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COMPLAINT & APPEALS PROCEDURES

COMPLAINT PROCDURE

If participants have a complaint with any part of the implementation of any course / module / program or training, they are encouraged to speak to their instructor to resolve the issue.

If the participant is not satisfied that the issue has been resolved, they can the detail the issue in writing to the Training Centre Principal of Queensland Marine Training Services.  The complaint will be dealt with fairly and in good faith: there will be no victimization as a result of making a complaint.

The complaint will be dealt with as a matter of priority.  The Training Centre Principal will discuss the issue with the complainant within 24 hours of the complaint being lodged, and the complaint process will be completed within 7 days.  The view of other parties to the complaint may be sought.  This may lead to occasions where an industry-training representative may be invited to act as an objective party in order to negotiate a satisfactory resolution.

All parties will be notified in writing of the outcome and reasons for the decision within 10 days of the complaint being lodged.

If the matter is not finalized satisfactorily the participants will be advised they may take their complaint through legal avenues, the Anti-discrimination board, Consumer Affairs or other bodies as appropriate.

Participants have a period of four weeks after course / module / program completion in which they may lodge a complaint.

APPEALS PROCEDURE

Appeals against the assessment of individual modules will not be considered later than four weeks after completion of assessment.

If participants have an assessment appeal, they are encouraged to speak to their instructor.  If still unresolved they can the detail the assessment issue in writing to the Training Centre Principal. The Training Centre Principal will consider the appeal and on occasion if necessary will consult industry representatives.

The appellant will receive written notification of the outcome and reasons for the decision.  This correspondence will be received by the appellant within 14 days of the appeal being received.  Another assessor may be requested to re-assess the student.
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