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1. INTRODUCTION
515 /9%
The IFA and its Centres are committed to providing the highest quality service to all
customers. However from time to time things can go wrong and may fall short of those
standards. If something does go wrong, we need you to tell us about it to enable us to
address the issue as a priority and, where appropriate, offer a suitable remedy. It will

also help us to make any improvements that are highlighted by the complaint and
ensure other learners or Centres are not affected.

IFA REROLBIRAFMBEEFRHEEERT - AN - SREUESAIKLE - O
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This policy will be reviewed on an annual basis as part of our self-evaluation.
TERERFIB EAHEN—E D - ZBCRRHFEETERE - / (EAIAT B BIPEI—5
AR EIATH

2. SCOPE
gE /JulH
This policy applies to any and all participants in IFA Qualification(s); Learners, Centres,
their staff and any additional site personnel who wish to raise a complaint in connection
with the service they have been provided at an IFA Approved Centre or by their
awarding organisation, the IFA.

ABERERR IFA ERRRENTEOUNMMAESEHE.BBE - PO - tPINIEAERNR
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Please note however, the IFA will not investigate a complaint where other policies exist
for dealing with the subject of the complaint. This includes the following:

BiFER  NMREFERBRFEFNEMEER - IFA A ZRERS - EEEUTR
B /TR, WRAAEC PR R AR, IFA B AL ERF. XA
T

e Malpractice and Maladministration Policy
BRERSWMTIEREBER / BT H T BUR LB
e Appeals Policy
EEREER / EURBUR
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all of which are available on the IFA’s website.

FRAEELEERTI UL IFA BYARDE L3R - / Prfy IXLEHRm] LAZE TFA 03k E4RF] .

3. COMPLAINTS WE CANNOT DEAL WITH
H AR EBAVIRER / FATLIRALH

Anonymous complaints

BER R / A5

Complaints regarding Centres that are not currently I[FA approved
BRAZRIAKRER IFA #UERYPORYIRER / A 5 1R IFA HEHER O
JF

Complaints by those not registered with the I[FA
ARTE IFA SRR ARYIZER / ARAE TFA WM RO N IR

Claims for course compensation, due to the financial implications to which the
IFA is third party

ES IFA BE=FSFS RV ISR EMERIGERE / th T IFA A =T
L R 55 5 e i 2 SR VR AR

Employment disputes and/or contracts

T MAN /AR / w22y F /i [

Complaints which come under Malpractice and Maladministration Policy or
Appeals Policy

W R BEES AT EEBUR S LEREERAVIRER / W K BT FHOmAT BUE PLEL
R FBUR AR

Complaints on a third party’s behalf - complaints must come from the person
directly affected

RRFE=FRLIRGF - IRV EREEERFENA /AR =T R RF -
BFLAOR B B

Complaints made later than 30 days of the issue having arisen

HIRMEEE 30 RIGRVIRER / I 30 K5 HIF

4. IFA RESPONSIBILITIES
IFA B9EE / IFA 1334F
The IFA has a responsibility to investigate complaints to protect the integrity of IFA
Qualifications and ensure all those involved in delivering our Qualification(s) and
customer service conform to our standards. The IFA takes complaints very seriously and
if a complaint is upheld, the relevant Centre will be subject to the Sanctions Policy or the
person will be subject to the Disciplinary Procedure.
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IFA BEIRERFLURE IFA BEEHTE N - TRARASERMNERRENER
IRIBFA BT SHMAVITE - IFA IFRERKEH - MRIGFSBNES - HEP O
BRI HHBERAR - BRAIRABRICRESEFLIR - / IFA A 5ERA R IR
fRY IFA RIS YL, IR IRITA 2 5 BATHI B RAERE RS KN SR & 3
MIEIbRHE, TFA RS AR, WORSVRGRILESRF, AR O 52 B BRI 2R,
B NHZ R 32 RN R 7 LR

Except for minor issues, the IFA will open a separate file for each complaint and record
this on the specific person’s/Centre’s record.

BR/AVEIRESN - TFA St BEREFERITRAXY - TRECKBREREAS /PO

oo/ BR/ANERSE, TFA KRR REDNSBOJR RIRFT IR SCMF, IR HAS AR E N B/l
fcs.

5. CENTRE RESPONSIBILITIES
hOEE /o
Centres are responsible for ensuring that all staff and learners are informed of the
contents of this document and other related policies. The IFA requires Centres to have
their own written complaints procedure, which will be made easily available to learners

should they wish to raise concerns. Complaints must be addressed promptly and
professionally by the Centre.

POREERGRAAAEEINS2EH TEANIENABMEMAERIIER - IFA EXPOHE
AECHERKRRFER - MIRMMBIRLER  SBEUNUERERELRER - 25K
MR PORENSEKMERIE - / O ST DR IITAT 52 M2 GUAR 1 A AS SRS 1 3 75 A

HARARSRBOR . IFA ZORFOIA B QPSR QURARTTARGR R, 222
H ] URARIRAT IR LSRR o B2 i Lol g ANl s AR BE

6. COMPLAINANT RESPONSIBILITIES
"R AEE / BIFATME
Complainants are reminded to take note of the stipulated timescales and respond to

requests for information promptly; providing as much information as possible to inform
the decision making process.

RERFAIERENHEBRINGEASEERFKREHABUESIHNER - RREKBRE
RIBIER - / IRMEBUR NERE (I (8] 325 K [0 A5 ARG R T RE 2 145 2.
NRFE RIS S

7. COMPLAINT PROCEDURE
REFER / IR T
The IFA aims to resolve grievances as quickly as possible following the procedure

described below. All complaints must be received in writing and will not be dealt with by
telephone.
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IFA SERR T MEFBRERPER - AARGFUAEUSERINE - FESRBERE
oo/ IFA BRI NIRRT R . PSR 2L B ks, A
CENRTGEE

There are three stages to making a complaint:

2R A =EREE « / HFH =

STAGE 1: Contact the Centre/person handling the matter
551 PSR BEBL/RIBIESEMAS /58 1 B BRPO /LA R

Firstly raise your complaint with the Centre and follow the Centre’s complaints procedure
or contact the person who is/was handling the matter in the first instance and allow
reasonable opportunity for them to address the complaint.

BEmP ORISR - WEEPONRGFEFXELAHBERBLESMHA - EZEtE
SIRREE BERIRER o / E LA ORI B, IR O R Y B ek R AL B
PR, IR A GBI 2 R

For learners the Centre is responsible for the management of your training. Typically you
will have a contract or agreement between yourself and the Centre which will have been
agreed when enrolling on the course. If something does go wrong you must remember
that your contract is with the Centre and therefore you must in all cases take this up with
the Centre first e.g. if it is in relation to how you are trained or the support you receive.

HRBEE  PLOREEEELNE - BEFERT - SEEBCHP ORISR
& BESANHESEAMRERER —B - IRLBEE - SOEKEENEGE
SEPOEIT - ALELAEMRBARERTEXRAROKE - MREAEAENIARS
RISESHSZIARM o /0T, POaeTEBRERE. BERELT, BR5E
OO & R B, XA R B SO AR MR TA R — B 0 S Bl
BB E FR S PO, RIS AHE AT N ERS OBk R. W
RIX GRS ISR A K.

If a grievance is raised regarding the service provided by the IFA, the person who was
originally handling the matter will acknowledge your email and respond within five (5)
working days. The IFA will require to see evidence of this internal procedure having been
exhausted as many minor issues can usually be resolved at this early stage.

NRH IFA REMVRFFIREPH - RERBLESHARERENEFBEEEAET
fEHREE - IFA BEREZBLATEFNRRCERE  BREEERHRRER
SIPIRRREF S/ \RERE  / G 2Rx IFA SEAEA RS FE T AR, JRSG AR B R R A

I FHEARIFAE A TAEH NI . TFA HESREF LN ERF IR CEH R,
NAEIZAS TP BOE AT DA SR VE 2 /) )

If the complainant is not satisfied with the outcome of stage 1 they may proceed to stage
2

MRILFARSE 1 FERIVERARE - PITLGEASS 2 BEER - / WRBOF AN 1
B GERAN R, AT EAEANSS 2 BB
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STAGE 2: Make an informal complaint
55 2 PEER : EITIFIETCIRER / 48 2 B TR IE B

All complaints must initially be raised as informal and sent to the IFA’s Operations
Manager who will ascertain the nature of the complaint. It may be that the matter can be
resolved by directing the complainant to the relevant clauses in the IFA policies and
procedures, or may advise if it falls outside of the IFA’s regulatory function, or refer the
complainant back to the Centre if more appropriate.

PRERFRMUAEMIFIERNSNIREL - WAL IFA HESKRE - BESEERFN
HE - TREREBRFRFASIER IFA BERNERFPIMHERIRTIRERERE - &
UEMESEEL IFA NEEREE - ABNRESE - IR RFABLODL - /i
BRI AR IE AT SR, I RIZS IFA I E LB, R R E SRR
AR BRG] 2] IFA BORAEEFP o AR SR A OR Mg R 1), B3 mT DL
HAEAE L IFA B IRRE, BEWIRTE A, W LR BOR AR |t

The IFA Operations Manager will aim to resolve the complaint to the complainant’s
satisfaction within seven (7) working days or will refer the complainant to submit a
formal complaint.

IFA ZERENERISELELIEHARRIRER - FIRFARE - AFFIRFARKIE
VIR © / IFA 12 E 2B H iR RAE- A TAE H NIRRBOJF, BRI, B BHR
PFAIRAZ LB

Please note - at this stage the IFA will not yet have undertaken an investigation into the
allegation or formed an opinion on the matter but implements these 2 stages to reduce
the amount of invalid complaints before proceeding to a formal level.

AL - TEUEREER - IFA EARBISIEETRENMIFRTAER - EEREMEFREER
Pl > i s BLE - REBEALEINRRB © / 1511ES - 7R B, TFA R 1R
BEAT VR A Bl B S IO BRI, (E S P A B B DA D T R R B, AR R Rt
NIEHZ]

At any stage of the complaint being made, the IFA Operations Manager may offer informal
advice to the Centre or staff member about their future conduct.

TEIRERAVEMIPEER - IFA BERKEOMEPOH TIEASREARERRKITAMIEER
B o/ ERURRAEMTBIBL, IFA 328 2 PA] DL O B AR A SR R SRAT N
O AE IE

STAGE 3: Lodge a formal complaint
55 3 PEER : IRUIETVIRER / 28 3 BB i IEURiF

The Operations Manager will invite all valid complainants to submit a formal complaint
by completing the enclosed form. The IFA Operations Manager will set this out in an
acknowledgement letter and provide a copy of this Complaints Policy. Once the
complainant has received acknowledgment that their complaint has been referred to
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formal complaint level the complainant has 30 days to complete the complaints form and
supply the following information:

EEEESBRBERBMNREEFBMARMARFARRKIENRNR - IFA BEKE
i TE TR AR ER P ¥ LB 1TER B - MR UCIREREERAIEI A - —BERER AU fth IRV IR ER
E#IERIENIRFRBIAER - RFAF 30 REBEERRFRBLRBIUATER : /
&8 2 PR I S B Y ) R AR IS P A A BOR N GEsC IR WiF . IFA I8 E 48
FAEMIA R TP L REAT SR, IR AL BOR BRI EIA . — BRI AT R
CAHRAZ LA BFRZO ITIA, BOFAA 30 R RIAE R IFR AU E S

e The Centre’s Complaints Policy (if appropriate)
O RYIRERELER (4NER ) / L RIROFBOE (i D

e Qutcome of the Centre’s internal investigation (if appropriate)
POANEEERER (MBEA ) /0N IHAERSSR WBEAD

e Reasons why the complainant is dissatisfied with the response at stage 1
RER ARSE 1 BEERIVEIBRMERRE / HSUR A H 1 BB a1 S A & 1 R

e A statement including a time-line of events and surrounding circumstances and
name the person(s) deemed responsible

B2EHRHEEAMEAERRIZEMNER - TELEEAREEANYES / 085 FI
()2 A0 FEA ) A B, JR48 e v o ARI#E44

e Copies of all relevant correspondence or screen shots as evidence
FREHEBEENFESEHEMNEIAIEREE / Frh M OCEE B0 w5 B 1 AR
A

e Witness statements (if appropriate)
AR (MNERA ) /IEARRE EHD

e How the complainant would like the IFA to resolve the complaint.

SR NN EE IFA BRI - / S AT 95 2 TFA MRV

If, due to the nature of the complaint, the complainant is unable to provide evidence, a
statement to that effect will need to be made so that the form is not returned as
incomplete.

MRERIRFIIME - REFABZRUER - AIFEMFLEBIOERL - MUERERS

WRBATTE - / WRBTERUFKITES, BR AJCERMIESE, 2R LA R RRA,
PAERAR A SN A E B

Statements that rely on documentary evidence will be attached as appendices, for
example “I wrote to the Centre with the attached letter see appendix 1”.

RS AR IR AR LA R R MY SR BfT £ - BlEN“HR|EL D0 - FRFHE R RFER 17 - /1K
WS AFAIESE I R B SR B b, Bl BSR4 ot PTRHE B PR =% 17

For complainants whose first language is not English we require that you have your
statement translated into English for expediency. If there is any ambiguity as to the
interpretation of a word or phrase, the IFA will, in the first instance, confirm this with
the complainant.
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HRNE—ESAEHEERAA - BRPIEREG RIS E - iR
BRANEENREFEEOLE - IFA $BRERERAER - /N TE ES A2 s
IR, JRATTEE SR AR s 1) SR P e SC LA {6 SRS B ] B R T )RR AF A
FEATBL, TRA K5 S 5 R AR

Please note: Although we understand it may be a stressful experience for you, please
keep statements factual rather than emotional, and allocate the necessary time needed
to respond in full, including all the points you wish to make and referring to the relevant
clauses in our policies where applicable. Additional information is not generally

accepted after a complaint has been submitted and the complainant will need to
demonstrate why it was not available at the time of submission.

AR HARMAMESHCRRUERS —RERNEE - BERERAEEMIERS
# - IHEZEREMBHLERR - 8ECHFERIMNFMAEMMUKZMVERIF
o BEARBER - BRINEHE - BREFZEIHMER - REFABERPERIRSH
REZESRFNERER - / FHES: BARIAINVER T ER U RER — IR TKIIZ I,
(BB REFRR S SL ARG 4, JF /0Bl 58 BE I R P e A0 I 8], C0 4R 484 B4R R I B
AE R PURBATHIA S ER . EHRBOR. I—RZBF R, EHASEZHMER, %
YR 75 SR W FE S AT T SRR R SR A

If at any stage during the complaint procedure the complainant wishes to be legally

represented, they must inform the IFA of this. The IFA reserves the right to be legally
represented and to act upon legal advice.

WMRERFZFHBNTAMREER - REFAREEEZRLEBNER - tPILESH IFA -
IFA fREE AN RVEN LR IBARERTSE - / WORAERIFEF IR R R B, &
PR ELEVEE EAER, M2 A0 IFA.  TFA DR EE AR BRI H ik
WATH

8. INVESTIGATION
e /e
Once the IFA has received the completed complaint form, the IFA will acknowledge
receipt within three (3) working days and instigate an investigation.

—B IFA RBIZRAVIRERRTE - IFA BE=EL(FERNEZ W LERE - / — 8
IFA W B 58 B EURERMS,  TFA RAE = TAE H ATAIEDF R s & .

The IFA will ensure that all investigations are undertaken:

IFA I TRIRETERARE : / IFA KT TG A

e Without bias or prejudice.
RERR - /AW

e Dby atleast two appointed persons neither of whom is directly involved in the
issue

HEIMBEEASHESEZEE / 2 bWa it e N A EES 5208

Investigations will be conducted in a fair and reasonable manner ensuring that all
evidence is considered. In broad terms the IFA will:

WERUATABHARET - BREEFAENS - REBLE  FAS /B
AT RIEAT, PRI . M EF, IFA 5.
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i.  Establish the facts and identify irregularities.

EESELHRIERTS « / HicF LI RIERIT A,

ii.  Identify the risk to learners.
ARIBBERIEE o / WU o1 AR

iii. ~ Consider any surrounding circumstances.
EREMBEBIRIE  / 5 &AL E 5.

iv.  Organise a visit to the Centre (if the allegation necessitates)
HESEPLO (MREEFE) /AU L R IEETRED

v.  Establish if the Centre has tried to resolve the problem and/or taken any
remedial action.

EEPOLEECEHNBRBEN /SIREUE QM REE - / #fc o
3 OS2 R 1) R/ BER AT AT SR i

vi.  Identify the person or persons responsible.
BEREMAE - /HiE it AR.

vii.  Obtain clear evidence to support any sanctions which may be applied to
the Centre.

ESIRENER IS UEERR P ORE[EIZE - / 545 i E
P, PASCRE AT Ae R A 3 oo O AT A A1) 2 o

viii. ~ Request additional evidence from the complainant if necessary
MBENE - FRIZFARBEMER / AL, FHRETF AR AR
R

NB. The IFA may decide upon evidence or lack thereof to dismiss the allegation at any
stage. The complainant and Centre/persons involved will be informed if this occurs. The
emphasis of supplying evidence rests on the complainant.

IFAT] DAFE (A PE ERRE SR IR N A Z SR IR R BR[O 5 1% - MRBEFEER - HEMIRE
ARG /HERAAR - IRHMEERAIVERERPERA o / IFAT] DUIFEAE I Bk i TE4f ik
ZAUEHE R B . WRAEIAIE DL, KRB RBR ARG RN G R BHIESE
HAAETHTFA.

The IFA reserves the right to reject complaints which are considered frivolous, vexatious
or malicious. If this is deemed to be the case, the complainant will be informed of such
judgement setting out the reasons for coming to that conclusion, and will cease
communication on the matter.

IFA (REEERRAEN - MENRNBERVIREFRIET - MRIBREERER - 58
*izaR ALLERFIR - SIH B HZARIVER - WiHFIERIESEIRETESE - / IFA ¥
TELEYON TN, oI B B R BN o AR YO X A B, I8 A
NBERA, FIHAF R IR H, HR 0 Rt F O TV .

9. DATA PROTECTION
BURRE / MR

During the investigation process we may need the complainant to provide confidential
information or we may request it. All information will be treated in accordance with the
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IFA’s Data Protection Policy. All information will be treated as confidential and will only
be used for the sole purpose for which it was obtained.

ERERED  RMUERERFARMKZER  ABRMIETERRHEEE
B - RARRFIRIE IFA WRIBRENRETER - RIAGRIBERAKEER - &
RRERERAE—BRY - / ERELRE Y, BATTRER EBRF ARAIEGER, i

FATATRE 2 ZORBEMHLEAE D PR SR IRGE TFA 8 ORI BOR BT 3. ey
BRI BAUANLEE S, SUH T 5REUE B RME—H 1.

Please note whilst every reasonable precaution is taken by the IFA to ensure security
and safety of information, the IFA shall not in any way be liable for any loss or damage
suffered whatsoever in relation to informing the relevant parties about the outcome of
an investigation as part of our regulatory role.

IR - BE IFA RIVTY — S EMNRMERMUEFRERNZEZUNZZM - B IFA
R AMRRAEERBNHEASFIEZNIMRRNIEEFAEBEMET - HPIMEE
BRE - /HEE, R IFA KRBT — V)& BRI TSt LA PR 15 5 22 A A 22 42
PE, B TFA X543 ST B 45 SR8 R 577 Il 32 AR AT 463 2% 35t 35 AN AR FEAE A 51
. FATHHE IR DT,

10. OUTCOME
ERE /e
a) The IFA will provide the complainant with a report of its findings when the
investigation is completed. The report will include:
IFA BERETRERRFARHBESRES - ZWSFEE « /IFA KBER
A 5E R M HRR AR R A S R RS . 2Rk SR A
i.  Drawn conclusions with clear reference to IFA rules and evidence that
support them

FHisasm - BRMEIR K IFA FRAIFISZIS B MR / 54, Wi &
IFA KNS K E AT UESE
ii. Recommendations for action and a resolution

TTENEEBFRE / TN E VR

b) The IFA will fully document the outcome of the investigation and the IFA’s
judgement and retain the records on its system as per the IFA’s Record
Retention & Disposal Policy. The Centre/persons involved will also be informed
of the IFA’s judgement at the same time.

IFA {51R1% IFA BIRCERREMBEEECR - EHACEAELSRM IFA YFIEIE R
BEGBEE - PO /MHEAAS T RIS SN IFA BYFIE - / IFA K R4E IFA
FICSR R AL BEEOK, 4hic il & 4R IFA BRI IR B H R S K.
s AR SRN B oRE ] S A 75 K1 TFA R

c) The IFA will aim to inform the complainant of the outcome of its investigation
within sixty (60) days of receiving the fully completed complaint form and
supporting evidence, or inform the complainant that due to the complexity of the
case a revised timescale is needed.
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http://www.confrontyourcomputer.co.uk/index.php/english/home/data-protection-policy
http://www.confrontyourcomputer.co.uk/index.php/english/home/data-protection-policy

IFA EEWEISERBIERIREFRNZ G EREATRABNRFAELRELS
R - AEHIRFABERFHNERIEFTEEITRER - / IFA BEE) 788K
G BFRA SRR a8 T RWEFI SR AL ELIR, s amscr Ah T
SRR 2 1k 7 BB T (] 3%

d) Actions taken will be proportionate to the nature of the complaint:
PR EREXBOTT BN % ER IR AR RO B A EE B - / PRI )47 3R S UR RO Mo e e
ZE
For valid complaints raised against a Centre, the Centre may be sanctioned.
HREFHPOREMNBREIRER - PIOTBEEERBIRE o / X TEx O fE
ARAEF, AT RE R B

For valid complaints raised against the IFA and/or an IFA staff member, the [FA
will:

R et IFA M /2X IFA TIEABRLBIBRURER - IFA #% : / X5 T41Xf IFA #
/B IFA AN AR A 23R, IFA H:

e Provide an apology
IRMHER / R HLiE
e Implement remedial actions
B RUENE / SR
o Review staff training and continual development programmes
FEEESTIEINNFERRESTE / & n TEIMFFEL R R
e Review and improve services and procedures
EEMCCERBNER / o & S0 RS 7

o Take all reasonable steps to identify any other learner or Centre who
may have been affected by the failure, and correct, or if it cannot be
corrected, mitigate as far as possible, the effect of the failure and ensure
it does not happen again.

REFTA S EPE - HE I e R B M E MR EE RO
WHHIE > BRENREAIIE » 2 F eI R B e R A R4 -
[ RIPAT G D IR, B 5E v 58 52 2R i (AR (T HoAth 27 3] 2% Bl
Ly FRAIE, BEEAIRTCVAL L, AT BEsR AR iR (10 5 i I DR AN
o

11. APPEALS
E5F/ LB
If the complainant remains dissatisfied with the outcome of their complaint they may
appeal the decision. Please see Appeals Policy for details.

AR B ROONE A FTET AR R 37 - AWREAEEE, 3
SR EFTEE - / WRPER AXHBRGEROVRME, (T B ittt LV, A
YL, W5 LUREE
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COMPLAINT FLOW CHART #37m f2 Bl /R fe K

The complainant raises their concern/grievance with the Centre and/or

person handling the matter ¥ A [7 50 00R1 /SR EE =AY A2 B A AFIey Bl
Sk /7EaER AR A s AL/ el b B2 G AR AT T SR / R

¥

Yes =&

l

Centre Complaint Policy followed/IFA
staff member responds within 5 days

o EEREGE/ IFA T/EABEES K
PHEHRERE o/ 1ra L
ENRAE 5 KAAEH RN

Resolved? fi#R?

¥ N

Yes = No K&

!

End of process Ji f245 3R/ i FE4E

ATTANIE £ i ik A 1 72

Is this because it is not appropriate for
them to address the issue? &2 R A filr

IR EERIEERRE ? X2 W it

¥

Yes =

!

A

Raise an informal complaint by email and
send to the IFA Operations Manager

within 30 days of issue FHEE FE 4R

HIEERRET - WAERIRES 418 30 R

EHIRE \FAESEIR/ it iR

AR EAB YR, TR S 30 KK
RiEY IFABE LR

No ‘K&
Referred back to
Centre/Responsible staff
member BEE[HHL/ &
FAE F /7
TN

!

Operations Manager assesses validity of allegations and
communicates decision within 7 days 3E 2B HE IS AR
MAHE 7 RIBHIRTE / 18 & L FPPAS TR 1A AU IR-E 7 R

P A e

v v

Deemed Invalid 8RR Deemed
. i B0 e A 2
JRRTER Valid BRB R/ A%
Referred to Appeals ¢ ¢ /
Policy J:EFFEI%/ ol Satisfied Ji{i=/ Unsatisfied i
o W I
T Deemed Invalid
End of Process 3 R 338 +— No A&
. TR AR/ RO R R
Satisfied =/ Unsatisfied i
R /73

N\

A

Remedial action
taken SRENFERE
It /R Bk R it

A

Investigation launched and
outcome communicated within

60 days FAEEAG - 4ERA1E 60
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KRB/ A KA, 45 HAE 60
PN PUEd

Referred to complete
complaint form 5Zf%,

BefrRAs/ 7 Rk
1%

|

Complaint form
completed and
submitted within 30
days EFFERIZLE 30 K
P SERRBRR/#1 F A% AE
30 KA FERIFIREE

v

Yes =




COMPLAINTS SUBMISSION FORM
REHRACRE / BLUMR AT AS

Full Name £ /4% Membership No &
B&RR/ = S

Address Hidk /it

(for Correspondence)

Role at the Centre FE4[y | e.g. learner
IR BB /8 P I i £

Email ETF-& %/ 1 1R Telephone E&E/H
T

Centre Name H1.0,42 %8/
lﬁ\gi;—(

Please provide the following information accompanied by the relevant evidence

A ERBE DT (B BT A FHRRRE IR /15 FE 1L DL T 5 S A ARSI s

Date of incident &4 HJH
HA/ A H T H A

Name those who you feel

FAEAIARINAH THUER
A

Statement 2Z0R /% B
Describe the incident
including a time line of
events and surrounding
circumstances f&ii S »
BRI 4R A
BIR/fk A, s
YN (1) 22 R J] I 5
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Checklist 558 /i .
Ensure you have enclosed
HECRRABA AN/ DR IR A
il

The Centre’s Complaints Policy H0MAIREEFECER /O L UFIL

R

Outcome of the Centre’s internal investigation/staff member
response HULAEEEZE/TIE A BEIEAIEER /10 AR &/ T
((EFNAYEIIAE S

Copies of all relevant correspondence as evidence frETHBR{E4:
HIBIAAE RosB IR / P A AH A5 1 I A D9 e 3

Any relevant witness statements {E{a/AHFEEYEE A /] A1 5%
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Explain why you are
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Explain how you wish to
the matter to be resolved
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Once completed please send to office@ifaroma.org
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