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1.0 INTRODUCTION
Professional Centres are committed to establishing and maintaining a harmonious and supportive environment conducive to study and personal development.  Professional Centres (PCs) have a responsibility to ensure that learners are not subjected to any unfair or unreasonable treatment.  

The Learner Grievance Policy provides a transparent and consistent mechanism for addressing grievances arising out of any kind of situation or process affecting the learner, whether academic or non-academic.  It provides a structure for learners to raise a complaint or grievance in the event they have been unfairly or unreasonably treated by any member of the Professional Centre (PC) while acting in an official capacity of any of the written policies of the PC in which the learner is enrolled.
2.0 POLICY STATEMENT
As part of its commitment to quality, the PC recognises that, from time to time, learners may raise complaints or grievances about matters or issues relating to their experiences at the PC.  This Policy supports the PC’s effort to promoting and ensuring a supportive study environment where learners are treated with respect and courtesy and complaints or grievances are responded to promptly.  It provides learners with a framework within which they may raise complaints or grievances in relation to decisions of or advice provided by the PC.  It also provides the PC with a framework to ensure there are transparent, fair and timely procedures for addressing complaints and grievances in accordance with principles of natural justice, ensuring that all parties are treated equally and fairly, with minimum stress and maximum protection for all concerned.
3.0
DEFINITIONS
For the purpose of this policy, the following definitions are used:

Learner - any person following a full-time or part-time training programme at a Professional Centre 
Grievance - A concern about a situation, person, facility or service which the learner raises informally.
Complaint - An expression of grievance, dissatisfaction or concern.  Formal written concern occurring where a grievance cannot be resolved informally.
Academic complaint - a claim that an inappropriate mark and/or grade has been assigned because of a lecturer’s failure to follow established procedures for moderation, assigning a mark and/or grade or marking an assessment.

Non-academic complaint - a claim that alleges any instance of abuse (sexual, social etc), ill-treatment, bullying or exploitation involving the irresponsible or unjust misuse of a position of authority, power, or trust. 
Working day - means Monday through to Friday during regular PC opening hours.
4.0
ABBREVIATIONS

For the purpose of this policy, the following abbreviations are used:

PC - Professional Centre

HOP - Head of Programme

LSO - Learner Support Officer

PL - Programme Leader

5.0 LEGAL CONTEXT OF THE POLICY

It is ascertained at Section 16 of The Constitution of the Republic of Seychelles, 1995, that every Seychellois has the Right to dignity: “Every person has a right to be treated with dignity worthy of a human being and not to be subjected to torture, cruel, inhuman or degrading treatment or punishment”.
6.0 THE POLICY
6.1
Scope
This policy applies to all learners of the PC.  It may also be used by former learners of the PC whose enrolment ended no more than three (3) months before the date the complaint is lodged.

The purpose of the policy shall be to resolve complaints and grievances of learners, which result from actions of a member of the PC.  It relates to formal procedures that will ensure matters are resolved in a timely and appropriate manner while ensuring due process and respect for individuals’ rights.  The PC is committed to providing a fair, safe and productive work environment where grievances are dealt with sensitively and expeditiously.

6.2 General Guidelines and Procedures

6.2.1
Categories of Complaints and Grievances
Learner grievances and complaints generally fall into two main categories: 

a) Academic Complaints
b) Non-Academic Complaints
c) Others (bursary, bus facilities, political affiliation etc…).
6.2.2 Rights and Responsibilities
All learners have the right to:

i. make a complaint to their LSO or Programme Leader
ii. be treated with respect and impartiality as well as provided with support throughout the process

iii. an investigation and proceeding that are conducted honestly, fairly and without bias
iv. no undue delay in investigations and proceedings.

All parties involved in a grievance are responsible to participate fully in the decision process in good faith.  Confidentiality must be respected and maintained at all times in order to protect those involved in the process.  No learner of the PC named in a grievance procedure should experience or suffer any unnecessary penalty for being involved in a grievance procedure.
6.2.3
Right to Withdraw

A learner may withdraw a complaint or grievance at any time during the resolution process, and the matter will be deemed to be resolved.  Notwithstanding this, the PC reserves the right to continue to investigate a complaint or grievance if required to do so to satisfy other requirements or protect its own interests. 
6.2.4
Recordkeeping

Learners complaints and grievances must be registered and maintained by the LSO, and must include data collected on learner complaints and grievances and findings and outcomes.  These shall be kept as confidential records.
Data relating to learner complaints and grievances must be analysed on an annual basis by the LSO to identify trends and improve existing policies, procedures and processes.

6.2.5
Procedures for Resolving a Grievance
The procedures emphasise a collegial approach to grievance resolution in the initial stage through informal facilitation and mediation and are designed to lead to a prompt resolution.  It is also hoped that grievances can be resolved amicably thereby maintaining, and where necessary, restoring good relations within the PC.  All parties should co-operate constructively in resolving matters.  The procedures must be followed when submitting a grievance.
6.2.5.1
Procedures for Academic complaints
A complaint can be for awarding grades or any other complaint to do with academic misconduct.
A learner having a complaint should, where appropriate, first try to reach agreement with the staff concerned.  The issue will be forwarded to the Chairperson of the Academic Committee, using a Learner Grievance Form (appended) within 5 working days from the date the complaint is lodged. 
Upon being notified of a learner complaint, the Academic Committee must meet with the learner to discuss the complaint within 5 working days by completing the Learner Grievance Response Form (appended).

If the staff member concerned does not meet with the learner within 5 working days, or if such a meeting would be inappropriate under the circumstances, or if the issue remains unresolved after a meeting between the learner and the staff member, the learner may submit a written appeal to the Director using the Learner Grievance Review Form (appended), which he/she will forward to the Academic Board, who will attempt to mediate the complaint. 
The Chairperson of the Academic Committee must issue a written decision on the appeal and a description of the proposed resolution, if any, no later than 5 working days.

A learner may appeal a decision by the Academic Committee, to the Director.  The appeal request must be submitted no more than 5 working days after the date on which the academic Chair’s decision was sent. 

The Director will select the members of the hearing panel within 5 working days of his or her receipt of the appeal or, if that is too close to the end of a semester or session, within 5 working days after the beginning of the next semester.  This hearing panel shall consist of 5 members, 3 academic staff and 2 learners.  Of the staff members, only 1 may be from the same department as the staff member concerned. 

The hearing panel shall: 

i. Select the date, time and location of the hearing and notify the learner and the staff member of this information. 

ii. Make available to the learner and staff member, at least 5 working days prior to the hearing, all material that has been furnished to the hearing panel and the names of any witnesses who may give testimony. 

iii. Provide the learner and staff member with the opportunity to hear all testimony and examine all documents or other materials presented to the hearing panel. 

iv. Provide the learner and staff member with the opportunity to question each witness. 

v. Permit the staff member and learner to make a summary statement at the conclusion of the hearing. 

vi. Within 7 working days after the conclusion of the hearing, the hearing panel shall prepare a written decision and proposed resolution, if any.  The hearing panel shall inform the Coordinator of Studies, Programme Leader and the Director of the decision in writing.

vii. The decision of the hearing panel shall be final.  

6.2.5.2 Procedures for Non academic complaints
A learner who believes that he or she has been subjected to unlawful discrimination or harassment, bullying, including sexual harassment, by another learner or staff may seek resolution through the following procedures. 
A. Initiation of the Learner Conduct Process 

i. A learner who believes he or she is being subjected to unlawful discrimination or harassment by another learner or staff, including sexual harassment and bullying, shall submit a written complaint to the learner support officer using the Learner Grievance Form.
ii. If the written complaint using the Learner Grievance Response Form reasonably suggests that a violation of the Code of Conduct has occurred, within 5 working days of making this determination the Learner Support Officer through the Director will provide notice of the complaint to the learner or staff against whom it was filed. 
iii. The aggrieved learner may submit a written appeal to the LSO using the Learner Grievance Review Form, which he/she will forward to the Director who will intervene in the event the complaint or issue remains unresolved.

B. Procedure 

i. The notice to the charged learner or staff will include the following: 
a) The specific rule or regulation that the learner or staff is alleged to have violated, indicating the date and place of the occurrence and the names of the complainant and all potential witnesses known by the Learner Support Officer, except when the learner support officer determines that disclosure may present a serious risk to any such witness; 
b) The charged learner’s rights, including a description of the procedures to be used at the disciplinary hearing; and 

c) A statement that the charged learner or staff must meet for a pre-hearing within 3 working days of the date on which the notice was forwarded. 
ii. During the pre-hearing meeting, the charged learner or staff will be invited to review and discuss information in his or her disciplinary file (including prior cases, if any) and will be encouraged to ask questions about the complaint and the options available within the Learner Code of Conduct or Staff Handbook. The charged learner or staff will be presented with the following options: 
a) To accept responsibility for violating Code of Conduct or Staff Handbook and accept the sanction(s) presented in the pre-hearing meeting.  A learner/staff who accepts responsibility and accepts the proposed sanction(s) waives the right to an appeal. 

b) To accept responsibility for violating the Code of Conduct/Staff Handbook but reject the sanction(s) presented as inappropriate or unreasonable.  The learner will receive notice that he or she has accepted responsibility for violating the Code of Conduct as well as a complete list of the sanction(s) that he or she rejected and the process for requesting different sanction(s).  A learner who accepts responsibility for violating the Code of Conduct but rejects the sanction(s) waives administrative hearing but retains the right of appeal of the sanction(s) only through a Request for Reconsideration of Sanction(s). 

c) To deny responsibility for violating the Code of Conduct and request an Administrative Hearing by an Administrative Hearing Officer.  A learner who denies responsibility for violating the Code of Conduct retains the right to full appeal.
iii. If a learner submits a Request for Reconsideration of Sanctions or an appeal of the decision of an Administrative Hearing, he or she must follow the content, format and deadline procedures as set forth.  The Appeal Board will report its final decision within 15 working days of receiving all case materials for review.  The decision shall be final.

7.0 POLICY IMPLEMENTATION
All members of staff have a role in the formal grievance process, depending on the particular circumstances.  They have a responsibility to implement and comply with this policy and to treat all learners with dignity and respect. 
This policy shall be applied at all instances whenever there is a need to resolve a conflict or grievance within the PC.  The implementation of the policy shall be guided by the following principles:
i. Openness and learner protection – interventions shall seek to reduce barriers to access to education and training while providing protection to the learner.
ii. Flexibility and responsiveness – interventions shall seek to ensure promotion of flexibility in access to education and learning and address the needs and circumstances of the learner.
iii. Integrity - interventions shall seek to demonstrate the highest level of fairness and confidentiality.

8.0 MONITORING, EVALUATION AND REVIEW OF THE POLICY 

Monitoring and evaluation of this policy will be carried out by the LSO in collaboration with the Management Committee.

This policy will be reviewed every 5 years to take into consideration any changes, new challenges and trends. 

9.0 RESPONSIBILITY

The LSO shall have the responsibility of coordinating any support necessary and to ensure the Policy is properly applied in the event that a learner raises a complaint or grievance. 
10.0
RELATED INFORMATION

Professional Centre Documents:

Assessment policy

Code of conduct 
Learner Appeal Policy

Learner Handbook

Staff Handbook

Other Documents:

Professional Centre Charter

Tertiary Education Act 2011

Education circular 03/2002 Political activities and partisan politics in state schools and Post-secondary Education and Training institutions.

Education Circular 02/2008 Responsibilities and Duties of Teachers

Code of Ethics

PROFESSIONAL CENTRE
DATE:

LEARNER GRIEVANCE FORM

Please read the Learner Grievance Procedure guidelines carefully before completing this form

	1. Name of Learner:




	2. Learner Identification Number:




	3. Programme Title:




	4. Address of Correspondence:




	5. Contact Telephone Number:




	6. Details of grievance: (please ensure that all relevant details are provided here including the date, time and place of the incident.  Relevant supporting documents may also be included as deemed necessary.




I, the undersigned, fully understand that a copy of this document form may be provided to any member of staff who is the subject of this grievance or who may be otherwise involved.

Signed: ______________________________________

Date: ________________________________________

Completed forms should be returned to Learner Support Officer or Director of Professional Centre.

	For Office Use Only:  Date of Receipt:




PROFESSIONAL CENTRE
DATE:

LEARNER GRIEVANCE – RESPONSE FORM

Please read the Learner Grievance Procedure guidelines carefully before completing this form

	1. Name of Learner who submitted grievance:




	2. Learner Identification Number:




	3. Comment on the specific grievance submitted by the Learner

Any other relevant information:

Where relevant, give details of the steps taken by the Professional Centre to address the grievance.  Please include information on steps taken by other staff who may have been in addressing the grievance.




	4. Findings of the investigation by Director.  Please outline decision and reasons for this.




I, the undersigned, fully understand that a copy of this completed form may be provided to any member of staff who is the subject of this grievance or who may be otherwise involved.

Signed Director of Professional Centre: ___________________________________

Date: _________________________________________________

Completed forms should be returned to Learner and Learner Support Officer.

	For Office Use Only:  Date of Receipt:




PROFESSIONAL CENTRE

DATE:

LEARNER GRIEVANCE RESOLUTION: REVIEW FORM

Please indicate the nature of your grievance 

	
	           Academic or Course Related


	
	           Non Academic/Miscellaneous 


1. Name of Learner:

	


2. Learner Identification Number:

	


3. Programme Title:

	


4. Address of Correspondence:

	


5. Contact Telephone Number:

	


Provide a statement describing reason for a review

	


What action (s) have you taken to attempt to resolve the grievance?  Please attach a copy of any documentation relating to the resolution of your grievance.

	


Signed of Learner: ______________________________________

Date: ________________________________________________
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