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1.0 – Introduction & Purpose
Learn2 Cornwall is committed to delivering high-quality learning experiences. We recognise that, from time to time, learners and or staff may feel dissatisfied with aspects of our services. This policy outlines how both can raise concerns and how we will respond.
The purpose of this policy is to:
· Provide a clear and accessible procedure for raising complaints.
· Ensure complaints are handled in a fair, timely and transparent manner.
· Use complaints as an opportunity to learn, improve, and maintain high standards.

2.0 – Scope of the Policy
This policy applies to:
· All learners enrolled with Learn2 Cornwall
· Prospective learners
· Employers or partners involved in the training of learners
· Staff
This policy does not cover:
· Appeals against assessment decisions (a separate Appeals Policy applies).
· Safeguarding concerns (refer to the Safeguarding Policy).
· Data protection issues (handled under GDPR protocols).

3.0 – Definition of a Complaint
A complaint is an expression of dissatisfaction about:
· A service provided (or not provided)
· The conduct or actions of staff or representatives
· Processes or decisions that you feel have not been handled appropriately
A complaint may include issues such as:
· Poor communication
· Delays in receiving services or support
· Quality of teaching or resources
· Behaviour or professionalism of staff
· Failure to follow policies or procedures

4.0 – Principles of Handling Complaints
Learn2 Cornwall is committed to ensuring that:
· Complaints are taken seriously and handled professionally.
· Learners are always treated with respect and fairness.
· Complaints are investigated promptly, thoroughly, and objectively.
· Complainants are kept informed throughout the process.
· Complaints are logged for monitoring, learning, and quality improvement.
· There are no negative consequences for making a complaint.

5.0 – How Do I Make My Complaint?
Complaints can be made in a range of accessible formats:
· Email
· Telephone
· In-person conversation
· Written letter
· Via a representative or support worker, if required
Complaints should be submitted to both:

info@learn2cornwall.co.uk (FAO Kyrstie Mann)
Karl@learn2cornwall.co.uk (FAO Karl Smith)

or discussed verbally with a member of the team, who will log the complaint on your behalf.
All complaints are recorded in the Complaints Register for monitoring and improvement purposes.

6.0 – Information to Include in a Complaint
To support a timely and effective investigation, please include:
· Your name
· Your contact details (address, phone number, email)
· Names of individuals involved (if applicable)
· A clear description of what happened, what went wrong, or why you are dissatisfied
· Dates, locations, or relevant background information
· Copies of any correspondence or evidence that supports your complaint
· The outcome or resolution you are seeking (optional but helpful)

7.0 – What Happens Next? (Complaints Process & Timescales)
7.1 Acknowledgement
· You will receive an acknowledgement of your complaint within 10 working days.
· If more information is needed, you may be contacted for clarification.

7.2 Investigation
The investigation may involve:
· Speaking with relevant staff or individuals
· Reviewing documentation or records
· Assessing whether correct procedures were followed
· Gathering any additional evidence
7.3 Response
· A full written response will be provided within 30 working days.
· If delays occur, you will be informed in writing and given a new expected response date.
7.4 Outcomes May Include:
· An explanation or clarification
· An apology
· Corrective actions
· Staff training or process changes
· No fault found (with explanation)

8.0 – Escalation Process
If you are not satisfied with the response received:
8.1 Stage 2 – Internal Review
Your complaint can be referred to a member of the Senior Leadership Team or the Managing Director for further review.

8.2 Stage 3 – External Referral
If you remain dissatisfied after internal escalation, you may contact relevant external bodies such as:
· Awarding Organisations
· Funding bodies (e.g., ESFA)
· Local Authority partners
Details will be provided upon request.

9.0 – Monitoring, Reporting & Review
Learn2 Cornwall maintains a Complaints Register which records:
· Nature of complaints
· Date received
· Investigation outcomes
· Time taken to resolve
Complaints are:
· Reviewed quarterly by management
· Analysed for trends to identify areas for improvement
· Reported annually to the Managing Director as part of quality assurance

10.0 – Responsibilities
· Learners: Provide clear information and engage in the process respectfully.
· Staff Members: Log complaints and direct them appropriately.
· Investigating Officer: Conduct a fair and timely investigation.
· Managing Director: Ensure compliance, monitoring, and policy review.

11.0 – Confidentiality & Data Protection
· All complaints are handled confidentially and in accordance with GDPR.
· Information is shared only with individuals involved in investigating the complaint.
· Complaints data is anonymised when used for reporting and quality improvement.
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