Complaints, Compliments and Suggestions Policy

Updated January 2008
Animi Training aims to provide an excellent service to learners but welcomes feedback to support continuous improvement. 

Compliments and suggestions made to the learning centre will be reviewed and actions put in place as appropriate, it is not always possible to change physical locations or buildings but an attempt will be made to change policies and procedures which affect the learning experience. 

Complaints will be dealt with swiftly, fairly and ensuring equality of opportunity. Each complaint will be fully investigated and actions will be undertaken as appropriate. In addition to our formal complaints procedure comments can also be made via the following regular avenues learner evaluation forms, learner surveys, comment cards and informal and formal meetings.

Who to complain, compliment or suggest to?
Complaints can be made to the tutor, learning centre manager, learndirect learner services (for learndirect learners) and the CEO. Details of who it may be appropriate to approach are given below. 

Tutor – if you are happy to talk to your tutor about your concerns we would suggest that this is your first point of contact. Issues dealt with before they become a complaint can benefit everyone.

Learning Centre – if you do not wish to talk to your tutor or want to complain about your tutor please talk to a member of staff at the centre or the centre manager. This could be in an informal or formal manner depending on the nature of the complaint. 

learndirect learner services – complaints to learner services should be from learndirect learners only and focus on areas where the Learning Centre has no control, for example course errors, the learndirect learning environment and the learndirect website. For your information any complaints made to learner services about your experience in the learning centre or with your tutor will be directed back to the Animi Training. 

CEO – if you do not wish to discuss the matter with the learning centre staff or wish to make a formal complaint about the learning centre please contact, in writing, the CEO. 

Broadway House, 3 High Street, Bromley BR1 1LF

zoe@animitraining.com
Scope of this policy
Matters within the scope of this policy

Within the scope are two aspects of service provided by Animi Training:

· Tutoring and Learning. For example: initial information and advice, services received during learning opportunity

· General Services. For example: breaches in policies e.g. health and safety, equal opportunities

Matters outside the scope of this policy
There are three issues, which are outside the scope:

· Services beyond the control of Animi Training for example Local Authority awards and grants

· Issues involving criminal offences

· Matters which are dealt with through other policies for example Disciplinary procedures

If you have concerns with any of the above we will refer you to someone who can deal with them.

Possible Outcomes 
Suggestions and Compliments

Any suggestion and/or compliment will be passed onto the Learning Centre Manager who will action it appropriately. If requested, the learner will be informed of the outcome of their comment within 10 working days; all staff will be made aware of the comments. The possible outcomes could be:

· Staff member commended

· Action to make improvements

Complaints

During the process of the complaint the complainant will be kept in informed of all developments. The possible outcomes of the complaints policy are:

· An apology or appropriate redress

· A correction of error

· An improvement in the services offered

· A referral of a serious complaint to staff disciplinary procedures (complainants are not given the outcome)

· Complaint found not to be upheld

· Complaint found to be malicious, action may be taken against complainant

Continuous Improvement
All comments will be entered into a comments log. Information gathered will inform the revision of procedures and will only be disclosed to relevant parties to resolve the issue and to ensure procedures are correctly followed. Statistics will be gathered as part of the Quality Assurance system; however, individuals will not be named. 

Staff Support
Animi Training will provide support, as appropriate, to any member of staff who has a complaint made against them. Staff are entitled to contact and have present a union representative during complaints procedures. Animi Training offers training to all staff who are involved with the implementation of this policy. 

Complaints, Compliments and Suggestions Procedure
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A complaint you feel happy to discuss with your tutor








