
Complaints and Praise

Policy Objectives

General Statement

 IB2K Ltd is required to record complaints and praise, along with action taken, to ensure that;

· Learners & employees can be confident that complaints are treated seriously and thoroughly

· That IB2K Ltd discharges its responsibilities to ensure learner experience is of the highest quality

· The effectiveness of policies can be monitored

· That complaints about the operation of IB2K Ltd inform a process of continuous improvement

All complaints and praise, from whatever source and in whatever format received (including verbal complaints) will be recorded.  IB2K Ltd is required to submit records of complaints and praise as part of the agreed policies monitoring processes.

Monitoring the Effectiveness of the Policy

IB2K Ltd will undertake an analysis of complaints and praise and the Manager will construct a report for discussion with the Directors..

This will be completed as per the Reporting Cycle.

Measures will be taken to reduce the likelihood of a similar issue arising  in the future.

Any changes to operations will be disseminated /discussed with the managers.

Procedure

Overview

IB2K Ltd values your comments and feedback and we use these to improve the service that we offer to all our learners. IB2K Ltd has implemented the following procedures to ensure that any complaints or issues raised are dealt with promptly and in a responsible manner. 

Who can use the procedures? 

We recognise the rights of learners, staff, visitors, sponsoring employers and users of any of IB2K Ltd services to complain about, or praise, the service we provide. 

Stage One:

If you have a complaint or a compliment regarding your learning experience, we advise you to first contact your learning centre manager. More often than not issues can be resolved at this stage. 

Stage Two:

If you find that your approach has not been successful at Stage One, or you feel the issue is too serious or sensitive to be handled with your learning centre, please contact the Executive Director Elaine Wilkie.   

Once we received your complaint or compliment they will acknowledge receipt of it within three working days. We will investigate the issue and endeavour to respond within 10 working days. 

The Company will always try to resolve problems in a sensitive and understanding nature. Our aim is to discuss and agree how we can improve our service, rather than spend time making staff and learners feel uncomfortable or distressed. 

Stage Three: 

If you are unhappy in the manner in which your complaint or compliment has been handled or it is of a very serious nature you should contact Ufi Learner Services team on 08000 150 450. You will immediately receive acknowledgement and a reference number for the issue you raise. Action will be taken immediately to investigate the matter and a formal response will be given as soon as the issue has been resolved. The team will endeavour to resolve all issues within 10 working days. In the days following the presentation of a resolution you will receive a follow-up call from the Learner Services team to check that you are satisfied with the outcome. 

The learndirect promise 

The learndirect promise will provide you with an outline of the standard of service we hope to provide.
Verbal Complaint Procedure

1) Learner complains to member of learning centre staff. 

2) Member of learning centre acknowledges deals and resolves the complaint. 

3) If the member of staff is unable to resolve the complaint or the learner feels dissatisfied with the course of action taken then the complaint is directed to the Learning Centre Manager. 

4) Learning Centre Manager acknowledges deals and resolves the complaint.

a) Link Centres - If the Learning Centre Manager is unable to resolve the complaint or the learner feels dissatisfied with the course of action taken then the complaint is directed to the Host Learning Centre Manager – the Learning Centre Manager must send a written report on the nature of the complaint, and if appropriate, instruct the learner to complete a complaint form. Please refer to point 5a for the escalation details.

5) The learner must be informed of the next stage of the process and the timescales involved. For example, acknowledge and response targets. 

6) The  Manager receives the complaint and acknowledges receipt within 3 working days to the learner.. 

7) The Learning Manager deals with the complaint and informs the learner  in writing of the resolution. In some cases this may mean referring the complaint back to the learning centre for resolution. This will depend on the nature of the complaint. 

8) In some instances the complaint may be referred to  the Regional Ufi Team who will make the final decision.

Written Complaint Procedure

1. Learner completes a complaint form, which is handed to a member of learning centre staff. 

2. Steps 4 to 9 are followed, as appropriate. 
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Complaints / Praise form

Please complete if you wish to comment on any aspect of your learning experience or the service that you have received during your time with learndirect

Name:   






Date:

Address: 

Daytime Telephone Number:

Can we contact you on this number?
Yes
No (Please circle)

Can messages be left on this number?
Yes
No (Please circle)

Learning Centre: 

Date of Event leading to Complaint/Praise:


Please give details:


How would you like to see the matter resolved?


Please continue overleaf if required

In the first instance the centre manager will deal with your complaint. Please refer to the full Complaints and Praise Policy for further information.

Office Use only

Received by:







Date:

Details of action taken:

Date of resolution:
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