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   SLIC Training

   COMPLAINTS MONITORING PROCEDURE
1.0
Background
The monitoring of complaints received by SLIC Training Ltd forms an important part of the quality assurance process.  Monitoring enables SLIC Training  to identify trends and common issues that may be raised by our customers.  It also allows us to determine how successfully  the complaints have been dealt with and whether these have been resolved to the satisfaction of the complainant.  SLIC Training will  monitor its complaints and  will report these through  SLIC  Management Team meetings and quality assurance meetings  on a regular basis.

1.1 Complaints relating to Equality and Diversity, including Race Relations, will be identified as such on the reports.

2.0
Complaints monitoring
2.1 Complaints are monitored throughout the year and  administered through the Quality manager.  All complaints  received by the Quality  manager  will be recorded by the Quality manager in the complaints folder database on the company Z drive. The folder will have  restricted access to maintain confidentiality. The data base will be used  to record a summary of the complaint and whether it has been successfully resolved, or what stage of the complaints process has been reached.

2.2  All written complaints including emails and complaints recorded  via telephone using appropriate message Information sheets will be stored by the quality manager in the complaints folder in a secure place. 
2.3 It is important to ensure data protection requirements are adhered to and therefore  care will be taken to ensure sensitive details are not recorded.

2.4
All complaints at Stage 3 and beyond will need to be received in writing from
           the complainant.

2.5
The collection of this information will be administered through the Quality managers PA, in order for this report to be discussed at the Management Team Meeting
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What you should do if you are not happy with the service you have received from the Training Provider?
Complaints are important to us, as they assist us with the continuous improvement of our services. You have the right to make a complaint about a product or service, if it does not meet your expectations.  As well as having rights, you have responsibilities to the providers of the product or service; we would ask that you ask yourself whether you have fulfilled your responsibilities to us before you make a complaint.
How to make a complaint
If you are a Learner  with SLIC training Ltd  you need to start at Stage 1.
If you are an employer, or a prospective student, or other client of the Training Provider, then you need to start at Stage 2.
If your complaint is against a Manager  then you need to start at Stage 4.
If your complaint is against the Chief Executive then you need to start at Stage 5.

Stage 1:

Discuss the issue with your personal tutor. If your tutor is unable to answer your complaint to your satisfaction, then they will refer you to an appropriate SLIC training  manager to discuss the problem (stage 2).  The manager you will be referred to will depend on the nature of your complaint. 

Stage 2:  (For learners  who have not been able to resolve their complaint) . Please see below for nature of complaint and the appropriate manager who you should contact either in writing or telephone. 
	Nature of the complaint
	Manager responsible

	Course provision and related Resources
	Quality manager

	Learning Support
	Quality manager

	Equal Opportunities/Harassment
	Quality manager

	Careers guidance/Course information
	Quality manager

	Admissions/enrolments
	Quality manager


If you are not a learner of the SLIC training Ltd, but an employer, a prospective student or other client, then you need to make contact with the appropriate manager, directly depending on the nature of your complaint.

If the Quality manager cannot answer your complaint to your satisfaction, then they will assist you with completing a complaints form.  The completed complaints form will go to the Quality manager (Stage 3) who will deal with your complaint, as shown in Stage 3.

Stage 3:  The Quality manger  will write to you to confirm that (s)he has received your complaint.  (S)He will investigate the issue, either personally or in conjunction with the appropriate manager including the Chief Executive(s).

The Quality manager will reply formally, in writing, usually within 5 Training Provider working days.
Stage 4:  If your complaint has not been resolved to your satisfaction, you should write to the Chief Executive, SLIC Training Ltd , Bradbury House, Goytside Road, Chesterfield,S40 2PH.  Your letter will be acknowledged within 5 Training Provider working days and you will receive a full response within 15 Training Provider working days of your receipt of the acknowledgement.
Stage 5:  If your complaint is against the Chief Executive you should write to The Management Team, SLIC Training Ltd , Bradbury House, Goytside Road,Chesterfield,S40 2PH .  Your letter will be acknowledged within 10 Training Provider working days and a full response will be given within 15 Training Provider working days of your receipt of acknowledgement.
Stage 6:  If your complaint has not been resolved and you are still not satisfied in the final resort you can make a complaint to:-

i.  The Local Learning and Skills Council (LLSC) at Dalton House, Dalton Way, Middlewich, Cheshire, CW10 0HU, if your complaint is of a general nature or relates to Further Education or Work Based Learning provision

Finally:

 It helps us to know when our services are working well or you have ideas for improvement.  So even if you have no complaint, we would still like to hear your comments about our services
How to contact us concerning a complaint;
Quality manager . Tel 01246505144.  email john.hall@slictraining.org.uk 

Chief Executive     Tel 01246505144   email ian.benison@slictraining.org.uk 

In writing to;  SLIC Training Management Team

                      Bradbury House

                      Goytside Road

                      Chesterfield

                      S40 2PH
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