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COMPLAINTS POLICY

At Fast Forward Vocational Training Ltd, we are committed to providing high-quality vocational
training and maintaining a safe and respectful learning environment for our students. We recognize
that complaints and allegations may arise from time to time regarding our instructors or staff
members. We value feedback from students, parents, and schools as it helps us improve our
services and address any concerns promptly.

Purpose

The purpose of this Complaints Policy is to outline the procedure for students, parents, or schools
to make a complaint or allegation regarding a TeamSport instructor or staff member at Fast
Forward Vocational Training Ltd and the process that will be followed to address and resolve
such complaints.

Complaint Procedure - Making a Complaint.

Students, parents, or schools wishing to make a complaint or allegation against an instructor or staff
member at Fast Forward Vocational Training Ltd should take the following steps:

« The complaint should be submitted in writing, either by email, postal mail, or through our official
complaint form, available in our parent/student handbook given to students on induction.

. The complaint should include a clear and detailed description of the issue, the name of the
instructor or staff member involved, and any supporting evidence or documentation.

Initial Review

Upon receiving the complaint, the Regional Senior Instructor will be responsible for handling the
matter. The Regional Senior Instructor will:

« Acknowledge receipt of the complaint within five business days.

« Conduct an initial review to determine the seriousness and validity of the complaint.

. Determine whether the allegation made requires immediate suspension of the instructor
from service.
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Formal Interview & Investigation

Meeting with the Instructor If the complaint is deemed to warrant further investigation, the Regional
Senior Instructor will schedule a meeting with the instructor against whom the complaint has been
made.

This meeting will be conducted in the presence of the Designated Safeguarding Lead (DSL),
Samuel Izatt, or his deputy, Chelsie Fraser who will ensure that the process remains impartial
and thorough.

« The instructor under investigation may have a representative present during the meeting if they
wish.

« The purpose of the meeting is to allow the instructor to respond to the complaint and provide
their perspective and for any evidence for or against the complaint to be produced and
documented.

Investigation and Documentation

Following the meeting with the instructor, the Regional Senior Instructor, in consultation with the
DSL or his deputy, will conduct a thorough investigation into the matter. This may include
interviews with relevant parties, reviewing any available evidence, and collecting additional
information as needed.

« Findings from the investigation will be documented in detail, and a report will be prepared.

Sanctions and Retraining

Once the investigation is completed, the Head of Centre, Callum Thompson, will review the findings
and determine appropriate sanctions, retraining or both if necessary, for the instructor or staff
member involved.

« Sanctions may include verbal or written warnings, suspension, retraining, or termination of
employment, depending on the severity of the situation.

« Retraining may be recommended to ensure that instructors and staff members are better
equipped to meet our standards and provide a safe learning environment.
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Notification of Outcome

The complainant, instructor, and any relevant parties will be informed of the outcome of the
investigation and any actions taken within 20 business days from the receipt of the complaint,
unless exceptional circumstances require more time.

The information shared will respect confidentiality and data protection regulations.

« Escalation If the complainant is not satisfied with the outcome or the way in which the complaint
was handled, they may escalate the matter to the appropriate regulatory body or authority.

« Continuous Improvement Fast Forward Vocational Training Ltd is committed to continuous
improvement and will use the information gathered from complaints to enhance our services,
training programs, and policies.

This Complaints Policy is subject to periodic review and updates. It will be communicated to all
students, parents, and schools, and will be made available in our parent student handbook.

For any enquiries or to file a complaint, please contact us through our official
communication channels, which can be found on our website or in our student parent
handbook.
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COMPLAINTS FORM

YOUR NAME:

PUPIL'S NAME (IF RELEVANT):

YOUR RELATIONSHIP TO THE PUPIL (IF RELEVANT):

ADDRESS:

POSTCODE:

DAY TIME TELEPHONE NUMBER:
EVENING TELEPHONE NUMBER:EMAIL ADDRESS:

PLEASE GIVE DETAILS OF YOUR COMPLAINT, INCLUDING WHETHER YOU HAVE SPOKEN TO ANYBODY AT FFVT ABOUT IT.
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WHAT ACTIONS DO YOU FEEL MAY RESOLVE THE PROBLEM AT THIS STAGE?

ARE YOU ATTACHING ANY PAPERWORK? IF SO, PLEASE GIVE DETAILS.

SIGNATURE: DATE:

OFFICIAL USE

DATE ACKNOWLEDGEMENT SENT:

BY WHO:

COMPLAINT REFERRED TO:

ACTION TAKEN:

FURTHER ACTION REQUIRED:

DATE:
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