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COMPLAINTS POLICY
INTRODUCTION

Thisdocumentsetsout ourComplaints Policy and Procedure and is aimed at our Centres at
HealingMassage, The Briars, Ashbourne, Co Meath A84 D923 Learnersandallinterested parties who
encounter a direct or indirect service from ITEC.

HealingMassage is confidentof providing ahigh quality service and would be extremely disappointedifthisis
notthe case.

SCOPE

This policy covers complaints Learners, members of the public or Centres may wishto make inrelationtothe
qualifications and associated services offered by ITEC.

Itisnottobe usedtocoverenquiries aboutservices offered by ITEC orappealsinrelationto decisions made by ITEC.
Shouldacomplaintbe submitted whichisinfactan enquiry oranappealwewillrespondtoinformtherelevant
party that the issue is being considered in accordance with our Appeals Policy.

Ifyouare unhappy aboutthe way an examination or assessmentwas delivered and conducted and you suspect
malpractice may have occurred, you should send your concernto us in accordance with the arrangements in our
Malpractice and Maladministration Policy.

CENTRE’S RESPONSIBILITY

HealingMassage ensure that allstaffinvolvedinthe management, assessmentand quality assurance of our
gualifications, and ourLearners, are aware ofthe contents ofthe policy and that our Centre has a Complaints
Handling Procedure and Appeals Process in place to deal with complaints from Learners about the services they
receive from Centre.




HOW SHOULD | COMPLAIN?

All of our staff have been trained to help our customers and they all like to help, so we will first try to sort out any
problem at the earliest opportunity by speaking to the person who dealt with you.

Ifthey cannot help or you wish to speak to someone else, you can ask to speak to the Manager in charge, Eva
Kaufmann

Ifthisisnotpossible, orifyouare notsatisfiedwiththe help provided bythe Manager, please send awritten
complaint, normally within 20 working days of the event you are complaining about, and address itto us atthe
contact details outlined at the end of the policy.

Learners and/or members of the public who wish to complain about a level of service provided by
HealingMassage which they have taken an ITEC qualification should try to solve the complaints in the centre at
the first place before bringingthe complaintto ITEC. However, Learners can makethe complaintdirectlyto
ITECinexceptional circumstances wheretheyfeelthere was asignificantbreach bythe Centre of our
various procedures.

IF 1 COMPLAIN WHAT DETAILS DO | HAVE TO GIVE?

When you contact us, please give us your fullname, contact details including a daytime telephone number along
with:

« Areport that should contain the following if possible and relevant:
+ Copies of correspondence between the Learner and the Centre regarding the complaint
+ Astatement of the circumstances and facts surrounding the complaint
» Written statements from all Learners concerned
» Details of the Centre’s procedure for informing Learners’ of ITEC’s policies
* Anywork of Learners and other assessment material relevant to the investigation
* Any other supporting documents relevant to the complaint

« ITECwill,ifitfeelsnecessary, contactthe Centre directly fortheir comments onthe complaintensuring
confidentialityregardingthe Learnersconcerned. The Centrehas 10workingdaystorespond

+ Eachcomplaintwillbe considered onanindividual basis bythe ITEC Quality Assurance Teambased onall ofthe
information provided by the Centre

« ITECwill contact the Centre/Learner in writing within 20 working days of receipt of the complaint outlining any
further action ITEC may take

+ ITECwillwritetothe Centre outlining any actions or sanctions inaccordance with the ITEC Policies

Q—




COMPLAINTS BROUGHT TO OUR ATTENTION BY THE REGULATORS

Wherethe Regulators notify usaboutfailuresthathave beendiscoveredinthe assessmentprocessorotheractivities
ofanotherawarding organisation, these willbereviewedinthe same manneras otherexternalcomplaintsin
accordance withthe procedures belowto ascertainifthe sameissue could affect ITEC qualifications.

CONFIDENTIALITY AND WHISTLE BLOWING

Sometimes acomplainantwillwishto remainanonymous. However, itis always preferable toreveal youridentity and
contactdetailstous,andifyouare concerned about possible adverse consequences, please inform ITEC thatyou do
notwishforustodivulge youridentity. Ifithelpstoreassure youonthis point, ITEC can confirmthatwe are not
obliged (as recommended by the Regulators) to disclose information, if to do so would be a breach of confidentiality
and/or any other legal duty.

While we are prepared to investigate issues which are reported to us anonymously, we shall always try to confirm an
allegationbymeans ofaseparate investigation beforetakingupthe matterwiththose the complaint/allegation
relates. Atall times we will investigate such complaints from whistle blowers in accordance with relevant whistle
blowing legislation.

WHAT WILL HAPPEN TO MY COMPLAINT?

We willacknowledge receipt of your complaint within 2 working days, letting you know who is investigating your
complaint.

We aim to investigate the complaint within 10 working days. If your complaintis more complex, orinvolves people
who are not available at the time, we may extend this by 10 working days. We may contact you within this period to
seekfurtherinformationor clarification (insomeinstances we mayrecommendameeting.) Attheend ofthe
investigation we shall write/email to inform you of our decision.

WHAT HAPPENS IF MY COMPLAINT IS UPHELD?

If any part of your complaint is upheld we will respond to the Complainant accordingly and give due consideration to
howwe canimprove our service and arrangements. For example, by reviewing our procedures to assess the impact
onourarrangements and assessmentprocess (ifrelevant) orarranging for stafftraining. In extreme circumstances,
internaldisciplinary procedures may be exercisedwherethe performance orbehaviour of our staffisdeemed
inappropriate.

In situations where a complaint has been successful and indicates a failure in our assessment processes, we will as
appropriate, take actions such as:

+ Identify any other Learner who has been affected by that failure
« Correct, or where it cannot be corrected, mitigate as far as possible the effect of the failure

* Ensure that the failure does not recur in the future

Q—




WHAT IF | AM NOT HAPPY WITH THE REPLY?

If you disagree with the decision the first point of call is ITEC Customer Service.
Ifyou are stillunhappy with the decision taken by ITEC in reviewing the complaint you can, where relevant, take the
matter through our Appeal arrangements which are outlined in our Appeals Policy.

Ifafteryou have exhausted our Appeals arrangements and you are stillunsatisfied with the outcomes, you can
complain/appeal directly to the relevant Regulatory Authority for the qualification.

CONTACT US

Ifyouhave any queries aboutthe contents ofthe policy, please contactITEC Customer Service on +44(0) 208 994
4141 or emailthem at customerservices@itecworld.co.uk
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COMPLAINTS FORM

Centre & Learner Details:

Centre Name:

Contact Details:

Centre Number:

Daytime Telephone Number:

Learner Name:

Date Complaint Submitted to
Centre:

ITEC Student Number (if
applicable)

Please submit evidence of the following:

1. Theresults of the outcome of the complaintto your Centre (itwould notbe
appropriate forITECto enterinto correspondence untilyou have fully exhausted
the Centre complaints policy) - mandatory

2.Evidence to support your complaint - mandatory

3.A statement outlining why you are unhappy with the outcome of the
Complaintto your Centre and all relevant evidence to support the escalation of
your Complaint to ITEC —mandatory
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For example:

. Relevant assessmentoutcomes

. Statements from Lecturer's where appropriate
. Statements from colleagues where appropriate
. Statements from clients where appropriate

Please attach this form to the front of your documents when submitting by mail
or complete electronically an attach it to the email with all supporting evidence

NBITECis unableto processthe complaint without the evidence listed
above

Please complete below

Complaint Submitted By Name:

Complaint Submitted By Signature:

Date:




