

13.1	Procedure for handling complaints on board

This procedure is applicable when a seafarer wishes to lodge a formal complaint over the conditions meeting the seafarer on board or in connection with his statement of wages.

The procedure can form part of, but not replace, the access to complaint dictated by other legislation, collective agreements, contracts or otherwise.

The seafarer shall be informed about the complaints procedure in connection with his introduction to the ship, and it shall furthermore be displayed in easily accessible locations on board, stating contact information to responsible authorities and persons, who may be of assistance to the seafarer in lodging the complaint.

Unless the sole purpose of the complaint is to harm the company and its employees the complainant must not be subjected to any kind of reprisal.

		Complaints procedure

Submission of complaint

1. The condition over which a complaint is intended to be lodged shall be raised verbally to the seafarer’s superior.
2. If the complaint cannot be immediately solved by sound judgment, a formal written complaint shall be lodged and recorded on board.

Handling of complaint

3. The superior receiving the complaint takes care that the complaint is recorded on board, and that the complainant receives a copy of the complaint with a confirmation of receipt and an indication of a reasonable time of response.
4. The superior takes care that the complaint is attended and that the complainant receives a written response to his complaint, stating what ruling/decision has been made in the matter and by whom.
5. The complainant has the right to be escorted or represented in the handling of the matter.
6. If the matter has not been decided by the Master, and if it has not been resolved to the satisfaction of the complainant or not within the indicated time of response, the complainant can bring the matter before the Master. 
7. If the matter concerns conditions which the complainant has no right to address, the complaint shall be considered as finalized under reference hereto.

The Master’s duties

8. The Master takes care that a record of lodged complaints is kept and that the persons, who can receive complaints, have access to the record.
9. The Master checks that the complaints procedure is updated, is adhered to and is available on board.
10. If the Master wishes to lodge a complaint this should be directed directly to the company.

Contact information:

Person assisting with the complaint:
	Reference shall be made to the elected / assigned representative in the safety group for the area, whose name appears on the notice board.

Flag state authority.
	Danish Maritime Authority, Carl Jacobsensvej 31, Valby

Authority in country of domicile if different from the flag state:
	The authority can be found on www.dma.dk or www.ilo.mlc.com


Date:

Annexes:

· Complaints record / control document

· Complaints form
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Example of complaints record/control document to register and handle complaints according to the complaints procedure of the ship. The list can be used as front page/index in the folder with complaints.


[bookmark: _GoBack]COMPLAINTS RECORD - m/s XXXX 


	No/Year
	Date
	Complaints
	Received by
	Signed copy handed over
	Subject
	Deadline
	Reply  
	Decision/comments

	01/12
(sample)
	13.04
	Arne Andersen (Motorman)  
	Jan Jensen (2nd Eng)
	Yes, 14.04
	Cleaning  under the engine-room floor 
	20.04
	19.04
	It has been decided that the problem will be discussed at the next safety meeting 

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	





Example of a complaints form for a more structured handling of complaints made according to the complaints procedure of the ship.


Complaints form 

	Complainant’s name 
	Position
	Date
	 

	

	
	
	

	Complaint: 







 

	Recipient’s name
	Position
	No/Year
	Deadline

	

	
	
	

	Filled-in copy of the form to the complainants
	(signature) 

	Handled by 
	Position
	Date
	

	

	
	
	

	Decision: 








	Filled-in copy of the form to the complainants
	(Signature) 

	The Master’s comments to the matter if any:
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