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0. Summary of Changes and Review

	Version Number
	Date of Change/Review
	Review / Changes Made By
	Authorised By
	Description of Changes/Review

	1
	1 Nov 2023
	L. Barker
	L. Barker
M. Parker
	First version of the Policy.

	2
	10 Dec 2023
	L. Barker
	L. Barker
M. Parker
	Amended to include how a learner may escalate a complaint to the Awarding Organisation and Qualification Regulator (Section 3.5)

	3
	1 Jul 2025
	L. Barker
	L. Barker
M. Parker
	Amended to include RLSS as an awarding body (Section 3.6).

	
	
	
	
	



1. Purpose and Scope
This policy sets out The Arker Group Ltd (the Company) complaints policy and procedure and is applicable for all staff, learners and other interested parties who are affected both directly and/or indirectly with the Company undertaking. This policy aims to:
· Provide a clear and robust framework for raising concerns and to support those not satisfied with our services.
· Ensure systems are in place to implement improvements resulting from a complaint (lessons learned).
· Ensure a prompt resolution. 
· Ensure all complaints are treated seriously, equitably and without prejudice.
· Raise awareness of policy and procedures and ensure all those responsible for the delivery, training, assessment of training and qualifications understand appropriate processes.
· To provide protection and resolution for learners, customers and stakeholders and any others who seek to complain or appeal against an action taken by the Company.

This policy contains information for those who wish to formally complain about the Company’s services, including staff, learners, other stakeholders and subcontractors.

2. Reference Documents

· The Arker Group Ltd – Appeals Policy.
· The Arker Group Ltd – Health, Safety and Welfare Policy.
· The Arker Group Ltd – Malpractice, Maladministration and Plagiarism Policy.
· Awarding Body and Regulator Appeals Policies.
3. Policy
A complaint is a statement that something is unsatisfactory or unacceptable by an organisation or individual, whether verbal or written and requires a response.  Disciplinary appeals are not considered as complaints and therefore do not fall in this process. Please refer to the Company Disciplinary and/or Appeals Policy. 
		
The Company will take all reasonable steps to ensure any staff involved in the management, assessment and quality assurance of qualifications, including learners, are aware of the contents of this policy and have a complaint handling procedure in place to deal with complaints from learners about the services they receive.  If an individual is unhappy about a service or activity being delivered by us, they should follow our complaints process before bringing the matter to the awarding body. 
 
Where there is question about the way an assessment was delivered and/or conducted, and malpractice or maladministration is suspected, concerns should be directed in the first instance to the Company in accordance with the Malpractice, Maladministration and Plagiarism Policy.  

3.1 Process for Raising a Complaint
It is important that learners and/or members of the public who wish to complain about a level of service provided by the Company in the first instance should follow this process before bringing any complaints to the attention of the awarding body or regulator.

We expect that complaints will be made as soon as possible after an incident arises, and no later than 5 working days afterwards. We will consider exceptions to this time frame in circumstances where there were valid reasons for not making a complaint at that time, and the complaint can still be investigated in a fair manner for all involved.

Complaints should be sent in writing to training@arkergroup.com and include:
· A full description of the complaint (including dates, times, context where appropriate).
· Names of others involved.
· Copies of any evidence e.g., letters, completed forms, witness testimony.
· Contact details (in accordance with Data Protection legislation e.g., name and contact email/phone number).

Where the Company is notified about failures that have been discovered in the assessment process or other activities of another organisation, these will be reviewed in the same manner as other external complaints, in accordance with the procedures below, to ascertain if the same issue could affect regulated qualifications. 

3.2 Confidentiality and Whistle Blowing
To enable a full investigation to take place it will be necessary for complainants to provide their names.  However, in some instances a complainant will wish to remain anonymous e.g., where there are concerns over possible adverse consequences should identity be revealed to another party.  

The Company will always aim to keep a whistle blower’s identity confidential if asked to do so, however, cannot guarantee this in all cases. There may be situations where the Company has a duty to disclose identity for example to:   
· The police, fraud prevention agencies or other law enforcement agencies (to investigate or prevent crime, including fraud).
· The courts (court proceedings).
· Relevant authorities where there are safeguarding concerns.
· Awarding bodies as part of any investigations into issues around qualification delivery.
· Other third parties e.g., Regulators.

3.3 What will happen to my complaint?
The Company will acknowledge receipt of your complaint within two working days and aim to investigate complaints within 7 working days thereafter. For more complex cases, or those involving people who are not available at the time, this may be extended to carry out a thorough investigation. You may be contacted within this period to seek further information or clarification (in some instances it may be recommended a meeting is held to discuss the matter). 

At the end of the investigation, a written response will be provided to inform the complainant of the Company’s’ decision. 

3.4 Successful Complaints and/or Issues
If any part of a complaint is upheld, the Company will respond to you accordingly and where appropriate give due consideration to how the service and arrangements can be improved.   In situations where a complaint has been successful, or where an investigation following notification from Awarding Bodies/Regulators indicates a failure in the Company processes, this will be given due consideration to the outcome and appropriate actions will be taken such as: 
· Identifying any other learner/s, trainers, assessors and/or other third parties who has been or may be affected by that failure.
· Correct, or where it cannot be corrected, mitigate as far as possible the effect of the failure.
· Review and amend our arrangements, where appropriate, to reduce the likelihood that the failure will reoccur in the future.

3.5 Escalating Your Initial Complaint if you Remain Dissatisfied – Highfield Qualifications:
In the unlikely event that you remain unhappy after your complaint has been investigated and a decision reached then you may escalate your complaint to our Partner.  Please include any further items for consideration and state clearly why you remain unhappy with the decision taken so far.  The Partner will investigate in full and respond to you within 7 working days of notification. This may be extended or curtailed as required and determined by the nature and complexity of the complaint and investigation. 
The Partner can be contacted on:
· Call: 07468 521 937
· E-mail: Luke@arkergroup.com 
This will be the final route of escalation within the Company.  Therefore, if you remain unhappy after following our own internal complaints procedure and your complaint refers to services you have received relating to your course and achieving your qualification then please contact the Awarding Organisation directly.  The Awarding Organisation is Highfield Qualifications, and their complaints policy can be located on their website: https://www.highfieldqualifications.com. Alternatively, please speak to the Highfield Qualifications team on 01302 363277. 
Should you address your complaint to Highfield Qualifications and remain unhappy with the outcome you may then raise your complaint to the relevant qualification regulator.  Either a representative of The Arker Group Ltd or Highfield Qualifications will be able to offer you guidance on the appropriate qualification regulator in each instance and provide contact details.
3.6 Escalating Your Initial Complaint if you Remain Dissatisfied – RLSS UK Qualifications:
In the unlikely event that you remain unhappy after your complaint has been investigated and a decision reached then you may escalate your complaint to our Partner.  Please include any further items for consideration and state clearly why you remain unhappy with the decision taken so far.  The Partner will investigate in full and respond to you within 7 working days of notification. This may be extended or curtailed as required and determined by the nature and complexity of the complaint and investigation. 
The Partner can be contacted on:
· Call: 07468 521 937
· E-mail: Luke@arkergroup.com 
This will be the final route of escalation within the Company.  Therefore, if you remain unhappy after following our own internal complaints procedure and your complaint refers to services you have received relating to your course and achieving your qualification then please contact the Awarding Organisation directly.  If the Awarding Organisation is RLSS UK Qualifications, you can, where relevant, escalate the matter through to a member of the RLSS UK Qualifications Compliance Team at the details below:
	RLSS UK Qualifications Contact Details

	Email
	compliance@rlss.org.uk

	Telephone 
	0300 323 0096

	Address 
	Royal Life Saving Society 
Red Hill House 
227 London Road 
Worcester
WR5 2JG



Should you address your complaint to RLSS UK Qualifications and remain unhappy with the outcome, you may then raise your complaint to the relevant qualification regulator.  Either a representative of The Arker Group Ltd or RLSS UK Qualifications will be able to offer you guidance on the appropriate qualification regulator in each instance and provide contact details.
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