Complaints Handling Policy,

Procedure and Process

Complaints Policy

1 Statement of Purpose

A complaint is an expression of dissatisfaction of the services provided by Lite Ltd.
We are committed to meeting and exceeding our customer care standards and
providing high quality products and service.

LITE (Stockport) Ltd’s Complaints Policy provides the framework within which
anyone who is dissatisfied with the organisation can raise their concerns. The aim of
this policy is to set out our commitment to handle complaints as part of the overall
strategy to satisfy the needs of customers / stakeholders and employees.

2 Key Principles

The Policy is to assist staff to effectively deal with complaints from apprentices,
parents, customers, employers, contractors, visitors and other interested parties.
Expressions of dissatisfaction will be considered as important as complaints and
plans put in place to remedy the service.

3 Responsibilities
The Manager, Jackie Shopland-Reed jsreed@liteltd.co.uk Tel 07836248604 has

overall responsibility for implementation of this policy. She is responsible for
ensuring:

e A copy of this document is available to all employees and that the
policy and associated procedures are reviewed annually

e The adherence of this policy by all employees

e The policy is available to learners/ apprentices and employers

e The policy is published on the LITE Ltd website

All staff are required to act in accordance with this policy and follow the procedures
when a complaint is raised. They are expected to ensure:

Complaints will be handled:

o Confidentially
Fairly

Complaint Policy I V3.1 | November 2021 | J Shopland-Reed


mailto:jsreed@liteltd.co.uk

o Promptly
Staff will endeavour to:

o Be courteous to the complainant
o Respond positively
o Offer constructive solutions

Formal written complaints will be:

o Recorded
o Acknowledged within 2 days
o Notified to Senior Management

The complaints procedure will be:

o Publicly displayed on the Lite Ltd website

o Monitored regularly as per our Quality Management Procedures

o Reviewed and evaluated periodically as per our Quality Management
System

Anonymous Feedback:

Will be analysed

Discussed with the appropriate people

Corrective action implemented where appropriate
Monitored

O O O O

4. Promotion Commitment and Training
All staff and governors will undertake training relevant to their role.

Staff: All staff are to commit to awareness of this policy and receive annual update
training in implementing this Policy, which is included in the staff handbook. They are
also provided with our Whistleblowing procedures. New staff need to familiarise
themselves with the expectations of their roles and responsibilities. Staff receive
training during their induction. Implementation and updates to the policy are
discussed in staff meetings.

Apprentices: Apprentices are required to commit to awareness of the policy as a part
of the induction process. This policy is included in the apprentice handbook as well
as available through our intranet / website. Training and information on how to raise
concerns or make a complaint is provided at induction and through discussion at
apprentice reviews. Awareness is reinforced in taught sessions. Relevant updates
and news is shared in our news ‘Bulletin’, with apprentices and employers.

Employers: Employers are required to commit to awareness of this policy and it is a
requirement of our apprenticeship agreement with employers. This policy is included
in the employer handbook as well as available through our intranet / website.

Training and information on reporting concerns or making a complaint is provided at
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our initial approval visit. Awareness is raised through discussion at apprentice
reviews and in Clinical Coach training. Relevant updates and news is shared in our
news ‘Bulletin’, with apprentices and employers.

Other Stakeholders: This policy will be available to stakeholders on request and is
available on our website www.liteltd.co.uk.

5 Policy Implementation

A) Informal Stage

It is recognised that some concerns are raised informally, and these can and should
be dealt with immediately. An informal complaint should be raised directly with the
relevant tutor, assessor or member of staff.

Any such concerns should then be raised promptly and directly with the individual
against whom there is a concern where relevant.

We aim to resolve informal concerns quickly and effectively.

If concerns are not satisfactorily resolved in this way complainants should follow our
formal Complaints process as outlined below.

B) Formal Stage

The formal procedure is intended to ensure that all complaints are handled fairly,
consistently and wherever possible resolved to the complainant’s satisfaction.

1 Responsibility of the Complainant

If the complaint is not resolved at the informal stage, or the complainant does not
wish to follow the informal complaint process, they should:

e Communicate their complaint in writing to jsreed@liteltd.co.uk. To speak to
someone in person about a complaint please call Stockport on 0161 480
4801 or St Helens 01744 24062 .

e Bring their complaint to the attention LITE(Stockport) Ltd. within 10 weeks
of the incident occurring.

e Explain the concern as clearly and as fully as possible, including any action
taken to date.

2 Responsibility of LITE (Stockport) Ltd.

We welcome feedback to enable us to improve our services. We will respond to any
dissatisfaction with our services fairly and promptly;
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e Complainants will receive an initial response within 48 hours of receipt of a
formal complaint.

e The complaint will be looked into and a response sent within 10 working
days detailing our findings.

e A further, more detailed response will be sent on conclusion of a full
investigation if relevant.

e A meeting with the parties involved will be offered if appropriate.

e All informal and formal complaints will be logged on our central log.

e These will be retained for a period of 2 years following resolution and
closure of the complaint at which point all information relating to the
complaint will be deleted.

3 Appeals and Escalation Process

Complainants may appeal to the Board of Governors if they are dissatisfied with the
outcome of the complaint. The appeal must be submitted within 20 working days
from receipt of the complaint response. The appeal should be sent, in writing, to
Jackie Shopland-Reed, the Manager jsreed@liteltd.co.uk or via telephone on 0161
480 4801.

If a complainant has fully exhausted our complaints procedure, have evidence of this
and remain dissatisfied, they can contact the ESFA.

Anyone can also contact the ESFA if they are being prevented from exhausting our
complaints procedure, or if you they no longer able to contact us because we are no
longer trading.

4 How to complain to ESFA

The ESFA only accept complaints in writing, by email or letter, except where they are
required to make reasonable adjustments. Please let them know if this applies to
you, either through a third party or by calling them, and they will arrange for
someone to handle your complaint accordingly.

The ESFA's official complaints procedure can be accessed at
https://www.gov.uk/government/organisations/education-and-skills-funding-
agency/about/complaints-procedure.

If you have difficulties in providing details in writing or if you are under 18, they will
consider complaints made on your behalf by a third party. You will need to confirm
that they can communicate with that third party on your behalf. If the complaint is on
behalf of more than one person, they will need written permission from everyone.

You should email complaints to complaints.esfa@education.gov.uk, or put them in a
letter to:
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Customer Service Team,

Education and Skills Funding Agency
Cheylesmore House

Quinton Road

Coventry CV1 2WT

When you contact them about your complaint, you will need to provide them with the
following:

e the name of our organisation

e details of what your complaint is, together with the relevant documents

e evidence that you have fully exhausted our complaints procedure, including
any appeals process (for example, written correspondence confirming the
outcome)

e permission to disclose details of your complaint to us

e if you are acting on behalf of a learner, evidence that you have their
permission to do so

The ESFA can only investigate on behalf of learners whose courses they fund or
employers that they fund. They may ask you for further information to help them
confirm this.

What happens next

On receipt of your complaint, they will check:

e if they fund the course/organisation

e if it falls into one of the categories they can investigate

e if the original decision or action complained about occurred more than 12
months ago (unless it is about an Advanced Learner Loan)

¢ whether you have exhausted our complaints procedure including any appeals
process

The ESFA will acknowledge receipt and send a copy of this procedure. They will also
inform you of whether the complaint is one that they can investigate. If the ESFA
cannot investigate your complaint, they may also signpost you to another
organisation that may be able to help you.

The ESFA will appoint an officer with appropriate knowledge and expertise to
investigate your complaint.

If they can investigate, they will email a summary of the complaint to you. In some
complex cases, they will request that you agree to the summary. Where this
happens, you will have 5 working days to respond.
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Within 10 working days of agreeing a summary, the ESFA will send the information
that you have provided along with a summary of the complaint to us. They will then
ask us to share with them:

e details and copies of the relevant procedure

e confirmation that our procedures have been exhausted

e aresponse to the summary of complaint, together with relevant documents
e confirmation that they can share the information provided with you

If our procedures have not been exhausted, the ESFA will let you know that they will
not investigate the matter further until that has happened. If they decide we have
unduly delayed resolving the complaint or will not resolve the complaint within a
reasonable timescale, they may continue to investigate. If the ESFA determine that
you are self-funded, they will write to you to say that they cannot investigate the
matter further.

If the ESFA need more information, they may contact those involved to get further
information or evidence.

The ESFA aim to finalise the findings within 25 working days of your complaint
summary being agreed. They will notify you of the outcome and their findings, and
that will conclude the investigation.

If at any point during the investigation, they encounter a delay in responding to or
providing correspondence, they will notify you of the delay and provide details of
when you can expect a response.

What action ESFA will take

The organisations funded are independent bodies and the ESFA has limited power
to intervene in their day-to-day running. ESFA’s role is to ensure we have acted
according to their complaint’s procedures.

If your complaint is upheld, they may consider action against us, such as:

asking us to review our complaints procedure to ensure non-recurrence asking us to
review our handling of your case

Working with other ESFA teams and/or intelligence, they may consider:

¢ whether they continue to fund us
e invoking clauses from the funding agreements, financial memoranda and/or
contracts between ESFA and ourselves

What to do if you are not satisfied

If you are not happy with the way the ESFA handled your complaint against a
provider, you can fill in the complaint form to issue a formal complaint about ESFA.

5 Confidentiality
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LITE (Stockport Ltd. will keep complainants informed of progress with any complaint
and how we are handling the information provided under this Complaints Policy.
Where an investigation is required, your information may be shared with staff
members or external third parties. Before sharing your information, we would inform
you of this, unless there were exceptional circumstances, for example, where doing
so could pose a risk of harm to you or others.

In the case of young people under the age of 18 raising a complaint, depending on
the nature of the complaint, we may be obliged to inform their parent/guardian.

6. Policy Review

This policy will be reviewed annually in accordance with our Quality Assurance
procedures; however, the policy may be updated to reflect changing requirements or
circumstances by the manager in consultation with the staff.

Date of next review: November2022

Signed on behalf of LITE (Stockport) Ltd

Jackie Shopland-Reed
Manager

Date:12/11/2021

Education & Skills
Funding Agency  Eurcpean unien
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