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Issue Resolution Policy
Initial Step 

Baraka Training & Management invite you to discuss any issues or problems you may have met or encountered during your attendance on one of our professional development programs.

We are open to feedback and this discussion will remain confidential and be treated with the utmost respect.

Should you not wish to discuss your issue face to face in an informal manner then please proceed to the next Step.

Step 2

Should you wish to discuss this informally via phone or email, please initiate steps to do this and we will respond in a timely manner with the intent being to meet an agreeable outcome for you.

Step 3

Should you wish to make your issue more formal, then we invite you to complete and forward the Issue Resolution Form available at www.btm.com.au.  
We will contact you to meet at a mutually agreeable time to proceed with a resolution process and work towards a path forward.

The Resolution Process

Baraka Training & Management give an undertaking to:-

· Listen carefully and thoughtfully to you
· Reiterate/repeat your complaint to ensure that we understand the situation from your point of view.

· Place ourselves in your position and see it directly from your point of view

· Look at the situation from a ‘third person’ point of view to gain a wider perspective.

· Ensure that you feel you have been heard

· Offer some options for consideration in problem solving and moving forward

· Act on the option agreed upon

· Feedback to you to confirm our actions.

· Ensure that you are content with the outcome/s.

Once a mutually agreeable outcome has been reached, the matter will be closed and actions documented.

Version 1 November, 2010 – Baraka Training & Management
Page 1

