has the right of
formal appeal to the Dean of the ACTh; and

(c) giving the student a copy of this policy, if the
student does not already have a copy.

If the student’s concerns cannot be resolved by the
Academic Dean of an affiliate college, or because of
failure to follow procedures, the student may only
formally approach the Dean of the ACTh by putting the
complaint in writing and lodging it within 15 working
days of receipt of the written response by the Academic
Dean. Again the nature of the complaint and the
grounds for appeal should be detailed.

The Dean must acknowledge receipt of the formal
complaint in writing within five (5) working days of
receipt.

The Dean must try to resolve the complaint within
fifteen (15) working days of receiving the complaint.

Following investigation of the matter, the Dean will
advise the student in writing of his or her decision:
(a) setting out the reasons;
(b) advising that in relation to the final grade for a
unit his/her decision is final;

Complaints and Grievances about other Academic
Decisions

Students concerned about an academic decision in a unit
of study should initially discuss the issue informally
with the relevant lecturer at their college of enrolment.
In particular, following the release of results of intra-
semester assessments (eg. an essay), students may
informally request that an assessment be reviewed by
the lecturer of the unit of study. This should be done
within twenty five (25) working days of the particular
academic decision being made. The lecturer should
deal with the issue promptly, giving a full explanation
to the student of the reasons for the academic decision.

If the student’s concerns are not resolved by this means,
the lecturer should:
e Explain the next step in the procedure, set out
below; and
e  Give the student a copy of this policy

If the student’s concerns cannot be resolved by the
relevant lecturer, or because of a failure to follow
procedures, the student may then choose to approach
the Academic Dean of the affiliate college. The student
may approach the Academic Dean on an informal basis,
or else make the complaint formal by putting the
grievance in writing, specifying the nature of the
complaint and the grounds for their appeal. The student
should do either of these things within 15 working days
of the outcome of discussions with the lecturer.

If the student chooses to approach the Academic Dean
informally, this does not preclude later lodgement of the
grievance formally in writing to the Academic Dean.

The Academic Dean should deal with informal
complaints promptly, giving a full explanation to the
student of the reasons for the academic decision.

The Academic Dean must acknowledge receipt of a
formal complaint in writing within five (5) working
days of receipt.

The Academic Dean must try to resolve the complaint
within 15 working days of receiving the complaint. If
the complaint relates to the mark for an intrasemester
assessment, the Academic Dean may arrange for the
assessment script to be marked by another lecturer in
the student’s college of enrolment.

Following investigation of the matter, the Academic
Dean will advise the student in writing of his or her
decision:

(a) setting out the reasons;

(b) advising that if the student does not agree with
the decision, then the student has the right of
formal appeal to the Dean of the ACTh; and

(c) giving the student a copy of this policy, if the
student does not already have a copy.

If the student’s concerns cannot be resolved by the
Academic Dean of an affiliate college, or because of
failure to follow procedures, the student may only
formally approach the Dean of the ACTh by putting the
complaint in writing and lodging it within 15 working
days of receipt of the written response by the Academic
Dean. Again the nature of the complaint and the
grounds for appeal should be detailed.

The Dean must acknowledge receipt of the formal
complaint in writing within five (5) working days of
receipt.

The Dean must try to resolve the complaint within
fifteen (15) working days of receiving the complaint. If
the complaint relates to the mark for an intra-semester
assessment, the Dean may appoint an independent
assessor who will remark the assessment script under
dispute. A fee may be charged if the student had been
awarded a pass mark for the assessment script under
dispute.

Following investigation of the matter, the Dean will
advise the student in writing of his or her decision:

(a) setting out the reasons;

(b) if the complaint relates to the mark on an intra-
semester assessment, advising that his/her
decision is final;

(c) on other academic matters, advising that if the
student does not agree with the decision, then
the student has the right of formal appeal to an
independent external agency; and

(d) giving the student a copy of this policy, if the
student does not already have a copy.
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Appeals Regarding non-Academic/Administrative
and Other Issues

Non-academic/administrative issues are not limited to,
but include, matters related to fees, withdrawals, etc.,
and other issues students may consider are interfering
with the progress of their studies.

In the first instance, a student who is concerned about a
non-academic decision made or action taken by their
affiliate college or the ACTh should discuss their
grievance with the International Liaison
Officer/Registrar at their college of enrolment. The
International Liaison Officer/Registrar will promptly
notify the student of any action taken or any decision
made by them in relation to the grievance.

If, following the notification from the International
Liaison Officer/Registrar, the student’s grievance is not
resolved to their satisfaction, the student should seek
advice from the International Liaison Officer/Registrar
who will advise the student to whom the student may
next address their grievance. If the matter relates to the
affiliate college, the student may address their grievance
to the Principal; if the matter relates to ACTh policy or
regulations, the student may address the grievance to
the ACTh Academic Administrator. The International
Liaison Officer/Registrar will give the student a copy of
this policy.

If the student’s concerns cannot be resolved by the
Registrar of an affiliated college, and/or the student
alleges failure to follow procedures, the student may
only formally approach the Principal of the affiliated
college by putting the complaint in writing and lodging
it within 15 working days of receipt of the notification
from the Registrar. Again the nature of the complaint
and the grounds for appeal should be detailed.

If the Principal was involved in making the original
decision that becomes the matter in dispute or the
Principal in unavailable to participate in the resolution
process, another person of appropriate rank and
expertise shall be appointed by the Chair of the
affiliated college Council (or equivalent) as the review
officer in place of the Principal.

The Principal must acknowledge receipt of the formal
complaint in writing within five (5) working days of
receipt.

The Principal must try to resolve the complaint within
fifteen (15) working days of receiving the complaint.

Following investigation of the matter, the Principal will
advise the student in writing of his/her decision as well
as:

(a) setting out the reasons for this decision;

(b) advising that if the student does not agree with
the decision, then the student has the right of
formal appeal to the Dean of the ACTh; and

(c) giving the student a copy of this policy, if the
student does not already have a copy.

If the student’s concerns relate to ACTh policy or
regulations and have not be resolved by the
International Liaison Officer/Registrar of the affiliate
college, or because of a failure to follow procedures, the
student may then choose to formally approach the
Academic Administrator of the ACTh. The student
should put the complaint in writing to the ACTh
Academic Administrator within 15 working days of the
outcome of discussions with the International Liaison
Officer/Registrar, specifying the nature of the complaint
and the grounds for their appeal.

The ACTh Academic Administrator must acknowledge
receipt of a formal complaint in writing within five (5)
working days of receipt.

The ACTh Academic Administrator must try to resolve
the complaint within 15 working days of receiving the
complaint.

Following investigation of the matter, the ACTh
Academic Administrator will advise the student in
writing of his or her decision as well as:

(a) setting out the reasons for the decision;

(c) advising that if the student does not agree with
the decision, then the student has the right of
formal appeal to the Dean of the ACTh; and

(d) giving the student a copy of this policy, if the
student does not already have a copy.

Contact details for the ACTh Academic Administrator:
Miss Anne Bates

Academic Administrator

Australian College of Theology

Suite 4, Level 6

51 Druitt Street

Sydney NSW 2000

abates@actheology.edu.au

If the student’s concerns cannot be resolved by the
affiliate college Principal or the ACTh Academic
Administrator, or because of failure to follow
procedures, the student may formally approach the
Dean of the ACTh only by putting the complaint in
writing and lodging it within 15 working days of receipt
of the written response by the ACTh Academic
Administrator. Again the nature of the complaint and
the grounds for appeal should be detailed.

The Dean must acknowledge receipt of the formal
complaint in writing within five (5) working days of
receipt.

The Dean must try to resolve the complaint within
fifteen (15) working days of receiving the complaint.

Following investigation of the matter, the Dean will
advise the student in writing of his or her decision as
well as:
(a) setting out the reasons for the decision;
(b) advising that if the student does not agree with
the decision, then the student has the right of
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formal appeal to an independent external
agency; and

(d) giving the student a copy of this policy, if the
student does not already have a copy.

Contact details for the ACTh Dean:
Rev Dr Mark Harding

Dean

Australian College of Theology
Suite 4, Level 6

51 Druitt Street

Sydney NSW 2000
mharding@actheology.edu.au

External Dispute Resolution

Students who remain dissatisfied with the outcome of
any appeal, except those related to a mark or grade, can
make a final appeal free of charge to the Committee of
the Council of Private Higher Education Incorporated
(COPHE), c¢/- the Executive Officer, Mr Adrian
McComb, PO Box 4210, Castlecrag, NSW, 2068 (02
9417 0834). Such appeals should be in writing. The
staff at affiliate colleges and the ACTh are also able to
make representation to the COPHE Committee
regarding the matter. Students can include a nominee in
this process if they so choose. Decisions of the COPHE
Committee shall be final and binding on all parties.

Notwithstanding the above, in matters of dispute
resolution, international students may exercise their
rights to other legal remedies and may contact the
Overseas Education Unit in their state. Contact details
for the Overseas Education Unit in each state where the
ACTh is the registered provider are listed below.
Students can include a nominee to represent them in this
process if they so choose.

External Formal Concern

If an overseas resident student is concerned about the
College’s actions, the student may raise concerns with
respect to the ACTh’s registration as an education and
course provider to overseas students with the Overseas
Education Unit in the state in which their sponsoring
college is located.

In New South Wales—

CRICOS Administration—Policy and Regulation Unit,
Higher Education,

Department of Education and Training,

GPO Box 33

Sydney NSW 2000

Ph.: 02 9561 8656

Fax: 02 9561 8681

In Western Australia—

Office of Non-Government and International Education,
Department of Education Services

PO Box 1766

Osborne Park WA 6916

Ph.: 08 9441 1900

Fax: 08 9441 1950

In Queensland—if the ACTh’s application for
registration on the Queensland CRICOS is approved—

The Chief Executive,

Queensland Department of Education and the Arts,
PO Box 15033, City East, Q 4002

Ph.: 07 3237 1883

Fax: 07 3237 0004

In each state the Director-General (or equivalent) has
the power to suspend or cancel the provider’s
registration or a course if a breach of the requirements
of registration provision is proved.

Contact details for the Overseas Education Unit in other
States/Territories are available by searching on the
Internet
(http://cricos.detya.gov.au/asp/CRICOSContacts.asp) or
from the Australian College of Theology.

Implications of withdrawing from or not accessing the
complaints and appeals process

Where the ACT has assessed the student as not complying
with their student visa conditions, either through
unsatisfactory attendance or unsatisfactory course
progress, or for disciplinary reasons, the ACT will notify
the student in writing of its intention to report the student
to the Department of Immigration and Citizenship
(DIAC). The written notice will inform the student that
he or she is able to access the ACT’s Dispute Resolution
Policy for International Students and that the student has
twenty (20) working days in which to do so.

Where a student has chosen not to access the complaints
and appeals process outlined in this policy within the
twenty (20) working day period, withdraws from the
process, or the process is completed and results in a
decision supporting the ACT, the ACT will notify the
Secretary of the Department of Education, Science and
Training (DEST) through PRISMS as soon as practicable.
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