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PURPOSE

This policy outlines the process for receiving, recording, investigating and resolving customer
complaints relating to training and assessment. It also describes how feedback, compliments and
complaints are monitored to identify trends and support continual improvement of training services.

SCOPE

This policy applies to all complaints, compliments and feedback received from learners, employers,
customers or other stakeholders in relation to training, assessment or associated services delivered by
Flannery Plant.

PROCEDURE
Receiving Feedback or Complaints

1. All complaints and feedback must be treated confidentially and handled professionally.

2. The person receiving the complaint must record all relevant details including:
» Name of complainant
* Contact details
* Nature of the complaint or feedback
* Date received

3. Where possible, an immediate solution should be offered. Details of the resolution must still be
recorded and forwarded to the Safety and Skills Director.

4. All complaints must be forwarded to the Safety and Skills Director and recorded in the Training
Feedback Log.

5. Compliments and general feedback must also be recorded and shared with the relevant staff
member.

Recording Complaints

o

All complaints, compliments and comments must be recorded on the Training Feedback Log.

7. Acknowledgement of the complaint must be sent to the complainant as soon as possible and no
later than 2 working days after receipt.

8. The complaint will be reviewed by the Safety and Skills Director and allocated to an appropriate
manager for investigation.

9. All complaints will be investigated fully and fairly.

10. A response outlining the outcome of the investigation will normally be provided within 10

working days.
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Escalation

11. If the complaint is serious or cannot be resolved within the expected timeframe, the Safety and
Skills Director will escalate the matter to the appropriate senior manager or Managing Director.

12. Where the complaint relates to an awarding organisation, the complainant may be referred to
the awarding organisation’s complaints or appeals procedure.

Investigation

13. Investigations will normally be carried out by a manager or senior member of staff who has not
been directly involved in the issue being investigated.

14. The Safety and Skills Director retains overall responsibility for the complaints process.

15. Any corrective actions identified during the investigation must be implemented and recorded.

Monitoring and Improvement

16. All complaints and feedback will be reviewed to identify trends and areas for improvement.
17. The Safety and Skills Director will produce a quarterly review of complaints and feedback to
support quality improvement.

Record Keeping

All complaints, feedback and investigation records will be securely stored within the organisation’s
training records. These records will be retained for a minimum of two years and made available for
internal review or external audit where required.

Implementation and Review

This procedure is effective from 01.03.2026 and will be reviewed annually, or earlier if required,
following updates to CITB Internet Test Centre Scheme Rules, Quality Assurance Requirements, or
awarding organisation policies. Overall implementation of this process lies with Aaron Davis (Safety and
Skills Director).

Signed:

A.Davis,
Safety and Skills Director

01.03.2026
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