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Customer Feedback and Complaints Procedure
Skills Bootcamps

Fareport Training Organisation Limited (“Fareport”) welcomes feedback from learners,
employers and partners as part of its commitment to continuous improvement. The
organisation actively seeks feedback through a range of methods including:

Surveys (learners and employers — internal and external)
Evaluations (end of session and end of programme)
Interviews (learners and employers)

Peer review and development when appropriate

SAR validation

The organisation processes feedback through the internal Change Management
Request (CMR), which ensures that positive comments, concerns, and complaints are
dealt with by a nominated Manager to ensure that successes are celebrated, and
concerns are addressed promptly and to the customer’s satisfaction.

In the first instance feedback and complaints are welcomed in a format most
convenient for the individual, using our Contact Us option through the organisation’s
website (www.fareport.co.uk), speaking to staff (on visits or through our offices) — we
also have a dedicated email for this purpose: haveyoursay@fareport.co.uk.

What is a complaint?
A complaint is where a learner, or employer is unhappy with any aspect of the
service that we provide. Examples include:

e Learner feels that we have unfairly treated them.

e Learner feels that we have not given them the support during their programme
that they would have expected.

e An employer who feels that we have not provided them with sufficient
information regarding the progress made by their learner.

e Learners who feel that we have assessed a piece of their work unfairly —
please see Appeals Policy & Procedure — Skills Bootcamps (Ref 4a)

There is no ‘fixed’ definition of a complaint. We will consider any issue that a learner
or employer wishes to raise, where they believe that they have not been treated fairly
by Fareport.

Stage 1 — Frontline Resolution

All comments received will be passed to the relevant Operational Board member or
Team Manager who will then ensure that appropriate action is taken (all negative, and
any significantly positive comments are processed using the CMR system — although
staff may resolve the issue to ensure that no further action is required).

Response times will conform to the Change Management Request QUIP System,
including formal complaints, received in writing within 5 working days.
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Stage 2 — Complaints/ Investigation

Should a resolution not be found to the satisfaction of the Complainant, the Team
Manager will pass the relevant comments/ CMR to Operational Board who will then
investigate the complaint in more detail. Acknowledgement will then be sent to the
complainant within 3 working days. A decision will be provided as soon as possible
but within 20 working days, unless there is a clear reason for extending this timescale.

If the resolution reached is still not to the satisfaction of the complainant, Fareport may,
at our discretion, recommend Independent Arbitration in order to obtain a fair and
impatrtial review of the circumstances and outcomes.

Complainants will be provided with the contact details for a member of the Fareport
Advisory Board. In 2017, Fareport introduced the Fareport Advisory Board. The
Board consists of 3 non-executive members, made up of senior sector specialists and
local stakeholders who provide advice and challenge to the Fareport Executive on
strategic direction and operational issues relating to the effectiveness of provision to
learners and employers.

Unsatisfactory Outcome

If you are unhappy with your Skills Bootcamp programme and have not been satisfied
with the outcome of the above process, then you can contact the Department for
Education (DFE) directly and raise your concerns with them.

How to complain to the DFE
The DFE will only accept complaints in writing, by email or letter.

If you have difficulties in providing details in writing or if you are under 18, they will
consider complaints made on your behalf by a third party. You will need to confirm that
they can communicate with that third party on your behalf. If the complaint is on behalf
of more than one person, the DFE will need written permission from everyone.

Ministerial and Public Communications Division
Department for Education

Piccadilly Gate

Store Street

Manchester

M1 2WD

Contact form https://form.education...

Telephone 0370 000 2288
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They will reply in writing, or by telephone, within 15 working days from when we receive
your complaint. If it is not possible for us to fully respond to you within this time, they
will let you know and tell you what we are doing to deal with your complaint, when you
can expect the full reply and from whom.

They will always acknowledge where things could have been done better and tell you
what we will do to avoid the same thing happening again. Equally, if they don’t agree
with your complaint, they will let you know why.

What to do if you aren’t satisfied

The full reply to your complaint will include details of who to contact next if you think
we have not dealt with it properly. This will normally be an appropriate senior
departmental official.

That is the final stage of review for any complaint within DfE but, if you are still
unhappy, you can refer your complaint to the Parliamentary and Health Service
Ombudsman through your local MP.

Page 3 of 5

Staff Info/ Policy & Procedures/ Customer Feedback & Complaints Process



ORT

FUTURE

Ref: 35a

COMPLAINTS HANDLING PROCEDURE FLOWCHART

STAGE 1 FRONTLINE RESOLUTION

|

Stage 1 Frontline Resolution - Always try to resolve
the complaint quickly and to the complainant’s
satisfaction wherever possible (Team Managers).

Customers and partners should be routinely
thanked for their time in raising any issues with us.

CMR raised by any staff or phoned to the Director
of Operations to record/action.

All CMRs are evaluated for trends and appropriately
reviewed by the Chief Executive.

|

Provide a decision on the complaint within five
working days unless there are exceptional
circumstances.

|

| Is the complainant satisfied with the decision? |

Yes

!

‘ Complaint closed and outcome recorded (CMR) ‘

}—

A complaint may be made in
person, by phone, by email or
in writing. Your first
consideration is whether the
complaint should be dealt
with at Stage 1 (Frontline
resolution) or Stage 2
(Complaint/Investigation)

=

STAGE 2 COMPLAINT/ INVESTIGATION

|

Staff Info/ Policy & Procedures/ Customer Feedback & Complaints Process

Stage 2 Complaint/Investigation (Board)

1. Investigate where the complainant is still dissatisfied
after communication of decision at Stage 1.
2. Investigate where it is clear that the complaint is

particularly complex or will require detailed
investigation.

Send acknowledgement within 3 working days.

|

Provide the decision as soon as possible but within 20
working days, unless there is a clear reason for extending
this timescale.

l

Communicate all decisions in writing. Ensure the
complainant is advised/ updated.

|

Complaint closed and outcome recorded (CMR)
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How to contact Fareport

Contact Page via Website www.fareport.co.uk

Have your Say haveyoursay@fareport.co.uk

Skills Bootcamp Team bootcamps@fareport.co.uk

General info email Info@fareport.co.uk

Direct dial 01329-825805

Skills Bootcamp Trainer Welcome Pack

Director of Operations Theresa.maple@fareport.co.uk
Signed

A 3 aMo_LL

Natalie Cabhill

Chief Executive
Reviewed Annually
Reviewed: May 25
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