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Feedback process 
ISAustralia and LicensingTL actively encourages feedback from participants, staff, employers and 
stakeholders as part of our commitment to continuous improvement.  
 
How Feedback Can Be Provided: 
• Verbally to trainers, assessors, or support staff 
• During meetings, workshops, or review sessions 
• Through course evaluations or surveys 
• In writing via email or feedback forms 

 

How to raise a complaint or provide feedback 
VERBAL 

How 

Share your feedback or complaint 
verbally with trainers, assessors, or 
support staff on the spot  

Make appointment for meet or 
phone call to share feedback or 
discuss a complaint 

Share your feedback during 
meetings, workshops, or review 
sessions 

What to focus during verbal feedback/complaint: 
1. Provide name and contact details how you want to hear update about your feedback or 

complaint  
2. Focos on what is the issue or concern (what you experience, observed, heard yourself or from 

other), who is involved, place and time if applicable  
3. Be specific: Instead of saying a lecture was "bad," explain which topic was confusing and why, 

instead of the person is bad focus on the behaviour  
4. Share your thoughts on what needs to be done to address the issue effectively and who should 

or should not involved  

 
THROUGH COURSE EVALUATION  
ISAustralia and LicensingTL proactively seeking feedback and nurture environment that support 
feedback giving or safe space for complaint through regular course evaluation or survey.  

How 

Course evaluation or survey is run at 
the end of every course. You are 
encouraged to fill up the survey and 
evaluation as clear as you could with 
honesty.  

What to focus evaluation or survey: 
1. Be honest, states the fact  
2. Focos on what is the issue or concern (what you experience, observed, heard yourself or from 

other), who is involved, place and time if applicable  
3. Be specific: Instead of saying a lecture was "bad," explain which topic was confusing and why. 
4. Mention specific assignments, readings, or tools that either helped or hindered your learning or 

behaviour and the context it took place  
5. Offer solution or suggest actionable changes to improve the situation or particular thing  

 
IN WRITING OR VIA FORM 
Write an email to the following persons individually or in copied  

Name  

quality@isaustralia.com.au 

ceo@licensingtls.com 

chair@licensingtls.com  

What to focus in your writing: 
1. Be honest, states the fact  
2. Focus on what is the issue or concern (what you experience, observed, heard yourself or 

from other), who is involved, place and time if applicable  
3. Be specific: Instead of saying a lecture was "bad," explain which topic was confusing and 

why. 
4. Mention specific assignments, readings, or tools that either helped or hindered your 

learning or behaviour and the context it took place  
5. Offer solution or suggest actionable changes to improve the situation or particular thing 

 
 

mailto:quality@isaustralia.com.au
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FEEDBACK COMPLAINT FORM 
Complete the form below and submitted via email to the below email address/es or alternatively you can submit the form 
directly on our website  

How we handle your form 
We welcome all feedback. Use this form to tell us what worked well, suggest an improvement, or raise a complaint. 
We will acknowledge your form within 3 working days and aim to resolve complaints within 20 working days. If it will 
take longer, we will tell you why. 
Your information is treated confidentially and shared only with the people who need it to resolve the matter. Lodging 
feedback or a complaint will not disadvantage you in your training or your employment. 
Where to lodge it:  email: ceo@licensingtls.com | quality@isaustralia.com.au| chair@licensingtls.com 
 

 

PART A — ABOUT YOU 

 

Full name (optional) Date of this form 

Course, unit or programme  

Phone Email 

 
I am a: 
☐  Participant / student          ☐  Trainer or assessor         ☐  Staff member 
☐  Employer or client             ☐  Visitor / contractor         ☐  Other: ___________________ 
 

Preferred language for our reply:        ☐  Tetum          ☐  English          ☐  Portuguese 
 

☐  I wish to remain anonymous. 
You may submit this form anonymously. Please note that if you do, we may not be able to investigate the matter fully or give you a 
reply. 

 

PART B — WHAT ARE YOU SENDING US? 

 
☐  Compliment or positive feedback           ☐  Suggestion for improvement 
☐  Complaint                                          ☐  Other: ___________________________ 

If this is a complaint, what is it about? 
☐  Training delivery or trainer         ☐  Assessment          ☐  Facilities or equipment 
☐  Health and safety                             ☐  Administration, enrolment or fees 
☐  Behaviour of another person             ☐  Other: ___________________________ 
 

 

https://www.isaustralia.com.au/complaints-appeals/
mailto:ceo@licensingtls.com
mailto:chair@licensingtls.com
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PART C — DETAILS 
 

Date it happened Time Location 

People involved (if any) 

 

 

Tell us what happened. Please describe the facts in your own words (what you experience, observed, heard 
yourself or from other; Be specific: Instead of saying a lecture was "bad," explain which topic was confusing 
and why. Mention specific assignments, readings, or tools that either helped or hindered your learning or 
behaviour that hurst you and the context it took place) 

 

 

 

 

 

 

 

Have you already raised this with someone here?        ☐  No        ☐  Yes 

If yes, with whom What was the result 

 
What outcome are you hoping for? (suggest solutions here, be specific and relevant to the issue) 

 

 

 

 

Do you have documents or photos to attach?        ☐  No        ☐  Yes 

If yes, please list them 

 

PART D — DECLARATION 

 
The information I have given on this form is true and correct to the best of my knowledge. 

Signature Date 
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OFFICE USE ONLY 

 

Reference no. Date received Received by 

Category:      ☐  Feedback        ☐  Suggestion        ☐  Complaint 
Risk level:      ☐  Low               ☐  Medium            ☐  High 
Matters involving health and safety, harassment, discrimination or legal risk must be referred to the CEO immediately. 

Acknowledgement sent (date) Assigned to 

Action taken 

 

Outcome 

 

Date closed Person notified of outcome Recorded in CI register 

☐  Yes    ☐  No  (notified)                    ☐  Yes    ☐  No  (continuous improvement register) 

Reviewed and signed by Date 
 

  


