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11.2. – COMPLAINT POLICY
It is the policy of Advance Coaching and Training to maintain excellent communication with participants, their service coordinators and other team members.  Complaints indicate a breakdown of communication or other disruptions of expected quality of service.  Advance Coaching and Training utilizes the following policy in order to and efficiently respond and appropriately address complaints. 
Commitment

Advance Coaching and Training is committed to ensuring efficient and fair resolution of complaints.
Aim
Advance Coaching and Training values and maintains a commitment to excellence in the delivery of high quality, efficient, timely and responsive services.
This policy will assist Advance Coaching and Training in:
provision of the highest possible quality service to our participants; increasing the level of satisfaction with the delivery of Services and enhancing our relationship with our clients.
What is a complaint?
A complaint is any expression of dissatisfaction received by Advance Coaching and Training relating to a service offered or provided.
Visibility
Advance Coaching and Training promotes the existence of this Policy to all participants through:

1. Inclusion of the complaint policy and”How to Make a Complaint” in participant’s enrollment packet.
2. Placement of policy on Advance Coaching and Training website (www.A-C-T-S.com) and 
3. Making hard copies available upon request.
Timelines
1. Advance Coaching and Training will respond to a complaint in writing within 30 days.

2. If the complainant is not satisfied with the response they may request an in person meeting with the Director to attempt to resolve the issue(s) within 15 days of receipt of the response letter.

3. If the complainant remains unsatisfied the Director will forward all of the relevant information to the RRDS for assistance in resolving the difficulties within 15 days of the meeting with the complainant.

4. If the complaint is converted to a serious reportable incident, the incident review committee will review and document the incident.

Data collection and evaluation
Advance Coaching and Training collects and records data on complaints lodged and outcomes to assist in the identification of systemic and recurring problems and/or potential improvements to service delivery and customer relations.  

Complaints and actions will be reviewed by the QA Committee quarterly.  
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