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Complaints‌ ‌Policy‌ ‌ 
‌ 

Addysg‌ ‌Seren‌ ‌Education‌ ‌is‌ ‌committed‌ ‌to‌ ‌providing‌ ‌a‌‌high-level‌‌service‌‌to‌‌our‌‌customers.‌‌If‌‌you‌‌do‌‌                               
not‌ ‌receive‌ ‌satisfaction‌ ‌from‌ ‌us‌ ‌we‌ ‌need‌ ‌you‌ ‌to‌ ‌tell‌ ‌us‌ ‌about‌ ‌it.‌ ‌This‌ ‌will‌ ‌help‌ ‌us‌ ‌to‌ ‌improve‌‌our‌‌                                       
standards.‌ ‌ 

‌ 
‌ 

Complaints‌ ‌Procedure‌ ‌ 
‌ 

If‌ ‌you‌ ‌have‌ ‌a‌ ‌complaint,‌ ‌please‌ ‌contact‌ ‌Rhiannon‌ ‌Jones,‌ ‌Director‌ ‌by‌ ‌phone‌ ‌01554‌ ‌705065‌ ‌in‌ ‌the‌ ‌first‌‌ 
instance‌ ‌so‌ ‌that‌ ‌we‌ ‌can‌ ‌try‌ ‌to‌ ‌resolve‌ ‌your‌ ‌complaint‌ ‌informally.‌ ‌ 

‌ 
At‌‌this‌‌stage,‌‌if‌‌you‌‌are‌‌not‌‌satisfied‌‌please‌‌contact‌‌Steve‌‌Jones,‌‌Director.‌‌You‌‌can‌‌write‌‌to‌‌him‌‌at:‌‌9‌‌                                       
Alstred‌ ‌Street,‌ ‌Kidwelly,‌ ‌Carmarthenshire,‌ ‌SA17‌ ‌4TN.‌ ‌ 

‌ 
Next‌ ‌steps‌ ‌ 

‌ 
1. We‌‌will‌‌send‌‌you‌‌a‌‌letter‌‌acknowledging‌‌your‌‌complaint‌‌and‌‌asking‌‌you‌‌to‌‌confirm‌‌or‌‌explain‌‌                               

the‌ ‌details‌ ‌set‌ ‌out.‌ ‌We‌ ‌will‌ ‌also‌ ‌let‌ ‌you‌‌know‌‌the‌‌name‌‌of‌‌the‌‌person‌‌who‌‌will‌‌be‌‌dealing‌‌                                     
with‌ ‌your‌ ‌complaint.‌ ‌You‌ ‌can‌ ‌expect‌ ‌to‌ ‌receive‌ ‌our‌ ‌letter‌ ‌within‌‌[‌2-5‌]‌‌days‌‌of‌‌us‌‌receiving‌‌                               
your‌ ‌complaint.‌ ‌ 

‌ 
2. We‌ ‌will‌ ‌record‌ ‌your‌ ‌complaint‌ ‌in‌ ‌our‌ ‌central‌ ‌register‌ ‌within‌ ‌a‌ ‌day‌ ‌of‌ ‌having‌ ‌received‌ ‌it.‌ ‌ 

‌ 
3. We‌‌will‌‌acknowledge‌‌your‌‌reply‌‌to‌‌our‌‌acknowledgment‌‌letter‌‌and‌‌confirm‌‌what‌‌will‌‌happen‌‌                           

next.‌ ‌You‌ ‌can‌ ‌expect‌ ‌to‌ ‌receive‌ ‌our‌ ‌acknowledgement‌ ‌letter‌ ‌within‌ ‌[‌2-5‌]‌ ‌days‌ ‌of‌ ‌your‌ ‌reply.‌ ‌ 
‌ 

4. We‌ ‌will‌ ‌then‌ ‌start‌ ‌to‌ ‌investigate‌ ‌your‌ ‌complaint.‌ ‌This‌ ‌will‌ ‌normally‌ ‌involve‌ ‌the‌ ‌following‌‌                           
steps;‌ ‌ 

‌ 
● We‌ ‌may‌ ‌ask‌ ‌the‌ ‌member‌ ‌of‌ ‌staff‌ ‌who‌ ‌dealt‌ ‌with‌ ‌you‌ ‌to‌ ‌reply‌ ‌to‌ ‌your‌ ‌complaint‌‌                               

within‌ ‌5‌ ‌days‌ ‌of‌ ‌our‌ ‌request;‌ ‌ 
● We‌ ‌will‌ ‌then‌ ‌examine‌ ‌the‌ ‌member‌ ‌of‌ ‌staff’s‌ ‌reply‌ ‌and‌ ‌the‌ ‌information‌ ‌you‌ ‌have‌‌                           

provided‌‌for‌‌us.‌‌If‌‌necessary,‌‌we‌‌may‌‌ask‌‌you‌‌to‌‌speak‌‌to‌‌them.‌‌This‌‌will‌‌take‌‌up‌‌to‌‌4‌‌                                     
days‌ ‌from‌ ‌receiving‌ ‌their‌ ‌reply.‌ 
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‌ 
5. Steve‌‌Jones‌‌will‌‌then‌‌invite‌‌you‌‌to‌‌meet‌‌him‌‌to‌‌discuss‌‌and‌‌hopefully‌‌resolve‌‌your‌‌complaint.‌‌                               

He‌ ‌will‌ ‌do‌ ‌this‌ ‌within‌ ‌[‌5‌]‌ ‌days‌ ‌of‌ ‌the‌ ‌end‌ ‌of‌ ‌our‌ ‌investigation.‌ ‌ 
‌ 

6. Within‌ ‌2‌ ‌days‌ ‌of‌ ‌the‌ ‌meeting‌ ‌Steve‌ ‌will‌ ‌write‌ ‌to‌ ‌you‌ ‌to‌ ‌confirm‌ ‌what‌ ‌took‌ ‌place‌‌and‌‌any‌‌                                   
solutions‌ ‌he‌ ‌has‌ ‌agreed‌ ‌with‌ ‌you.‌ ‌ 

‌ 
● If‌‌you‌‌do‌‌not‌‌want‌‌a‌‌meeting‌‌or‌‌it‌‌is‌‌not‌‌possible,‌‌Steve‌‌will‌‌send‌‌you‌‌a‌‌detailed‌‌reply‌‌                                     

to‌ ‌your‌ ‌complaint.‌‌This‌‌will‌‌include‌‌his‌‌suggestions‌‌for‌‌resolving‌‌the‌‌matter.‌‌He‌‌will‌‌                           
do‌ ‌this‌ ‌within‌ ‌5‌ ‌days‌ ‌of‌ ‌completing‌ ‌his‌ ‌investigation.‌ ‌ 

‌ 
7. We‌‌will‌‌let‌‌you‌‌know‌‌of‌‌the‌‌outcome‌‌of‌‌this‌‌review‌‌within‌‌5‌‌days‌‌of‌‌the‌‌end‌‌of‌‌the‌‌review.‌‌                                       

We‌ ‌will‌ ‌write‌ ‌to‌ ‌you‌ ‌confirming‌ ‌our‌ ‌final‌ ‌position‌ ‌on‌ ‌your‌ ‌complaint‌ ‌and‌ ‌explaining‌ ‌our‌‌                             
reasons.‌ ‌‌If‌ ‌you‌ ‌are‌ ‌still‌ ‌not‌ ‌satisfied,‌ ‌you‌ ‌can‌ ‌contact‌‌the‌‌Employment‌‌Agencies‌‌Standards‌‌                           
Inspectorate‌ ‌at‌ ‌the‌ ‌Department‌ ‌for‌ ‌Business‌ ‌Innovation‌ ‌and‌‌Skills‌‌or‌‌the‌‌REC,‌‌the‌‌industry‌‌                           
trade‌‌association,‌‌of‌‌which‌‌we‌‌are‌‌a‌‌member‌‌by‌‌writing‌‌to‌‌the‌‌Consultancy‌‌and‌‌Compliance‌‌                             
Team,‌ ‌REC,‌ ‌Dorset‌ ‌House,‌ ‌1‌st‌‌ ‌Floor,‌ ‌27‌ ‌-‌ ‌45‌ ‌Stamford‌ ‌Street,‌ ‌London,‌ ‌SE1‌ ‌9NT.‌ ‌ 

‌ 
If‌ ‌we‌ ‌have‌ ‌to‌ ‌change‌ ‌any‌ ‌of‌ ‌the‌ ‌time‌ ‌scales‌ ‌above,‌ ‌we‌ ‌will‌ ‌let‌ ‌you‌ ‌know‌ ‌and‌ ‌explain‌ ‌why.‌ ‌ 

‌ 
NOTE:‌ ‌‌In‌‌any‌‌event,‌‌we‌‌will‌‌comply‌‌with‌‌any‌‌statutory‌‌procedures‌‌that‌‌may‌‌relate‌‌to‌‌your‌‌                                 
complaint.‌ ‌ 
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Signature‌ ‌……………………………‌ ‌ 
‌ 
‌ 
‌ 

Name‌ ‌…………………………………‌ ‌(Director)‌ Date‌ ‌……………………………...‌ ‌ 
‌ 
‌ 
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