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	ST. VINCENT AND THE GRENADINES

MARITIME ADMINISTRATION


	


MODEL OF ON-BOARD COMPLAINT HANDLING PROCEDURES
(in accordance with Regulation 5.1.5 of the Maritime Labour Convention, 2006)

	Name of Ship
	IMO Number

	
	


CONTACT INFORMATION

1. Person(s) (name(s) OR rank(s)) on board the ship authorized to provide seafarers with confidential and impartial advice on a complaint, and otherwise assist in following the on-board complaint procedures: 

1):

2):

2. Contact information of the person or persons ashore designated by the shipowner for handling on-board complaints:
Name:

Telephone number(s):

Fax number:
Email address: 

3. Flag (Competent Authority/Maritime Administration) contact point: 

	
	The Registrar of Seafarers, St. Vincent and The Grenadines Maritime Administration

	Mailing address: 


	c/o  Commissioner for Maritime Affairs
8, Av de Frontenex

1207 Geneva

Switzerland
	Cruise Ship Terminal,

Upper Bay Street, Kingstown

St. Vincent and The Grenadines

	.3 Tel: 
	+41 (0) 22 707 63 00
	+1 784 456 1378+1784  456 1378

	.4 Fax
	+41 (0) 22 707 63 49
	+1 784 451 2445

	.5 Email: 
	technical@svg-marad.com
	svgmarad@gmail.com


4. Competent Authority in the seafarers’ country of residence:

Name: 

Telephone number: 

Fax number

Email address: ……………………………………………..
PROCEDURE

5. The procedure for handling on-board complaints is outlined below.

5.1
The complainant seafarer should briefly describe his/her complaint. 
5.2
The complainant seafarer should submit his/her complaint in writing within seven (7) days of the occurrence, or according to the circumstances, following the hierarchy below:
a) Superior Officer

b) Head of Department

c) Master

5.3
Each of the indicated ranks has a further seven (7) days to solve the complaint.
5.4
If the Master is unable to solve the complaint, the seafarer will have ten (10) days to bring it through the Master to the shipowner, or if the complaint is to the prejudice of the Master, then directly to the shipowner or the shipowner’s designated representative ashore.
5.5
The shipowner and the seafarer concerned will have a period of thirty (30) days to solve the matter.
5.6
If after thirty (30) days, the complaint has not been solved, then either party (shipowner or seafarer) will have a further thirty (30) days to bring the matter to the Administration’s point of contact (the Registrar of Seafarers).
5.7
NOTE THAT:
5.7.1
The complainant seafarer will not be victimized.  (Victimizing a seafarer is an offence under the Laws of St Vincent and The Grenadines.)
5.7.2
Complainant seafarers have the right to be accompanied and to be represented by another seafarer of their choice on board the ship. 
5.7.3
Complaints will be sought to be solved at the lowest level possible; and only when the matter cannot be solved to the satisfaction of both parties, will it be elevated to the next level.  
5.7.4
A Complainant seafarer has the right to complain directly to the Master, the shipowner or his representative ashore, the Administration point of contact – (The Registrar of Seafarers) or to the competent authority in the seafarer’s country of residence, where the seafarer considers it necessary.
5.7.5
If the complainant seafarer refers the complaint to the Master, the Master will handle the complaint personally and may seek the assistance of the person designated by the shipowner to handle complaints. 
5.7.6
All complaints and decisions will be recorded and a copy provided to the complainant seafarer. 
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