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COMPLAINTS PROCEDURE

FULL SPECTRUM EDUCATION adopts the ‘Conflicts and Complaints Resolution Procedure’ of
the Australian Tutoring Association.

In the first instance when a complaint is received the protocol is to ask the complainant to
put the complaint in writing to complaints@fsedu.com.au. We then approach the staff
involved and ask them for their version of events.

As members of the Australian Tutoring Association, we will make every reasonable effort to
fairly and quickly resolve any complaint made by a client.

Where an oral complaint is made the person receiving the complaint will:

a. identify himself/herself, listen, record details and determine what the complainant
wants;
confirm the details received;
explain the complaints resolution procedure, and advise of alternative courses of
action;

d. resolve the complaint immediately if possible or make a commitment to resolve the
complaint within a given time frame; and

e. follow up the complaint as appropriate e.g provide the complainant with feedback
regarding the result of any action taken to resolve the complaint.

Where a written complaint is made, we will:

a. provide the complainant with written feedback within seven (7) days of receiving the
complaint regarding the result of action taken by Full Spectrum Education to resolve
the complaint; and

b. if itis not possible to resolve the complaint within seven (7) days, provide written
acknowledgement of receipt of the complaint within seven (7) days and specify the
time frame within which the complainant will receive feedback regarding the result of
action taken to resolve the complaint.
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We will ensure that all staff and teachers are familiar with our complaints resolution policies.

Where a complaint cannot be resolved between the Full Spectrum Education and a
customer, Full Spectrum Education may at its discretion refund the value of any remaining
sessions at the standard hourly rate. The customer also has the right to refer the complaint
to the Australian Tutoring Association. Either party can refer the complaint to the Australian
Tutoring Association.
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