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Complaints Policy & Procedure 

 

Purpose 

 

The purpose of this policy is to ensure that any complaints received by Sorted Training from 

learners, employers, parents, carers, staff or other stakeholder with will be investigated, managed 

efficiently and responded to in a timely manner and any complainant will be kept informed of the 

investigation and complain process. 

 

Overview 

 

Sorted Training aim to provide a high-quality learning experience to all and welcome any feedback 

if this is not the case. If any learner, employer, parent, carer, staff or other stakeholder feels the 

level of service provided by Sorted Training is below the standards we have outlined it is important 

that you follow this complaints policy to raise these concerns with Sorted Training as soon as 

possible so they can be addressed and rectified. 

 

Objectives 

 

The aim of this policy and procedure is to provide all learners, staff and stakeholders with a means 

of raising any complaint or grievance to Sorted Training that relates to day-to-day business 

activities or the quality of teaching, learning and assessment. This policy does not apply to any 

instance of whistleblowing, please see our whistleblowing policy for guidance on those issues. 

 

Commitment 

 

Sorted Training are committed to: 

• Promoting a culture of honesty, responsibility and ethical behaviour in all aspects of our 

business and activity 

• Tackling any occurrence of actions that do not meet expected standards should they arise 

• Creating an open culture where an individual with a genuine reason to complain can raise 

the matter with full confidence it will be reviewed and acted upon appropriately 

Sorted Training are committed to a two stage internal complaints process before escalating to 

external bodies for resolution. There will be an informal and a formal complaints process which will 

be followed as attempts are made to resolve any issues. 

In all cases, the individual to whom the complaint is made has the responsibility to offer advice and 

guidance on this complaints policy and the process of raising a complaint. Therefore, all staff are to 

familiarise themselves with the complaints procedure and be aware of their responsibilities in the 

event they have to respond to a situation where a complaint is being made. 

 

Informal Stage 

 

It is recognised that many concerns will be raised informally that can and should be dealt with 

immediately. Normally these concerns should be raised promptly and directly with the relevant 

member of Sorted Training staff. Similarly concerns should be raised promptly and directly with the 

individual against whom there is a concern.  
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The aim is to resolve informal concerns quickly and enable effective mediation between the 

complainant and the individual. This is entirely appropriate where it can be achieved without 

further escalation or involvement of others.  

However, if concerns are not satisfactorily resolved in this way Complainants may follow Sorted 

Training’s formal complaints process as specified below. 

 

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. 

• All complaints are to be recorded once they have been made. All staff are provided training on 

how to record a complaint and ensure the complainant is provided a copy of this policy. Once a 

complaint has been recorded and added to the complaint log it should be resolved at the lowest 

level if possible. If that is not possible then a record of the attempted resolution must be added 

to the complaint log and passed to a line manager for further review.  

 

• Line managers are authorised to deal with minor complaints using their discretion to resolve 

them, these resolutions should also be logged and recorded in the complaint log which is held 

by the Quality & Compliance Manager. All complaints that are unresolved must then be passed 

to the Quality & Compliance Manager who investigate further and look to provide a resolution. 

This step should also be documented in the complaint log. 

 

• At this stage further investigation of the complaint and the attempted resolution is completed by 

the Quality & Compliance Manager. Acknowledgement of this level of investigation will be made 

to the complainant within 48hrs of the complaint being raised to this level. The Quality & 

Compliance Manager will then investigate the complaint, reach an outcome and provide a formal 

written response to the complainant. A Complaint record form must be filled in and a complaints 

number attached to the form for the Quality & Compliance Manager. 

If the complainant is still not satisfied, the Quality & Compliance Manager will investigate the 

complaint with the Managing Director. 

• The Managing Director will investigate the complaint and will respond to the complainant within 

5 working days of the Quality & Compliance Manager sending their formal response to the 

complainant.  

• The Managing Director will invite the complainant in to discuss the complaint within a further 5 

days of the complaint being made. All complaints raised to the Managing Director will be 

recorded and will be witnessed by an appropriate, independent third party. 

If a complainant remains unsatisfied with the outcome of their complaint after following the above 

procedure, they can raise a complaint to the appropriate awarding organisation of which their 

qualification is registered.  Sorted Training will, at this point, provide all relevant contact information 

to the complainant to raise the issue and seek an external resolution. 
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External Resolution 

 

Should the internal complaints procedure put in place by Sorted Training fail to resolve the 

complaint to the satisfaction of the complainant then external bodies may be approached to 

provide further guidance. Depending on the nature of the complaint these may include; external 

funding partners, awarding bodies, OFSTED, Education & Skills Funding Agency, end point 

assessment organisations or any other appropriate body. 

 

Responsibility of Sorted Training 

 

Sorted Training welcome issues being brought to its attention to enable it to improve its services. 

We will respond to any dissatisfaction with its services fairly and promptly; 

• You will receive an initial response upon receipt of your formal complaint within 48 hours 

• Your complaint will then be followed up and responded to with initial findings within 10 

working day 

• A further, more detailed response should be made if appropriate 

• You may be offered a meeting with the parties involved if appropriate 

• You may appeal, with further evidence, if you are dissatisfied with the outcome within 20 

working days. 

• Information on how to take the complaint further will be provided if you are not satisfied with 

the response from Sorted Training. 

Sorted Training will review on a regular basis that: 

• A complaint record has been created and progress of the complaint investigation is fully 

documented. 

• The complaint log has been updated. 

• Responses have been provided in the defined timescales. 

• Any subsequent service improvement or corrective actions have been considered and 

implemented where necessary. 

The senior management team reviews complaints as part of monthly management meetings. 

 

Responsibility of the complainant 

 

The complainant will be expected to; 

• Bring their complaint to the attention of Sorted Training within 6 weeks of the date when the 

complaint occurred. 

• Explain the problem as clearly and as fully as possible, including any action taken to date. 
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• Allow Sorted Training to deal with the matter in line with their policy. 

• Recognise that some circumstances may be beyond the control of Sorted Training. 

 

All complaints will be handled: 

Confidentially 

Fairly 

Promptly 

 

Sorted Training staff will endeavour to: 

Be courteous to the complainant 

Respond positively 

Offer constructive solutions 

 

Formal written complaints will be: 

Recorded 

Acknowledged within 48 hours 

Notified to the Managing Director 

 

The complaints procedure will be: 

Publicly displayed on Sorted Training’s website 

Reviewed and evaluated annually 

 

Confidentiality 

 

Except in exceptional circumstances, every attempt will be made to ensure that both the 

complainant and Sorted Training observe the confidential nature of issues.  

However, the circumstances giving rise to the complaint may be such that it might not be possible 

to maintain confidentiality and each complaint will be judged on its own merit. Should this be the 

case, the situation will be explained to the complainant and/or their representative.  

In the case of young people raising a complaint who are aged below 18, Sorted Training are 

obliged to inform their parent/guardian. 

 

 


