Training Concepts
Internal Dispute Resolution Policy & Procedure

Purpose & Scope
This policy outlines the standard operating procedures for resolving internal disputes, grievances, complaints, and appeals within Training Concepts. This policy applies to all aligned Instructors, Training Center Faculty (TCF), Training Center Staff, and Students.
The goal of this policy is to ensure a fair, transparent, and prompt resolution of conflicts at the lowest possible administrative level, in alignment with the American Heart Association (AHA) Program Administration Manual.

General Principles
· Confidentiality: All details regarding disputes, investigations, and resolutions will be kept confidential to the extent permitted by the investigation.
· Non-Retaliation: No instructor, student, or staff member will face retaliation, discrimination, or adverse action for filing a grievance in good faith.
· Lowest Level Resolution: Parties are strongly encouraged to resolve issues informally through direct, professional communication before launching a formal grievance.

Types of Disputes Covered
This policy covers disputes including, but not limited to:
· Roster, paperwork, and eCard issuance delays or disagreements.
· Disciplinary actions, suspension, or alignment termination.
· Interpretation or application of Training Center specific rules.
· Disagreements between Instructors and Training Center Faculty (TCF).
· Student complaints regarding course quality, grading, or instructor conduct.
Note: Allegations of immediate safety risks, criminal activity, or severe ethical violations bypass this policy and must be reported immediately to the Training Center Manager and/or the AHA Compliance Department.

Step-by-Step Resolution Procedure
Step 1: Informal Resolution
Before submitting a formal complaint, the aggrieved party should attempt to resolve the issue directly with the individual(s) involved within seven calendar days of the incident. If the dispute involves a student and an instructor, the student should first speak with the instructor.

Step 2: Formal Grievance Submission
If the informal resolution is unsuccessful, or if the party feels uncomfortable addressing the individual directly, a formal written grievance must be submitted to the Training Center Coordinator (TCC) within fourteen calendar days of the incident.
The written grievance must include:
· Date, time, and location of the incident.
· Names of all individuals involved.
· A clear, concise description of the dispute.
· Any supporting documentation (emails, rosters, receipts).
· The desired resolution or outcome.

Step 3: Investigation & Initial Review
Upon receiving the formal grievance, the TCC (or an appointed objective TCF member) will:
1. Acknowledge receipt of the grievance in writing within three business days.
2. Review the documentation and interview all involved parties separately.
3. Issue a written decision and proposed resolution within fourteen business days of receiving the grievance.

Step 4: Internal Appeals Process
If either party is unsatisfied with the TCC’s decision, they may request a formal appeal.
· The appeal must be submitted in writing within seven calendar days of receiving the initial decision.
· The appeal will be reviewed by the TCC and two objective Training Center Faculty (TCF) members who were not involved in the initial dispute.
· This group will review all evidence and issue a final, binding internal decision within fourteen business days.

Escalation to the American Heart Association
If the conflict cannot be reconciled internally, or if a student or instructor is uncomfortable with the internal process, or if the dispute involves a severe breach of the AHA Program Administration Manual (PAM) or ethical guidelines, parties maintain the right to contact the AHA directly.
· AHA Compliance Email: complianceadmin@heart.org
· AHA Ethics Hotline: 866-293-2427

Policy Distribution & Acknowledgement
A copy of this policy must be accessible to all instructors upon initial alignment and during renewal cycles. A copy must also be readily accessible to students upon request or posted on the training center website.
