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« The School’'s Dispute Resolution Policy and Procedures will cover all trainee’s
official complaints that it receives from any formal channels. These will be
communicated to trainees and aligned with the Private Education Regulations.

o If the feedback or complaint remains unresolved or the aggrieved is dissatisfied
with the outcome of the process, the case will be referred to a third-party
organization for mediation.

1.For clear-cut fee refund issues of less than SGD$10,000, the case can be lodged
with the Small Claim Tribunal (SCT)

2.For other issues, the case can be referred to SWDA’s appointed Dispute Resolution
Scheme.

3.For-stage 1 (mediation), the case can be referred to the Singapore Mediation
Centre (SMC). If there is no settlement reached through mediation, the case can be
referred to the Singapore Institute of Arbitration (SIArb). Once a settlement is
reached the School will take all necessary actions in accordance with the
mediation/arbitration instructions.

« The dispute procedure generally has 2 stages:

Stage 1: Mediation:

1.Singapore Mediation Centre (SMC) is the appointed provider for mediation
services.

2.After the feedback / complaint channel has been exhausted with the School the
complaint filed with SWDA, SWDA will refer the case to the SMC for mediation.

3.SMC, together with the School and complainant, will select a mediation date and
time, before appointing a mediator. If mediation is successful, a settlement
agreement will be drawn up by SMC and endorsed by the respective parties.

4 If mediation is unsuccessful, the complainant may opt to progress to Stage 2,
which is arbitration, for a resolution.
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Stage 2: Arbitration:
1.Singapore Institute of Arbitrators (SIArb) is the appointed provider for arbitration
services.
2.The complainant will be required to submit specified forms to SlArb, before SlArb
appoints an arbitrator.
3.The School will submit a defence and counterclaim (if any) to SlArb.
4.The complainant will then submit a reply and defence to counterclaim (if any) to
SlArb.
b.The arbitration will be conducted via document submissions only. A hearing will be
conducted only if a party specifically requests for a hearing and the appointed
arbitrator determines that a physical hearing is necessary. For a documents-only
arbitration, the arbitrator will publish a written award within 60 days from the
commencement of the arbitration. If a hearing is held, the written award will be
published within 90 days from the commencement of the arbitration.
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1.The official feedback channel would be via the Feedback Form and/or email.
2.Any stakeholder can fill up the form and submit it to the School via email:
training@counsel.org.sg and/or info@counsel.org.sg (feedback from general
public) or hardcopy Feedback Form.
3.Internal feedback from staff would be handled and recorded by the HR / School
Admin external feedback from public and/or trainees would be handled and
recorded by the Course Chair / School Admin / Reception (feedback from general
public).
4.Upon submission of the Feedback Form, respective personnel (i.e., HR / School
Admin for internal feedback and Course Chair / School Admin / Reception for
external feedback) are to acknowledge the receipt with the person providing the
feedback within 3 working days.
5.Respective personnel will then review the feedback and discuss it with relevant
parties (internally) on the feedback itself. Where necessary, a formal investigation
will be carried out in consultation with the Deputy Head of School (Partnerships &
Admin).
6.Relevant parties will then propose a solution and/or action to be carried out for the
feedback received (if any) and explain this to the person giving the feedback. This
should be done within 7 working days upon receipt of the complaint. In the event
that the deadline is not adhered to, the person giving the feedback must be
notified and the reasons with regards to the delay must be made known.
7.1f there are actions to be taken, it should be documented in the Feedback Form and
actions taken would need to be acknowledged by the person giving the feedback,
unless otherwise stated. This should be done within 14 working days upon receipt
of the complaint.
8.1f the person is not satisfied with the proposed solution / outcome, the school can
escalate the matter to the Executive Director. The Executive Director will review
and provide a response.
O.If the person is still not satisfied with the outcome / decision, it will be escalated
into the dispute resolution procedure.
10.The person should be notified by the relevant department of the decision and full
response of the outcome of the complaint within 21 working days.
11.All formal feedback received would need to be recorded in the Feedback
Management System for consolidation, analysis, and review purposes.
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