Appeals and Grievances

The process outlined is for people who wish to make complaints about service or assessment.

The complainant must notify the person concerned either verbally or in written form as to the substance of any grievance or appeal as close to its source as possible.

If no solution is found, steps should be taken to further the discussion with an appropriate person/s at a higher level.  

It is preferable that the grievance be put in writing by the complainant at this stage.

An independent person or panel will hear the grievance.

Reasonable periods must be allowed for all discussions relating to the grievance.

At the conclusion of each discussion, the person to whom the complaint is made should provide a response to the complainant, including any reasons for not implementing any solutions should the matter not be resolved.  This should be done in writing.
Another party may assist the complainant in the grievance process.

Other parties/stakeholders should be notified if a grievance is in process.  

Other parties may be called upon to intervene in the resolution of the grievance.  This person should be acceptable to all parties.

Accurate records must be kept of all proceedings undertaken during the grievance process

Any costs for the adjudication of a grievance should be shared equally by the parties so that there can be no claims of favoritism by the adjudicator.

Recording of the appeals process

1. The formal process commences when the complainant puts their complaint in writing.

2. Discussions then occur with an independent panel.  These discussions are documented.

3. The complainant is then advised in writing of the appeal outcome and the reasons for the decision.

4. Records of the appeal process and outcome will be kept on record by Skills Strategies International.

