O),l_.;_m e

G, GG

ﬁ)-\.ﬁ‘j Q‘)L&J-ww Qb‘.ﬂ?b‘.b}s).o

iyl - T ileMati!l — Ayaliatdl ol yLidul

95! dliw

Complaint and Appeal Policy

General Information

Aaladl ciloglal

EHCT provides appropriate mechanisms and
services for students and trainees to lodge
complaints and to have their complaints and appeals
addressed efficiently and effectively. This
Complaints and Appeals policy and procedures
have been developed and may be implemented for
the effective management of complaints and
appeals and so that their resolution can be
demonstrated .

According to this policy and procedures,
complaints and appeals are monitored and reviewed
to prevent their recurrence and to improve EHCT’s
operations and services.

In the event that a trainee wishes to make a
complaint about the training and/or assessment or
any aspect of the services provided to him/her by
the Centre, or if he/she wishes to appeal an
assessment  decision, he/she consult our
Complaints and Appeals Policy and Procedures and
follow the process thereof. A complaints and/or
appeals form is provided on line.
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Purpose

alaldl

The purpose of this policy is to ensure that the
students/ trainees receive quality and value from
their participation in courses run by EHCT. This is
done by encouraging them to share their concerns
and queries and to facilitate prompt attention to
these concerns and queries and to their resolution.
Should a student, staff member, or trainer have
cause for complaint it should be brought to the
attention of the other party so that the issue may be
discussed and resolved between the complainant
and EHCT.
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Once complaints and appeals are finalized, they are
presented to the management team at their regularly
scheduled meeting, where they are reviewed to see
if there is a need to change any procedures or
practices.

All complaints and appeals are recorded on a
register that includes relevant details to allow
analysis of matters over time and identify any
common factors that may need action.
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Student and trainees of EHCT have the right to
submit a complaint and/or to appeal any assessment
decisions and to be treated respectfully. Students,
trainees, and staff are encouraged to openly discuss
any suggestions, queries, problems or concerns with
the Academic Director and General Manager of
EHCT or other relevant personnel.

Concerns will be given immediate attention and
will be treated in confidence. There are no reprisals
for presenting or voicing concerns or discussing
complaints. It is of major importance to the
management of the Centre that complaints,
concerns and queries are dealt with promptly and
fairly.

If the problem is complex, the student or trainee
may be asked to put the matter in writing.

The Academic Director will then attend to the
matter at the earliest opportunity and will commit to
ensure a decision is made within ten working days.
A complaints and/or appeals form is provided on
line in the Centre’s website. If a complaint or
appeal (including any review process) will take
more than 30 days to finalize, the Academic
Director or General Manager as appropriate will
write to the complainant or appellant and any other
parties involved to explain the delay.
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Outcomes and decisions in relation to a complaint | (5,8 Calidawl of (558 Aalazll wlylyally mludl Jluy] @i
or appeal will be communicated in writing to all . . e
relevant parties within 10 working days of the | < sl o dos oLl 10 Gt § dial) SLLII ez )

decision being reached. lyall

Procedures EARPESY

Informal Process Aoy Al Silel |

1. Any complaints or grievances should be G0 ert x owe s .o
referred in the first instance to the trainer | ==t dl do¥l plall & lllae ol ol gl o] g 1
responsible for the particular class/course from | leatiis . sSall Lo olas Ziuaa 8395/ 258 oy J95ud
which the complaint originated. This is to | ., o e e
ensure all parties are given the opportunity to | ©= Pk Slems Jsbad fuaydll SLLI puer sllac]
share their view on the issue. If this is not | e, (lwlie of USes cld oS5 @ 13] dgasll sia
possible or appropriate, you may contact the 4 L e 1l EHCT w5z .
EHCT supervisor in charge of the. Every slre IS s i o J9el | EHCT cdydins Jlias
attempt will be made to resolve the issue | &alag alis¥ly Lyudly deypudl dog e ASCaLl ()

promptly, confidentially, respectfully and in a il .
manner that is satisfactory to all concerned. Onsall aazel don p0

2. If the difficulty remains, or if the issue cannot | ASad) axllas sl > 3 ol (Agasall slpetul U= 3 2
be dealt with informally, and/or where there is | ;| do s se il 3§ ol / oo
not a satisfactory resolution to the problem, the -'%J o 5}3 r ) M Jm '
complaint, appeal or grievance should be | dbads §sS& o) Bliliwl ol G4 @uiaT Ay ASAL
detailed in writing and referred to the Academic Lol oLyl al) (oY1 ol JI Ll |y 4,1
Director for attention. i ’

3. If there is still no result, a meeting between the . . 55 S D el U 5
General Manager of EHCT, the Academic )fm O gletzl ot ui«m laszgpac il 3
Director, and the complainant/s (andfor | 3'/ ) GsSadl pudas (s3I ally chledl Sl aladl
appellant/s) can be arranged to discuss the | (s s,y &l Sl aasll (Cnastiad! of) castiad)
problem, at which any person the complainant | ~ ) . )
wishes to have present is welcome. 2y pbga 9 sl 058 Ol paid

4. If a complaint or appeal (including any review (Bazlyo Belas (ol U § Lay) BLEL of (oSl calS 13) .4
process) will take more than 30 days to finalize, o ) o
the Academic Director or General Manager will sl Sy gud el@dl gy 30 (e AST Granada
write to the complainant or appellant and any | iy Casliwll of sSall cmlio ) plall ol o (p0&Y]
other parties involved to explain the delay. i . . PR
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5. If the matter cannot be resolved through this | aaull xe Lleall sda I oo Wludl sda J> 5daild] .5

informal process, a formal process for . .
: . . Bldl ol 695k of (595 ot Aauy Alae Layls uas
resolution of a complaint, grievance or appeal = 9l 655 o 58 dxd By & o8 s

may follow.
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Formal Process PO [EN
1. A formal complaint should be made by using o . L
the form provided on line for this purpose. This | & f=a! T3] plasiul Gueu, G54 ©udi iz 1
may be accompanied by a letter if needed. e 13 ollas Lymims (165G o8 Tda oyl 14 oyl
)
Details provided should include the name of the
person making the complaint, the dates and | p=3 g pasedd) puol Aeudll Juoladl paats o s 2
times related to the complaint, the complaint’s | ..~ 5 S oIl Aalaid] elEedlle iletlle el
telephone number, email and address for contact u" re & X sty lslls
purposes, and any other relevant information, | ¢'s Jbes¥l (oled Glaially g ASTH) cumlly oSl
:g::Stkl)cr)]catlon of training, and any proposed > ke gy il aBigag Ao il 531 ilaglas
. Written complaints should be directed to EHCT STl ale ute JI 2giSU GolSadl demgs Aoy 3
General Manager i -
The  General ~Manager or nominated | )
representative will record full details regarding | #elS3! duoladdl dazeady cnall Jiall of aladl il ags, .4
the issue, including all parties involved, and Will | s .5 zall Cal L1 aiam 3 @ Lo Aaill s ol
include suggestions on how the issue could be ] o )
resolved. AL J> 24808 s> il A8 (asay
Confidentiality and security of information will » ) . .
be maintained at all times and the person | «=185¥) o> 3 Sloslall oaly Ay (e blaxdl priee .5
bringing thg complaint or appeql will be | i ol pudy @)l jesddl ae soladll i
consulted, with processes for resolution opento | ) o -
discussion and to be agreed upon. phy LABlall d>g1de Sl lelyz) 3Ll po Blidzad]
Lole Blasyl
The agreed responses and processes will be put
into writing and then be acted upon and | @& @ LS @ Lele Ganll oldeally 395,01 by qiw .6
conducted in a timely manner. clill 51§ L it Lns Jalatl
. Where the issue is an appeal of an assessment ) ) o L
decision, re-assessment with another assessor | -5 el paddll 51,8 3 pabs ltey undll 0SS Loie 7
will be offered. 5] s po easitl] Bole
. Where mediation is required, an independent
person will be appointed. it pased pual @k Lglhs dblugll 05SG eaie 8
Resolution of the appeal, and any subsequent ) )
action, is to be documented and a copy given to | d! kud madsy JU szl gly galadl 518 Guss o 9
fjhe complainant/appellant with reasons for the hal Gl pe caslial) / 554l ol
ecision.
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10.

11.

12.

Formal complaints, grievances and appeals will
be investigated, and the complainant/appellant
will be notified within five working days of
receipt. Any remedies or actions identified or
agreed upon will be implemented within a four-
week period following initial receipt.

If a complaint or appeal (including any review
process) will take more than 30 days to finalise,
the General Manager or his/her representative
will write to the complainant or appellant and
any other parties involved to explain the delay.

If, after following the EHCT Complaints and
Appeals procedure, you are still not satisfied,
you may wish to lodge a complaint with
ACTVET.
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