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Complaints Procedures

Introduction

This procedure outlines the way in which learners, assessors/tutors, internal quality assurers and employers can use in the event that they wish to challenge an appropriate aspect of the centres’ operation.

Learners could complain to the centre about the following areas:

· access to assessment

· process of assessment

· access to internal verification

· the handling of an appeal

· administrative issues, e.g. failure to register/apply for certification
Assessors/Trainers could complain to the centre about the following areas:

· access to support and guidance

· access to internal quality assurance
· administrative issues

· insufficient time to undertake the function
Internal verifiers could complain to the centre about the following areas:

· access to support and guidance

· insufficient time to undertake the function.

Implementation

Any formal complaints in respect of the above issues will be lodged with the Quality Assurance Manager:
Lynda Ashman
Crusader House

Centurion Way

Crusader Park

Warminster

Wiltshire

BA12 8BT

Tel: 01985 843100 

Email: info@aid-training.co.uk
Formal Complaints of this nature should always be in writing and will be formally acknowledged.  On receipt of a complaint, the Quality Assurance Manager will incorporate a Complaints Panel (or its equivalent), which is objective and independent and will make clear to the complainant the times within which the complaint may be lodged and when a decision will be made.

Example of procedure

The following arrangements are offered as an example of good practice.

If a learner wishes to complain, the complaint is lodged with the Quality Assurance Manager within 20 days of the issue arising. The Quality Assurance Manager: sets a date for the complaint to be considered by the complaints panel, which will endeavor to find a solution with the individuals concerned.
The Quality Assurance Manager, when appropriate, will notify the EQA that a complaint has been lodged and gives details of how it will be heard, including the composition of the complaints panel.
The complaints panel meets to consider the complaint within 20 working days of the Quality Assurance Manager receiving the complaint.
The complaints panel should be small and constituted to be objective and independent.
The panel should ensure that it has full accounts from all parties involved in the complaint.
No-one involved in the original complaint will be on the panel.
The centre is able to demonstrate that it can set up a panel, which is objective and

Independent, and in this case Paul Hosking-Managing Director, Quality Assurance Manager Lynda Ashman, and Debbie Bell – Company Secretary, would form the panel.

This centre would provide a system to support those making the complaint, by treating all complaints fairly and sympathetically, with honesty and integrity. The documentation used is as simple as possible and includes a pre-printed form for learners to complete with a post-paid envelope addressed to the centre.

All complaints are to be dealt with in a fair manner, until all parties concerned are happy with the outcome.

Complaints will be dealt with sensitively and in confidence.

Record of Complaint forms are to be responded to within ten days.

Completed Record of Complaint forms and all other records and correspondence regarding a complaint are to be filed by the Quality Assurance Manager for ongoing sampling. 

Record of Complaint forms are available from your Trainer/Assessor, or at AID Training and Operations Ltd, Warminster.

It is the requirement of the respective Awarding Organisation (AO), that they are informed regarding the nature of complaints summited. Initially, we at Aid Training will follow the respective process, but in the event that a learner/centre feels that the complaint has not been investigated fully, then the AO is to be informed following set protocols for that respective AO. If a complaint involves an allegation of malpractice or maladministration, then we at Aid Training will refer to, and follow the protocols for current Malpractice and Maladministration Policies.

Record of Complaint Form

First name(s): -……………….
Last name: -……………….
Course: -………………………
Location: -…………………

Dates: -……….to……….

Details of the complaint-please continue on the back if necessary: -
Have you previously made a VERBAL COMPLAINT about this issue?

Yes……….

No……….

If “yes” to whom?………..
When?…………..

Have you previously made a WRITTEN COMPLAINT about this issue?

Yes……….

No……….

If “yes” to whom?……………..
When?……………..

What has been the response to your previous complaint?

What do you think should be done to put this right?

Signature:-………………..

Date:-……….
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