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POLICY STATEMENT
A. All disputes, complaints, or allegations within the Training Center are to be managed in a

clear, respectful, impartial, and organized fashion, consistent with the ethics, values,

policies, and procedures of the American Heart Association (AHA). It is optimal that such

disputes, complaints, or allegations be resolved at the lowest level of the network.

1. This policy defines the method for dispute resolution/disciplinary action within the
Training Center (TC).

2. TItis essential that before such disciplinary action is taken, the proper procedure is
followed so that (1) a fair investigation has been conducted and (2) opportunity for
appeals to higher levels of authority within the ECC structure has been provided.

PROCEDURE

A. It is the responsibility of the TC to manage and resolve any disputes, complaints, or
problems that arise from a course offered by an instructor employed by or aligned with the
TC or from other TC activities or business.

B. Any dispute, complaint, or problem that arises concerning an instructor or Training Center
Faculty must be addressed in writing with the Training Center Coordinator as soon as
possible after the incident occurs and must contain the following information:

1. The name and address of the person(s) making the complaint.

2. The name and address of the person and/or organization against which the complaint is
being made.

3. A detailed written description of the dispute, complaint, or problem.

4. Signature of person making the complaint.

C. The TC will date stamp all notices of disputes, complaints, or problems upon receipt.

D. The TC Coordinator will review all complaints, disputes, or problems within 10 working
days of receipt of complaint.

E. The complainant will receive notification of the TC’s decision within 21 days of receipt of
complaint.

F. If the complainant is not satisfied with the TC’s decision, within 10 days of receiving the
response, the complainant may request that the decision be brought before a “review
committee.” The review committee will consist of the following: TC Coordinator, Course
Director, and two instructors (not involved in the complaint).

G. If the grievance is dismissed, a letter will be sent to the complainant within 30 days of the
review.

H. If the grievance is not dismissed, the committee will notify the complainant of the actions
taken to resolve the complaint.

I. If applicable the complaint will be forwarded to the AHA.
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J. The American Heart Association is not responsible for the day-to-day operations of the TC or
its business practices and will not become involved in the resolution of any disputes,
complaints, or problems arising from courses taught by the TC unless one or more of the
following is involved:

1. Course content/curriculum

2. Instructor qualifications

3. American Heart Association administrative policies and procedures

4. American Heart Association Emergency Cardiovascular Care (ECC) science issues.

K. If after diligent efforts, the TC is unable to affect a resolution, the TC must turn over the
dispute, complaint, or problem to the American Heart Association according to the
procedure listed in the Program Administration Manual (PAM).
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