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Complaints/Praise and 
Improvements Policy and Procedure
The purpose of First Avenue Training Limited is to provide education and training of the highest quality. As part of our commitment to Quality Assurance, First Avenue Training Limited needs all members/users of the company, including placement providers to become involved in the evaluation of its service.	 	
We recognise the rights of learners, staff, visitors, sponsoring employers, parents and users of any of First Avenue Training Limited services to complain about, or praise, the service we provide. 	 	
 
The Complaints/Praise/Improvement Procedure should be used if:	 	
a. You are unhappy with any service provided by First Avenue Training Ltd.
b. You would like to suggest how that service might be improved. 	
c. You would like to comment on any service you have received which is 
particularly good.	 	
 
Anyone who uses/receives a First Avenue Training service can use the 
Complaints/Praise/Improvements Procedure. This may be about anything from the handling of a telephone enquiry to the tutoring/assessing of a course. You may be a parent, a member of First Avenue Training staff, a learner or a visitor. 	 	
 
Questionnaires	
 As a learner or a member of staff you may be asked to complete questionnaires about courses, systems and other services. These are an important part of our quality monitoring process – we take your comments seriously and will review and act on them.	 	

 Formal Complaints/Praise	 	
 
Stage one 
We advise that you first try to approach the individual concerned. Often 
problems can be due to a misunderstanding. Talking it through often helps.
	 	 
Stage two	 	
If you find that your approach has not been successful, or you feel the problem 
is too serious or sensitive to be handled at stage one, please contact the 
management team at the First Avenue Training office either by note, 
letter, phone or e-mail.	 	
     	 	
Once your complaint has been received it will be acknowledged within four 
working days and an investigation will begin. This may take some time however you will be informed when you can expect a response. This will normally be within ten working days.	 		
Any letter or comment received in praise of a member of staff will also be 
acknowledged and circulated to the members of staff concerned.	 	
 	
 We will always try to resolve problems sensitively; our aim is to discuss and agree how we can improve services rather than spend time making staff and learners feel uncomfortable or distressed.  	 	
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