


Med Learn Training Limited
Complaints Policy 

Statement
Med Learn Training Limited welcomes comments, complaints and compliments about our services and are committed to learning from individual experiences to improve the services we provide.
At Med Learn Training Limited, we value all feedback, including complaints to help us evaluate our Centre’s performance and to inform quality improvements.
We hope that learners and other persons using our services will have no cause to complain about the quality of the service they receive; but nonetheless, we will act fairly, courteously, legally and without bias or prejudice in all such matters, and those who choose to submit a complaint will not be disadvantaged in any way by so doing.
It is important that learner complaints are valued, and every effort is made to resolve learner concerns speedily and effectively.
Learners will be made aware of our Centre’s Complaints Procedures prior to the start of their course and during Learner Induction.
This policy is also available to view at any time via our website and will be offered to any learners on request or when registering a complaint.
2. What this Procedure is for
This Complaints Policy overarches learner dissatisfaction with any aspect of our service, however in the first instance:
· It is not initially applicable for making enquiries about result or challenging assessment decisions — our Appeals Policy is applicable in this instance.
Learner allegations of malpractice (by the Centre / Staff or another Learner) in relation to the delivery or assessment of qualifications will be addressed using our Policy & Procedures for Dealing with Malpractice.
3. The Process – Information for Learners
Stage 1: Informal Complaint
Should you wish to make a complaint, in the first instance we encourage you to speak to:
the course Trainer / Assessor
If they are unable to resolve your complaint satisfactorily, please contact the
Managing Director, Aaron Hind (aaron@medlearntraining.co.uk)
We would ask you to raise the complaint as soon as possible, ideally within 10 working days of when the incident/issue arose. You can also submit your complaint in writing to
Managing Director
Med Learn Training Limited
Gibson House
Gibson Road
Hemswell Cliff
Gainsborough
Lincolnshire
DN21 5TL

01522 775565

Your complaint will be kept confidential. Details will only be given to those people who need to know in order to investigate your complaint.
We will:
· acknowledge receipt of your complaint within 7 working days;
· discuss your complaint with you to understand why you remain dissatisfied and what outcome you are looking for;
· give you a full response to the complaint as soon as possible and within 28 working days;
· We will tell you if our investigation is going to take longer than 28 working days and will agree a revised date with you.
Stage 2: Formal Complaint
A Formal Complaint is applicable when:
· you are not satisfied with the outcome of the informal complaint process as above, or
· feel that the matter is very serious, or
· feel unable to raise the matter with staff informally.
This complaint should be made directly and in writing to:
Internal Quality Assurer
Email: iqa@medlearntraining.co.uk Tel. 01522 775565
Your Complaint will be investigated by our IQA and you will be provided with a definitive response within 28 working days.
Stage 3: Escalation of complaint
As a learner of a regulated qualification, you also have the right to complain to the Awarding Body. Complaints should first be made to the Centre and AO will only accept a complaint after we have opportunity to resolve it. If you feel unable to approach us with your concern, AO will act as an intermediary while still allowing us to review your complaint and propose a solution.
Complaints process
Email your complaint, including as much information as possible, to:
Qualsafe: complaints@qualsafewards.org
First Aid Awards: enquiries@firstaidawards.com 
When the email is received, the AO will send you an acknowledgement email within 2 working days and log the complaint. They will review the complaint details and, if required, may ask for further information. Once they have reviewed the complaint details, they will carry out an investigation within 10 working days. If the AO are unable to complete our investigation within 10 working days, they will update you on their progress and provide an indication of when they hope to complete the investigation.
Once the AO investigation is complete, they will issue a formal response to you indicating whether the complaint has been upheld or not and providing reasons for the decision. They may also inform any other persons who have been affected by the outcomes of the investigation. All complaints are recorded.


Monitoring & Review

The procedures set out in this policy will be widely promoted and are mandatory for everyone involved in Med Learn Training Limited. Failure to comply with the policy and procedures will be addressed without delay and may ultimately result in dismissal/exclusion from the organisation.
We will monitor all of the feedback that we receive in relation to the issues affected by this policy and will amend the policy as necessary.
This policy will be reviewed annually as well as following:
· Guidance from our AO’s
· changes in legislation and/or government guidance
· as a result of any other significant change or event.

Policy/Process Review Date 

This policy/process is reviewed every 12 months with the next review date being: 

31st March 2023

Policy Sign-Off 

Aaron Hind – Managing Director

Date: 31st March 2023

Med Learn Training Limited
Gibson House
Gibson Road
Hemswell Cliff
Gainsborough
Lincolnshire
DN21 5TL
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