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Skills4 contact details

\Web Address https://skills4group.co.uk/
linfo info@skills4group.co.uk
Telephone 0161 794 0528
Purpose

The Skills4Group is committed to ensuring access to fair assessment for all Learners and to protect

the integrity of their qualifications.

This policy defines the complaints process, clarifies the roles and responsibilities of staff and

Learners, and outlines the procedures that will be followed when a complaint is received.

Scope

This policy is applicable to all qualifications delivered by the Skills4Group.

Applies to:

All Learners, employers, stakeholders and members of the public.

Reason for policy:

To resolve complaints in a timely and effective manner, to use the information to improve our

service, and to ensure complaints can be handled professionally.

Policy

It is acceptable that at times, a person can feel aggrieved by their treatment or service, and it is

essential that the Skills4Group have a professional mechanism to deal with the complaint.

We treat a complaint as any expression of dissatisfaction with our service which calls for a

response.



Skills &

skills4group.co.uk

Complaints Procedure
A formal complaint can be made to the Skills4Group via

Email: info@skills4group.co.uk

Or in writing to Skills4Group, Unit 6 Cable Court, Pittman Way, Preston, PR2 9YW.

To ensure the availability of evidence, complaints should be made within six months of an incident

taking place.
A complaint will formally be acknowledged by the Skills4Group within one working day of receipt.

Complaints will be reviewed by the Director of Operations (DOO) who will initiate and coordinate
the appropriate investigation based on the categorisation and severity. This may include interviews
with appropriate parties and if necessary further clarification from the complainant. Should a

complaint involve a staff member the DOO will alert the MD.

The Skills4Group will aim to resolve complaints within 10 working days, should a further period be

required, the complainant will be informed.

The DOO/nominated deputy will write to the complainant advising them of the conclusions of the

investigation.

Categorisation

On receipt of a complaint the DOO will review the complaint and decide, dependent on the
significance, whether the complaint will be escalated to stage 2 or 3 immediately. Examples of
where escalation might take place would be if the concern came from an external agency, related to

equality and diversity or was a health and safety matter.

Monitoring

The leadership team will receive monthly reports on complaints, and on a quarterly basis the Board
will be presented with a summary. The DOO analyses complaints quality for trends and investigates

appropriate action to improve service provided.
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Additional Information

Complaints against the Managing Director should be addressed to the Board at Skills4Group, Unit
6 Cable Court, Pittman Way, Preston, PR2 9YW.

*Colleague receiving the complaint to give a deadline for providing N\
resolution

+If it cannot be resolved by the manager it is escalated to the DOO
using the complaints form via email

*For complaints resolved a form will be sent to the DOO showing the

Stage 1 Resolve or

Escalate

resolution J
*10 working days to resolve the complaint )
+DOO0O responsible for communication with complainant to inform them
of the investigation and outcome if resolved at this stage
SEECpEL Tl ¢ If it is not resolved at this stage the complaints form is sent to the
escalation Managing Director )

10 further days to resolve the complaint

+If the complainant is not happy with the response at this stage, the
: complainant should be directed to the Department for Education and/or
SEEEELEUE U Awarding Organisation and/or Ofqual depending on the type of

Director and .
external complaint

The policy also aligns with:

Fitness to Practise policies

Raising Concerns policy

Whistleblowing policy

Complaints log

Reviewing and Monitoring

This policy will be reviewed annually or sooner if required by legislative or regulatory changes.
Feedback from Learners, staff, and stakeholders will inform updates to ensure the policy remains

effective and relevant.
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