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3.1

Upskill

At Upskill Services Ltd, we strive to provide the best possible service a
learner, applicant or employer can expect, including but not exclusively
high-quality training. However, we recognise that sometimes things may
go wrong. If for any reason you are dissatisfied with the service that we
provide, please let us know so we can deal with your concern and where
appropriate, ensure improvements are made as part of our ethos and
commitment to continuous improvement. We encourage you to make a
phone call so that we can talk about your problem and resolve it swiftly.

We aim to make this policy and procedure easy to understand and use.
We aim to make this policy and procedure easy to access.

We treat all complaints seriously and aim to use our findings as part of
our continuous improvement process.

We will provide additional support to anyone wishing to make complaint
that has a learning difficulty or disability, or a physical disability that
means additional support is required.

A complaint is when you inform us you are not happy about the service
we provide. It can be about anything, can be relatively minor or
something more serious and could include:

(@) when we do not deliver a service on time.
(b) when we give you incorrect information.
(c) when you receive a poor-quality service.

(d) when you have a concern with a member of our staff.
(e) when you think you have been discriminated against (Equality Act

2010 - 9 protected characteristics - refer to section 7 Appendix 2).
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If you have concerns about assessment and quality assurance decisions,
please contact the Company Director, rather than use the complaints
policy and procedures.

Making a complaint should be as easy as possible.
We treat your complaint seriously and with the utmost professionalism.

We deal with your complaint promptly and in accordance with our
confidentiality policy.

We learn from complaints and use them to review and improve our
service.

If a complaint is received, it will be dealt with efficiently, with the aim of
resolving the issue as quickly as possible, to the satisfaction of the
customer.

Confidentiality: Except in exceptional circumstances, every attempt will
be made to ensure all parties maintain confidentiality. However, the
circumstances giving rise to the complaint may be such that it may not
be possible to maintain confidentiality (with each complaint judged on its
own merit). Should this be the case, the situation will be explained to
you.

If we receive a complaint, we will try, wherever possible, to resolve it
immediately and notify you of the outcome. We will send:

(@) an acknowledgement within two working day, including the details
of who will be dealing with the complaint.

(b) a final response within five working days.

If we are unable to resolve the complaint within ten working days, we
may ask for any further information. Moreover, we will keep you updated
as to likely timescales where any additional investigation time will be
needed.

We record all complaints and review them at our Senior Leadership Team
meetings to consider if we need to make any changes to improve our
services to prevent a re-occurrence.

An annual review of complaints and resolutions is conducted, and the
associated report is reviewed by the Board.
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411 If for any reason you are unhappy with our response to your complaint
you can escalate your complaint to our Company Director.

5.1 Stage 1 - Informal

(@) A learner, applicant or employer who has a complaint, can raise the
matter with any Upskill Services staff member and we encourage
you to speak to your usual point of contact in the first instance, as
sometimes issues can be resolved swiftly and locally without
commencing with the complaint’s procedure.

(b) An informal approach is appropriate in some cases, these complaints
will be responded to by the appropriate person within 5 working
days of receipt of the complaint.

(c) If the problem is not resolved satisfactorily at this stage,
complainants should raise the matter with the Customer Experience
Team.

(d) You may also feedback in writing or by telephone to

Customer Experience

Upskill Services Ltd

164-166 High Road, Ilford, Essex, United Kingdom, IG1 1LL
Tel: 0800 054 1830

(e) The Complaint will be acknowledged within two working days and
investigated. We will aim to resolve your complaint within five
working days. If a further period of investigation is required, we
will let you know. If you are unsatisfied with the outcome, you can
escalate the complaint by moving to stage 2 of the complaints
process.

5.2 Stage 2 -Formal

Upskill Services Ltd recognises that informal mechanisms may not resolve all
problems and that some problems may be too serious or sensitive to be dealt with
by raising the issue directly with the member of staff involved. In these

circumstances, the formal complaints procedure should be used.

a) A formal complaint should be submitted to the Customer Experience
Team.
b) The statement of complaint should be as thorough and complete as

possible and include any supporting documentation
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c) The Customer Experience Team will log and acknowledge receipt of
the complaint within 48 hours

d) The complaint will be passed on to the most appropriate person to
deal with the complaint and they will become the ‘complaint owner’ (in
most cases this will be the Senior Leadership Member most
appropriate). It is the complaint owner’s responsibility to fully
investigate the complaint within 5 working days of this being received

e) The complaint owner will pass their findings back to the Customer
Experience team for the central complaints log to be updated with the
agreed outcome

f) The complaint owner will update the complainant of the outcome of
their complaint in writing

g) If the complainant is not satisfied with the response received as a
result of Stage 2, the complaint may be taken to Stage 3 of the
procedure.

Stage 3 - Appeal

a) A copy of the complaint (with any supporting evidence) should be sent
to the Board of Directors within 14 days of receiving the Stage 2
response. The Board of Directors will hear the complaint and review
the evidence. The Board of Directors will investigate the complaint,
including all documentary evidence.

b) The Board of Directors may seek to resolve the complaint based on

the documentary evidence alone.

c) Following investigation, a written response will be produced detailing
whether the complaint is upheld or not and detailing action(s)

necessary to resolve the issue.

d) The decision of the Board of Directors is final.
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(@) If you remain dissatisfied, and the internal complaints procedure has
been exhausted, you will be given the details of the relevant
external organisation to escalate your complaint to the Company
Director.

(b) If you have concerns about assessment and quality assurance
decisions, please refer to the Director, rather than use the
complaints policy and procedures.

Stage 4

(a) Review: one month after your complaint has been resolved, we will
contact you to check that you are still satisfied with the outcome
and that the issue has not reoccurred.

Confidentiality

a) All complaints will be treated seriously, handled sensitively and with
due consideration to all parties involved. In line with our equal
opportunities policy, all complainants will be treated fairly and not
suffer any recrimination or disadvantage as a result of making a
complaint. Any person named in a complaint, however will be
informed and have a right of reply as part of the investigative process.

b) Complaints must be made by complainants themselves, however, we
recognise that some apprentices and vulnerable adults may have
difficulties with this and so encourage them to use whatever
assistance is required from a third party to make their complaint

effectively.

Recording a Complaint

a) Complaints received are logged onto a central complaints log. The
reason for the complaint and all progress made during the life of a
complaint is recorded on the log until it is resolved to the satisfaction
of the complainant or to a point at which Upskill services Ltd can

reasonably be expected to do no more.
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a) The central complaints log is reviewed each month by the Senior
Leadership Team to understand key themes or trends that could

inform future business processes and ways of working.
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