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Grievance & Appeals Procedure


SCOPE 
The purpose of this policy is to ensure there are internal procedures that apply within PD4PTs for addressing participant complaints and grievances. These procedures are designed to ensure there is a transparent process for ensuring participant complaints and grievances are dealt with fairly, consistently and promptly and within all privacy legislation. 
This policy and procedure is a means to resolve problems experienced by trainer and trainees, enabling it to be addressed immediately, effectively, professionally and confidentially. 

POLICY STATEMENT 
PD4PTs is committed to providing participants with a courses and programs of the highest possible standard. However, from time to time, participants may raise concerns, complaints or grievances about matters or issues relating to their experiences at their programs. 
PD4PTs will encourage the parties to approach a grievance with an open view and to attempt to resolve problems first through discussion and conciliation – i.e. an informal manner. Where a grievance cannot be resolved through discussion and conciliation, a formal complaint procedure will be followed. PD4PTs acknowledges the need for an appropriate external and independent agent to mediate between parties when required. 

PRINCIPLES 
The participant grievance resolution procedures of PD4PTs are based on the following principles: 

1.1 Procedures used to review and resolve complaints and grievances are fair and must be seen to be fair; 

1.2 Confidentiality will be respected for all parties, unless the use of the information is authorised by law; 

1.3 Staff and sub-contractors involved in resolving complaints and grievances will act fairly at all times and ensure that conclusions will be based on a fair hearing of each point of view; 

1.4 There will be no reprisals or any disadvantage arising as a result of a participant making a complaint or grievance
1.5 Complaints or grievances are handled in a timely manner with achievable deadlines specified for each stage of the resolution process; 
1.6 Any participant who makes a complaint or grievance and any staff member, sub-contractor or participant on whom the complaint or grievance has a direct impact, is regularly informed of the progress of the matter; 
1.7 Where the complainant is not satisfied the outcome proposed by the decision-maker, the participant is entitled to seek a review, (appeal) either on procedural or substantive grounds, an appropriate independent arbitrator. 

TYPES OF STUDENT GRIEVANCES 

2.1 Certification grievances 
These are usually complaints or appeals against educational decisions. They include but are not limited to: 
• Progress decisions 
• Assessment matters 
• Selection or admission decisions 
• Content or structure of programs, nature of teaching, or assessment 

2.2 Administrative grievances 
These relate to decisions and actions associated with administrative or academic services. 
They include but are not limited to: 
• Administration of policies, procedures and rules by administration
• Course cancelations or refund (please refer to the Refund and Cancelation Policy document)
• Access to PD4PTs resources and facilities. 
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A participant has valid grounds for making a complaint or appealing against a decision (relating to a formal complaint decision) where the participant considers he/she has been adversely affected by: 
· Improper, irregular or negligent conduct by a PD4PT staff member or sub-contractor; 
· Failure by the staff member or sub-contractor to act fairly; 
· A decision that has been made without sufficient consideration to facts, evidence or circumstances of specific relevance to the student; 
· Failure by PD4PTs to make a decision in a timely manner; 
COMPLAINTS RESOLUTION PROCEDURE
In the first instance a person wishing to make a grievance or appeal is encouraged to have their concerns handled in an informal way. If this informal approach to dealing with student grievances does not lead to an acceptable resolution, then the student should pursue the formal process for Complaints and Appeals as set out below: 

MAKING A FORMAL COMPLAINT 

STAGE 1 – Seek advice 
A participant who believes that his or her grievance has not been adequately resolved should seek information and advice from the Managing Director, Erin Splatt (info@pd4pts.com.au, 0449098604)

Students may then decide to: 

1. Take no further action, OR 
2. Lodge a formal grievance 

STAGE 2 - Formal Grievance in Writing 
A formal Grievance must be lodged in writing within 10 working days of the event, to Erin Splatt, Managing Director. A Complaints and Appeals Form is available from any of the above staff members or sub-contractors.

The following steps will then occur:

1. The PD4PTs staff member who has received a grievance will acknowledging receipt of the written grievance in writing within 7 working days from its receipt and indicate when a resolution of the matter can be expected (within 10 working days)
2. The Managing Director will independently review the grievance and attempt to find a resolution to the problem, if the Managing Director perceives there to be a conflict of interest in their handling of the grievance, the grievance will be referred to an external company
3. If the grievance is found to be frivolous or vexatious or no grounds or evidence can be found for it, the Managing Director investigating the matter will not offer any resolution of the grievance
4. The Managing Director investigating the grievance must keep formal records of the actions taken, seek advice where required. 
5. The Managing Director must notify the participant in writing of the outcome of the process and document the reasons that the resolution was or was not achieved 

STAGE 3 – APPEALING A GRIEVANCE DECISION 
1. If after Stage 2 of the process, the participant does not believe that the grievance has been adequately resolved, then he or she may appeal. 
2. The appeal must be lodged in writing to the Managing Director within 20 days of the decision. 
3. The participant will receive an acknowledgement of the Appeal letter within 5 working days. 
4. An independent arbitrator will be appointed to hear the case (within 15 days of acknowledgement letter) 
5. The participant will be notified in writing within 5 working days of the Appeal Hearing. 


FORMS AND DOCUMENTATION

Please see: Complaints and Appeals Form 
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Complaints and Appeals Form

In the first instance a person wishing to make a grievance or appeal is encouraged to have their concerns handled in an informal way. If informal resolutions are unsuccessful, then please complete this form and return it to the details provided at the end of this form. You will be contacted in the following 7 days to have your concerns addressed. Independent mediation is available if you feel it’s necessary, or if a mutually satisfactory outcome cannot be achieved.


Details of person filling out this form 

	NAME
	

	ADDRESS
	

	EMAIL
	

	CONTACT NUMBER
	





Description of Grievance or Appeal (please provide details of the grievance or appeal including when and where it occurred, who was involved, names of witnesses and any other relevant details. Attach a page if required) 
	

	

	

	



Please identify the relevant program/course and campus location in relation to this grievance or appeal 
	

	

	

	



What outcome/s do you seek? (Attach a page if required) 
	

	

	

	




Would you like independent mediation if your grievance/appeal is not resolved by the Managing Director of PD4PTs? Yes /  No 


Signature: ………………………………………………………..				Date:      /     /
(of the person lodging the complaint/appeal) 

Once you have completed this form please attach any supporting information and send this form to the following location 
Via email to info@pd4pts.com.au 
Via post to Erin Splatt, 1/1 Carrum Street East Malvern 3145
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