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INTRODUCTION

The aim of this policy is to provide an opportunity for anyone associated with Compass 
Skills Training Limited (referred to through the rest of this document as ‘Compass’), 
including any member of staff, associate, client or learner to resolve any complain in 
respect of the services provided by Compass. 

Through the implementation of this policy, we will ensure that any complaint is dealt 
with fairly and where appropriate, will provide clear and accessible information on how 
an individual can make their complaint known and receive an appropriate response. 
All complaints will be handled with a regard for confidentiality as appropriate and in 
accordance with data protection legislation. 

Every complaint will be taken seriously and viewed positively as an opportunity to receive 
constructive feedback so that we can improve our services. 

SCOPE

This policy applies to all services of Compass, including the delivery of consultancy 
services, short courses, NVQ programs, apprenticeships and occupational health services. 

All members of staff and associates are included within the scope of this policy. 

This policy does not cover the following situations: 

• Complaints about other learners enrolled on a program – this should be directed to 
the course/program leader; 

• Reasonable adjustment requests – please refer to our Special Considerations and 
Reasonable Adjustments Policy; 

• A request for a second opinion in relation to occupational health service – this should 
be requested from the Occupational Health team; 

• Complaints from staff and associates – please see our Grievance Procedure and 
Whistleblowing Policy 
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DEFINITION OF COMPLAINT

For the purpose of this policy, a complaint is a statement that a service provided by 
Compass is unsatisfactory or unacceptable. 

PROCEDURE

Complaints from learners 

Learners may express dissatisfaction about any program of study or related facility of any 
other service provided by or on behalf of Compass, which has affected their experience. 

Where appropriate a learner may be directed to the Appeals Procedure. 
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Stage 4
Review (external)

If internal complaints procedures have been exhausted and the 
complaint remains unsolved to the satisfaction of the learner, they may 
complain to the following:

ESFA https://www.gov.uk/government/organisations/education-
and-skills-funding-agency/about/complaints-procedure 

CITB Learners https://www.citb.co.uk/about-citb/contact-citb/comments-
compliments-and-complaints/ 

IOSH Learners https://iosh.com/contact/complaints 

NEBOSH Learners https://www.nebosh.org.uk/policies-and-
procedures/complaints-procedure/ 

Highfield Learners https://support.highfieldqualifications.com/hc/en-
gb/articles/4413965042065-How-do-I-contact-Highfield 

NOCN CSkills Learners https://www.nocn.org.uk/contact/ 

Qualsafe Learners https://www.qualsafe.org/about-us/contact-us/ 

SFJ Awards Learners https://sfjawards.com/contact-us/ 

Advice and guidance on the above is available from the training coordinator and / or learning 
support advisor.
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