
 
1. Introduction:  

Purple Beard Ltd is committed to providing a quality service for all learners, employers and 
stakeholders. Any person, including members of the general public, may make a complaint about 
any provision of services or facilities that we provide.  

One of the ways in which we can continue to improve our service is by listening and responding to 
the views of learners, employers and stakeholders.  

Purple Beard Ltd will ensure that a set of procedures exists to deal speedily with such complaints in a 
fair and equitable manner. 

2. The intention behind the Complaints Policy and Procedures is to: 

Improve the service it provides to learners, employers, staff members and the broader local 
community. 

Clarify for staff, employers and learners the procedures for handling complaints 

Ensure and encourage that the procedures are sensitive to issues of confidentiality. 

Encourage clients to seek means of resolving problems without further or more formal procedures. 

Provide where appropriate means of recording both the nature of complaints and the effectiveness 
of their resolutions 

Encourage a regular process of monitoring and reviewing records within the quality assurance 
framework. 

3. Therefore it is important to ensure that: 

Making a complaint is as easy as possible; 

A complaint is treated as a clear expression of dissatisfaction with our service which calls for a 
response; 

Any complaint is treated seriously - whether it is made in person, by telephone, by letter, by fax, or 
by email; 

Complaints are dealt with promptly, politely and, where appropriate, informally (for example, by 
telephone); 

Responses are conducted in the right way: for example, with an explanation, an apology where 
necessary, or with information on any action to be taken; 

Purple Beard Ltd will thoroughly investigate any complaint, whether informal or formal, relating to 
the day-to-day operation of Hawk and the standards of service we provide.  

Areas excluded from this policy are: 

Assessment decisions or examination results where other forms of redress are more appropriate;  

Employment issues which are covered by Staff Grievance Procedures. 

Whistleblowing  

Our online courseware  
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4. The difference between a concern and a complaint 

A ‘concern’ may be defined as ‘an expression of worry or doubt over an issue considered to be 
important for which reassurances are sought’. A complaint may be generally defined as ‘an 
expression of dissatisfaction however made, about actions taken or a lack of action’. 

It is in everyone’s interest that complaints are resolved at the earliest possible stage. Many issues 
can be resolved informally, without the need to invoke formal procedures. Purple Beard Ltd will take 
informal concerns seriously and make every effort to resolve the matter as quickly as possible. 

There are occasions when complainants would like to raise their concerns formally. In those cases, 
please follow the formal Complaints Procedure outlined within the procedure.  

5. Procedure  

Complaints need to be considered and resolved as quickly, and efficiently as possible:  

All complaints will be taken seriously and dealt with promptly. 

Stage 1 – Informal  

● If you have an issue with any persons or procedures r, please discuss the same with the 
appropriate person verbally outlining the nature of your concern and trying to resolve it 
informally. At this stage the complaint may be resolved by discussion or clarification or other 
suitable means applicable to the complaint rose. At this stage the complaint needs to be 
resolved very quickly or within a max of 2 working days.  

● Purple Beard Ltd  however encourages that all complaints are made in writing for record 
purposes via The Complaints Form. 

Stage 2 – Formal 

● If your complaint cannot be resolved at stage 1, please notify a senior member of staff ( 
Skills- Coach, Tutor, Quality Manager) within 5 days and a meeting will be arranged. 
Following the meeting we will write to you with the outcome and the proposed action to be 
taken. 

● At this stage we would require the complaint with any supporting evidence to be in writing. 
● We will hope to produce a response within 5 working days of the meeting, however this 

could take up to a maximum of 10 days in the event meeting outcomes need to be 
considered. After which we will inform you of the outcome and what if any action is 
proposed.  

 

Stage 3 – Final Stage  

● If you are not happy about the response at stage 2 to your complaint, you may appeal the 
decision to the final committee which will also consist of an independent person. This can be 
Keith Millar: keithmillar@tiscali.co.uk  

● You may be accompanied by someone at this stage and evidence from stage 2 will be 
reconsidered. 

● At this stage the complaint will need to be submitted in writing, if not previously submitted 
in writing.  
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● You will be notified of the outcome in writing within 15 working days. The decision at this 

stage will be final. At the end of the complaint process all records of complaints will keep in 
writing a safe place to ensure confidentiality and a clear audit trail.  

 

6.  Recording Complaints  

Purple beard Ltd will comply with our obligations under the Equality Act 2010. It is common practice 
to ask for complaints to be made by using a complaint form or in writing, however the complainant 
may have communication preferences due to disability or learning difficulties and providers must 
allow alternative methods of contact: 

A complaint may be made in person, by telephone, or in writing; 

In order to prevent any later challenge or disagreement over what was said, brief notes of meetings 
and telephone calls should be kept and a copy of any written response added to the record. 

Where there are communication difficulties, recording devices may be used to ensure the 
complainant is able to access and review the discussions at a later point; 

Purple Beard Ltd  will record the progress of the complaint and the final outcome. The  Quality 
Manager has overall responsibility for keeping these records securely and holding them centrally. 

All staff involved should be aware that complainants have a right to copies. 
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