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COMPLAINTS / BULLYING & HARASSMENT PROCEDURE

Lifeskills Solutions s committed o providing high qualty services for our learners. employees. employersand the
Icommurity in general. We welcome feedbacko help us fo improve quality. Thisprocedure operateswithinLifeskils
ISalutions Equality and Diversity Policy and amale or female may be requested o assist with the resolution of complaints
| person who complainsisreferred to s the complainant throughaut this document.

STAGE 1 (With Lifeskills Solutions)

The Complainant should ‘Explaining aproblem o someone means that they can provide an immediate.
inform the Centre. ‘explanation orsolution

‘Manager to make him/her ‘Employeesare under an abligation not foallowa complain fo have any bearing on
aware theway thata staf f memberis treated.

Lifeskills Solutions ‘A responsemay be via felephone. meeting or an nformal lefter. Feedbackshould air]
investigatesandaimsto  —— o respond fo the complainant onall points raised within 5 working days The Human
resolve the query in5 Resources Teamshould be nofifiedby email that the matfer has been resolved.

‘warking days.
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Introduction 


LifeSkills Solutions/Progressions welcomes all types of feedback as this forms an important part of quality improvements.  From time to time an individual may feel dissatisfied with some aspect of his or her dealings with LifeSkills Solutions/Progressions and when that happens it is important that the issue is dealt with as quickly as possible.  In this instance the issue should be raised as a complaint.  Complaints should cover:

· An aspect of a LifeSkills Solutions/Progressions policy

· Staff Dignity at Work Policy

· Staff Disciplinary and Grievance Procedures

The complaint’s procedure has been developed to ensure that such complaints are dealt with timely, appropriately and sensitively.

Is the Complaint’s Procedure for me?

If your complaint relates to any issues not covered by any of the above points, please refer to the relevant procedures instead of this procedure, to ensure your complaint is dealt with appropriately.

Anyone who wishes to complain but is unsure of the appropriate procedure should seek advice from their Line Manager who will liaise with the HR department to ensure appropriate action is taken.

Key Stages

Throughout this document an individual who has complained will be referred to as a complainant.

1. The Complainant should try to resolve the matter informally in the first instance.  Dissatisfaction often arises from misunderstanding, which is why the best starting point is with the person whose actions are the cause of dissatisfaction or with the Line Manager responsible for the provision of the service.  If it is explained to someone what the problem is they can often provide explanation or solution.
2. Once it is clear that an issue cannot be resolved by informal means, a complaint should be made as soon as possible.  It is much more likely that the matter will be satisfactorily resolved within 5 working days if it is raised at an early stage.

3. Complaints will be dealt with quickly and complainants kept informed of progress if the investigation is prolonged.

4. LifeSkills Solutions/Progressions is under an obligation not to allow a complaint to have any bearing on the way that a learner / staff member is treated or assessed; information about a complainant will only be disclosed when appropriate and / or necessary to the HR department. 
5. Complaints about an individual will be investigated by their Line Manager.  The Line Manager will share the complaint with the individual concerned.
6. If a Stage 2 or 3 investigations identifies staff shortcomings, the Line Manager will notify Human Resources.
7. In exceptional circumstances, the Line Manager may decide to omit Stage 1 of the Complaints Procedures and proceed directly to Stage 2.
8. This procedure operates within Equality & Diversity Policy of LifeSkills Solutions/Progressions. The complainant will be able to discuss the complaint with a male or female member of staff and alternative formats of the Complaints Procedure and Form will be provided on request.
9. Information in relation to complaints will be stored and processed in line with GDPR- Data Protection Act 2018
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If the complainant isnot Lifeskills Solutions complaints form canbe fourdon the shared drive Ref 150. You

Satisfied with the an send the completed formto the address on the battom of the form or if you wish
response givenat Stage1. 1o talk o someone you can felephone the HumanResources department on
he/ shemay senda 1268526524/

Lifeskills Solutions
ComplaintsFormora
leftertothe HR

Department

1

(The Complainant uses the “The HR deparfment will orward tis form to. senior Manager foresalve the
orm fo describe the ssue. ‘complaintor advises why thisisnot possible, inexceptional circumstances. The
hat has been done fo responses willnormally be inwriting Iithin 7 working days.
Ive the matter
informallyand the desired
inal outcame.
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W ‘W ENPLOYEE MANDEOOR

SAFER RECRULTMENT/EMPLOYMENT POLICY
Introduction

The objectives of the Employment policy are fo

- "
E’;@‘g @w EMPLOYEE HANDBOOK
: + Ensure that the company has access 1o the widest labour

market and secures fhe best employees for ifsneecs

| e ] + Erare o mopplcant o enlote e s e
reatmentand tha. wherever posible.they are gven fhe hlp

they need 1o attan ther fullpotential fo he benefit o the

T the complanart = e e oo

unkappy with th response + Achieve an abilty based workforce which is i in with the

receivedat Stage . this working population mix nthe relevant labour market areas

canbe investigated « Ensure the co-operation of all employees for the success of
further. this policy

Ultimate responsibilfty for achieving the policysobjectivesand
for ensuring compliance with the relevant Acts of Parliament
(aswellas the various Codes of Practice) lieswith the company.
Behaviour r actions against the spirit and or the letfer of the.
laws on which this policy is based will be considered serious
disciplinary matters and may. in some cases lead to dismissal

The complairant canhave. ‘A request fara further review of the complaint is submittedin the form of aletfer

the complaint reviewedby ‘within 10 wrking day:s of the response fo the complaint. The request for review

the Managing Director ‘mustbe submitted fo the Human Resources Department andwill be acknowledged
within 5 warking days.

advertising Vocancies

The Complaitwilbe Thereon may fake p o T workingdays o complete. Afinalresponse s sent

revened by twomembers | | wrting + Wherever possble all vacancies will be advertsed both

of Lifesils Solsions ntemmallycvd axternally

Board of Directors + Stepswillbe fakeno ensure that he knowledge of vacancies

reaches under-represented groups ntemally and externally

+ Wherever possle, vacances will b noiied 0 job centres.
careers o fces and. where the pree 5 used. it wih e
widest circlaton’s chosen
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