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STATEMENT of Complaints, Appeals and User Involvement Policy Updated 12th May 2023
Professional Skills Academy is a not for profit social enterprise, that is an accredited by City & Guilds of London Institute.  City & Guilds have awarded us their high quality score which includes us adhering to their high standard of policies, however, considering our involvement in community cohesion projects Professional Skills Academy goes much further than the Awarding Body requirement by including added value policies on the above.  In these areas our policy guidance (below) is in line with pro-active methods to ensure the needs of the organisation and the needs of the individuals have the solution.  This statement of policy is for application to all our employees, candidates, members and provides a minimum expectation of the other organisation with which we have any links.

This Statement is in three parts: 
Part 1 - General statement of the policy 
Part 2 - Complaints and Appeals policy 

Part 3 - User Involvement policy
Reference A:    
Child Protection Policy
Reference B:   
Awarding Body Centre Approval
Issued on behalf of,
Professional Skills Academy 
35 ST Lawrence Quay

Salford. M50 3XT
Trevor Burchick MBE, MCIPD
Director – Chief Verifier
12th May 2023
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Part 1   The general statement of the Complaints, Appeals and User Involvement policy; including reference to Child Protection Policy and to awarding body centre approval.


1.1 Responsibilities of Management

1.2 Supervision of Students and Projects

1.3 Work Undertaken by Contractors

1.1a It is the Professional Skills Academy policy to ensure, so far as it is reasonably that policies comply with relevant legislation and other relevant statutory requirements including our requirements as a City & Guilds accredited centre. It is a responsibility of management to ensure the policies of Professional Skills Academy are adopted and used as set out in our relevant document(s) and reporting of any shortcoming is presented at the relevant team meetings to ensure corrective and improvement action can be made at the earliest opportunity.

1.1b Professional Skills Academy is committed to continual improvement and to matching best practice standards within the sector identified as our activity of work including Education, Learning and Training.  As new project develop these will come into the scope of our policies and those staff members involved (including new posts) will become familiar with the policies.

1.1c Professional Skills Academy expects all staff, students, learners and others with any reason to be expected to be involved in the organisation to take their responsibilities seriously and to co-operate with the measures which it adopts. In furtherance of our documented policy, Professional Skills Academy will encourage staff, students, learners and others with any reason to be expected to be involved in the organisation to participate in the formulation and implementation of improving work practices including adequate and responsible reporting. 

1.2 Supervision of Students and Projects

Professional Skills Academy recommended guidelines about these policy responsibilities towards students, learners and others involved in activity project have specific requirements according to the directive of project funders, added instructions will be provided at inductions and must be followed, wherever appropriate, by all project supervisors.

1.3 Work Undertaken by Contractors

The activities of contractors must be supervised by a responsible employee of Professional Skills Academy. Contractors will be expected to follow the Professional Skills Academy rules and requirements which must be brought to the contractors attention before work starts. This includes an access to this policy and other relevant policies that have impacts or bearings on the contractors required work or activities. 

Part 2    Complaints and Appeals policy

2.1 
Overview and Scope

Professional Skills Academy will have quality verifications in line with the awarding body requirements (City and Guilds) documented in their instructions, amended from time to time, as presented to us keeping in place the necessary procedures and processes and includes information given at induction on complaints and appeals.    
2.2 
Lines of Responsibility

Professional Skills Academy will resolve complains using the progressive line of management that we call our Line of Responsibility.  This process allows the complaint to be heard and resolved through using good communication skills, based on respect and the experience of line managers, supervisors and project coordinators to reach a mutually agreeable solution.   

2.3 
Compliance with Awarding Body

Professional Skills Academy draws the attention to the relevant policy and procedures of City and Guilds of London Institute, amended from time to time, that are in place at the time of induction.  Being an accredited approved center Professional Skills Academy is require to adopt and maintain compliance with the awarding body and places a responsibility of all those involved in legitimate work of our organisations to ensure they comply with such statements.
Part 3    User Involvement policy

3.1   Overview and Scope 

Professional Skills Academy is a quality driven social enterprise having been approved by City and Guilds (the awarding body). The awarding body requires us to evidence how we involve our service users. This need is met by the evidence of training records, feed back and relevant discussions at team meetings.  

Professional Skills Academy encourages service users to ask questions, make suggestions and communicate with their coordinator, supervisor or line manager at Professional Skills Academy (and between each other) to help us keep aware of people’s needs and for us to meet those needs.

Professional Skills Academy has built an excellent reputation with praise from service users about our inclusion, trust and responsibility. Where any new project is given approval to become part of the service of Professional Skills Academy that will become subject to the policies of our organisations in enabling service users to be involved in the improvement of our policy.  

3.2    Lines of Responsibility

Professional Skills Academy Managers will encourage all our service users to present their views and our feed back system will be used in team meeting to ensure the needs are continually met with improvement. Where any project is authorised to take part by our senior management then the Project Manager appointed will be provided with the requirements of the project. In all other areas our Chief Executive will be responsible in ensuring lines of responsibility are agreed and put into place. 

Reference A:    
Child Protection Policy

Professional Skills Academy has a separate and distinct policy on Child Protection and that must be taken as the authorised implemented policy on that subject with any amendments that have been necessary being written into subsequent updates on the Child Protection Policy.
Reference B:   
Awarding Body Centre Approval
Professional Skills Academy has an annual approval where all the policies are presented to the awarding body external verifier in accordance with approval requirement.  The committal to awarding body is taken as meeting the need to update them and to keep them informed, including the opportunity for them to provide us with forms of compatibility information that may need our organisation to take into account.
2 

