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Complaints Relating to Trainers or
Training Courses

Purpose

This procedure outlines how PARASOL EMT Pty Limited manages complaints regarding
trainers and training courses. It ensures that concerns are addressed fairly, promptly,
and transparently, in line with the organisation’s commitment to quality training and
compliance with regulatory requirements.

Scope

This procedure applies to all complaints received about trainers or training courses
delivered by PARASOL EMT Pty Limited. It covers the process from receipt of a
complaint through to resolution or referral to an external body if required.

Policy Statement

PARASOL EMT Pty Limited respects the rights of clients to lodge complaints about
trainers or courses and to have these concerns managed in an impartial and
professional manner. Complaints will be:

e Acknowledged promptly and reviewed within clear timelines.

¢ Handled fairly and confidentially, with input from all relevant parties.
¢ Investigated objectively, ensuring no bias towards any party.

o Escalated appropriately if resolution cannot be achieved internally.

Where a complaint remains unresolved, participants will be informed of their right to
escalate the matter to the relevant governing body.

Procedure

Step 1 - Receipt and Initial Review

e Complaintisreceived and referred to the RTO Officer.

¢ The Officer reviews concerns and comments within 10 days.

e Thetrainerinvolved is interviewed regarding the complaint.

e Findings and outcomes of the interview are documented and placed on
the trainer’s file.
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e Aformal written response is sent to the complainant advising of the decision.
Step 2 - Escalation (If Complaint Not Resolved)

e Ifunresolved, a suitably qualified independent person will be appointed to
arbitrate.

¢ A meeting will be convened between all parties at a mutually suitable time.

¢ Minutes of the meeting will be recorded, signed by all parties, and filed.

e Ifthe complaint remains unresolved, the complainant will be advised in
writing of their right to lodge the complaint with the relevant governing body.

Monitoring, Evaluation and Review
¢ The Chief Executive Officer is accountable for this procedure, including
authorisation, monitoring effectiveness, and conducting formal reviews.

e Review of this policy/procedure will occur every two years, or earlier if required
by regulatory or business changes.

Related Documents

e Complaints and Appeals Policy
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