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National Hedgelaying Society
Training and Assessment Complaints, Compliments and Feedback Policy

1. Purpose and Scope

This policy sets out the Society’s approach to handling complaints, compliments, and
feedback relating to training, assessment, membership activities, events, qualifications,
and services delivered by or on behalf of the Society.

The Society is committed to providing a fair, transparent, accessible, and responsive process
for receiving and managing complaints and feedback.

A complaint is defined as an expression of dissatisfaction regarding a service, activity,
decision, or conduct connected with the Society, whether justified or not.

A compliment is defined as positive feedback recognising good service, support, or delivery.

This policy applies to all learners, members, customers, employees, volunteers, contractors,
instructors, assessors, quality assurers, committee members, and individuals acting on
behalf of the Society.

Relevant legislation and guidance includes:

+ Relevant awarding organisation and regulatory requirements
« Lantra requirements where applicable
+ Guidance issued by relevant regulators including:

» Ofqual

» Qualifications Wales

»  SQA Accreditation

Related Documents

« Appeals Policy

+ Malpractice and Maladministration Policy
« Equality and Diversity Policy

« Safeguarding Policy

+ Code of Conduct

2. Commitment

The Society is committed to handling complaints fairly, consistently, sensitively, and within
reasonable timescales.

The Society recognises complaints and feedback as opportunities to:

« Improve services and processes
+ Resolve issues appropriately
« Maintain confidence in Society activities

+ Support continual improvement
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The Society will:

Provide clear and accessible complaint arrangements
+ Investigate complaints fairly and proportionately

« Maintain confidentiality where appropriate

« Keep appropriate records of complaints and outcomes
+ Take corrective action where necessary

« Consider the impact of complaints on other learners or stakeholders where
relevant

3. Objectives

The objectives of this policy are to:

« Provide a clear and fair complaints procedure

+ Ensure complaints are handled consistently and appropriately

+ Promote continual improvement through feedback and review

+ Protect learners and stakeholders from unfair treatment

« Ensure complaints are investigated and resolved wherever possible

+ Identify recurring issues, trends, or risks requiring corrective action

4. Responsibilities

All employees, volunteers, contractors, instructors, assessors, quality assurers, and individuals
acting on behalf of the Society are responsible for:

+ Treating complaints and concerns professionally and respectfully
+ Cooperating with complaint investigations where required
+ Maintaining confidentiality where appropriate

« Supporting fair and transparent processes

The chairman, committee, or designated responsible person will:

« Oversee implementation of this policy
+ Ensure complaints are recorded and investigated appropriately
+ Monitor trends and recurring issues

+ Ensure corrective or preventative actions are implemented where
necessary

« Maintain records of complaints, compliments, and feedback
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5. Procedures, Controls and Requirements

5.1 Making a Complaint

Complaints may be submitted verbally, by telephone, email, or in writing.

Complaints should normally be submitted as soon as possible and within 6 months of the event
or issue concerned.

Where possible, complaints should include:

« Name and contact details of the complainant

« Details of the event, activity, assessment, or service concerned
« Date(s) relevant to the complaint

+ Full details of the concern or dissatisfaction

+ Any supporting evidence or information available

5.2 Complaints Process
Where a complaint cannot be resolved informally, the formal complaints process will apply.

The Society will normally:

+ Acknowledge complaints within 5 working days
+ Record complaints appropriately
+ Investigate complaints fairly and proportionately

+ Provide a written response within 28 working days where possible

Where additional time is required, the complainant will be informed and provided with an
updated timescale.

Complaint outcomes may include:

+ Upholding the complaint

+ Rejecting the complaint

« Corrective or preventative actions
+ Review of procedures or practices

+ Further investigation where appropriate

Where appropriate, complaints may be reviewed by an alternative person not directly involved
in the original matter.




National Hedgelaying Society
Training and Assessment Complaints, Compliments and Feedback Policy

5.3 Complaints Relating to Learners or Assessment

Where a complaint relates to training, assessment, verification, certification, or learner outcomes,
the Society will consider whether other learners may also be affected.

Where necessary, the Society may:

« Review assessment decisions or records
+ Implement additional quality assurance measures
o Correctinaccurate records or certificates

« Take action to prevent recurrence

The Society will cooperate with awarding organisations or regulators where required.

5.4 External Escalation

Where appropriate, complainants may refer concerns to the relevant awarding organisation or
regulator following completion of the Society’s complaints process.

This may include:

« Lantra

« Ofqual

« Qualifications Wales
« SQA Accreditation

The Society will cooperate fully with any external investigations where required.

5.5 Compliments and Feedback

The Society welcomes compliments and feedback relating to its activities, training, assessments,
events, and services.

Compliments and feedback may be used to:

+ Recognise good practice
« Support continual improvement

« Share positive outcomes where appropriate

Acknowledgements will normally be issued within 10 working days where a response is
appropriate.

Feedback may be shared internally or externally, with permission, where appropriate.
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5.6 Monitoring and Record Keeping

The Society will maintain records of complaints, compliments, feedback, investigations, out-
comes, and actions taken.

Complaints and feedback may be monitored through quality assurance systems or risk registers
to identify trends, recurring issues, or opportunities forimprovement.

6. Reporting and Monitoring

The Society will monitor the effectiveness of this policy through:

Review of complaints and outcomes
Monitoring of learner and stakeholder feedback
Quality assurance and moderation activities
Review of recurring issues or trends

Monitoring corrective and preventative actions

Appropriate action will be taken where concerns or recurring issues are identified.
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7. Policy Review Structure

Last Reviewed Date May 2026
Next Review Due May 2027
Ownership NHLS Trustees

Updates in this Version Policy restructured and simplified for consistency across
Society policies.

Clarified complaints procedures, learner protection ar-
rangements, compliments and feedback handling, exter-
nal escalation routes, and monitoring requirements.
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