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Dispute Resolution Policy 
 

 

1 Introduction 

Avanta Academy committed to providing a fair and efficient process for resolving complaints and disputes. Avanta 

Academy dispute resolution policy ensures that complaints are handled promptly, with transparency and 

professionalism. Avanta Academy strive to reach an amicable resolution for all parties involved. 

 

2 Principles Approach to Dispute Resolution 

2.1 Complaint Case Management Method and Complaint Settlement Procedure 

Avanta Academy have a well-defined complaint case management method and settlement procedure in place to 

address any concerns raised by students, former students, intending students, or their representatives. Any 

individual wishing to file a complaint must follow the designated process, which includes submitting the complaint 

in writing or through an online form. Avanta Academy dedicated dispute resolution team will carefully review 

each complaint and take appropriate steps to address the issue raised. These procedures ensure that complaints 

are documented, investigated and resolved in a timely manner. 

 

2.2 Plaintiff Awareness of Complaint Enquiry Status 

Avanta Academy understand the importance of keeping the plaintiff informed about the progress of their 

complaint. Throughout the complaint process, Avanta Academy will keep the plaintiff informed of the progress 

and status of the complaint enquiry to ensure transparency and accountability. 

 

2.3 Timely Response to Complaints 

Upon receipt of a complaint, Avanta Academy will acknowledge it promptly and initiate the necessary 

investigations or actions to resolve the matter. Avanta Academy is committed to respond to complaints within 

one business day to demonstrate our dedication to resolving issues in a timely manner. 

 

2.4 Timely Resolution of Complaints 

Avanta Academy strive to resolve complaints promptly and efficiently. Avanta Academy goal is to resolve 

complaints within 21 days of receiving the complaint. Our dispute resolution team will work diligently to 

investigate the issues, gather relevant information, and explore appropriate resolutions. Avanta Academy will 

maintain open lines of communication with the plaintiff throughout this period. However, the complexity of some 

complaints may require additional time for investigation and resolution. In such cases, Avanta Academy will 

communicate the reasons for any delay and provide a reasonable timeline for resolution. 

 

2.5 Referral to SSG / CPE Mediation-Arbitration Scheme 

In the event that Avanta Academy are unable to settle a complaint in an amicable manner, Avanta Academy will 

inform the relevant authorities, such as the SkillsFuture Singapore (SSG) or the Committee for Private Education 
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(CPE), about the dispute. This ensures that appropriate mediation or arbitration processes can be initiated to 

facilitate a fair resolution. 

 

2.6 Mediation-Arbitration System of the Council for Private Education 

As part of the Mediation-Arbitration System of the Council for Private Education, Avanta Academy acknowledge 

that parties to a conflict must first be referred for mediation at the Singapore Mediation Centre. If the conflict 

remains unresolved through mediation, an arbitrator appointed by the Singapore Institute of Arbitrators will be 

involved to refer the dispute for arbitration. 

 

2.7 Compliance with Mediation and Arbitration Processes 

Avanta Academy, as a party to a conflict resolution mechanism under the Mediation-Arbitration Council for 

Private Education, is committed to complying with the rules and regulations governing the mediation and 

arbitration processes. Avanta Academy will adhere to the deadlines and procedures defined by the respective 

dispute resolution centres. 

 

2.8 Compliance with Dispute Resolution Scheme Terms and Conditions 

Avanta Academy will fully comply with the terms and conditions outlined in the Third Schedule of the dispute 

resolution schemes. These terms and conditions provide a framework for fair and impartial dispute resolution 

processes. 

 

2.9 Payment of Mediation Fees 

In the event that mediation becomes necessary, Avanta Academy agrees to pay 80 percent of the total mediation 

fee as set out by the Singapore Mediation Centre for the proceeding. 

 

2.10 Payment of Arbitration Deposit 

In the event that arbitration is necessary, Avanta Academy agrees to pay the full deposit demanded by the 

Singapore Institute of Arbitrators in respect to that proceeding. 

 

2.11 Payment of Arbitration Costs and Expenses 

Avanta Academy acknowledges the responsibility to pay the costs and expenses of the arbitration as directed by 

the arbitrator. Avanta Academy shall comply with the arbitrator's decision, which will include the payment of not 

less than 90 percent of the overall costs and expenses of the arbitration. 

 

2.12 Engagement in Dispute Resolution Process 

Any student, former student, intending student, parent, guardian, or person who has entered into an education 

contract with Avanta Academy may choose to engage in a dispute resolution process commenced by Avanta 

Academy. 
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2.13 Representation in Dispute Resolution Proceedings 

In any dispute resolution proceedings under the Private Education Mediation Council-Arbitration Scheme or any 

other registered private educational institution's process, Avanta Academy shall be represented by a manager or 

any other person authorized to make decisions on behalf of the institution. Avanta Academy ensure that our 

representative possesses the necessary knowledge, authority, and understanding of the issues at hand to 

effectively participate in the dispute resolution proceedings. 

 

3 Confidentiality 

Confidentiality is a key aspect of Avanta Academy’s dispute resolution process. Avanta Academy and all parties 

engaged in the proceedings shall maintain the confidentiality of information shared during the dispute resolution 

process, except where required by law or with the express consent of the involved parties. 

 

4 Review and Revision 

Avanta Academy are dedicated to continuous improvement in the dispute resolution processes. Feedback from 

students, former students, intending students, parents, guardians, and any other individuals engaged in the 

process is invaluable to us. Avanta Academy shall review and assess the dispute resolution policies periodically, 

aiming to enhance effectiveness and align with best practices in the private education sector. 

 

This dispute resolution policy statement reflects Avanta Academy's commitment to resolving conflicts in a fair, 

transparent, and timely manner. Avanta Academy strive to foster positive relationships with the students and 

their families, promoting an atmosphere of trust and mutual understanding. 


