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Pu r p o se

T h i s  p ro c e d u re  o u t l i n e s  h ow  stu d e n ts  c a n  ra i se  c o n c e r n s  o r  c o m p l a i n ts

re g a rd i n g  a ny  a s p e c t  of  o u r  se r v i c e s ,  te a c h i n g ,  c o n d u c t ,  fa c i l i t i e s ,  o r  yo u r

c o u rse.  We  a re  c o m m i t te d  to  re so l v i n g  c o m p l a i n ts  i n  a  fa i r,  t i m e l y,  a n d

re s p e c tfu l  m a n n e r.  T h i s  c o m p l a i n ts  p ro c e d u re  i s  fo r  stu d e n ts  e n ro l l e d  o n to

re g u l a te d  t ra i n i n g  c o u rse s  O N LY.

S c o p e

T h i s  p ro c e d u re  a p p l i e s  to :  C u r re n t  a n d  p ro s p e c t i ve  stu d e n ts

1 .  I n fo r m a l  Re so l u t i o n  (Sta g e  1 )
W h e re  p o ss i b l e,  we  e n c o u ra g e  i n fo r m a l  re so l u t i o n  of  c o n c e r n s :

S p e a k  d i re c t l y  w i t h  t h e  i n d i v i d u a l (s )  i nvo l ve d  o r  a  sta f f  m e m b e r  to  re so l ve  t h e

i ssu e  q u i c k l y.

M o st  c o m p l a i n ts  c a n  b e  re so l ve d  p ro m pt l y  a n d  i n fo r m a l l y  t h ro u g h  o p e n

c o m m u n i c a t i o n .

I f  t h e  i ssu e  i s  n ot  re so l ve d  i n fo r m a l l y,  yo u  m a y  p ro c e e d  to  a  fo r m a l  c o m p l a i n t .

2 .  Fo r m a l  Co m p l a i n t  (Sta g e  2 )
To  su b m i t  a  fo r m a l  c o m p l a i n t :

H ow  to  Su b m i t :

Su b m i t  a  w r i t te n  c o m p l a i n t  v i a  e m a i l  o r  l et te r  to  t h e  Ac a d e my  M a n a g e r  o r

D i re c to r.

I n c l u d e  t h e  fo l l ow i n g :

Yo u r  fu l l  n a m e  a n d  c o n ta c t  d eta i l s

A  c l e a r  d e sc r i pt i o n  of  t h e  c o m p l a i n t

A ny  re l eva n t  d a te s ,  t i m e s ,  o r  i n d i v i d u a l s  i nvo l ve d

A ny  su p p o r t i n g  ev i d e n c e  (e m a i l s ,  p h oto s ,  etc . )
Yo u r  d e s i re d  o u tc o m e  o r  re so l u t i o n

S e n d  To :

E m a i l :  i n fo@s k i n - a e st h et i c s .c o

Po sta l  Ad d re ss :  S k i n  Ae st h et i c s  &  Ac a d e my,  Ca st l e  H o u se,  Pa r k  Ro a d ,

B a n ste a d ,  Su r rey,  S M 7  3 BT

3 .  Ac k n ow l e d g m e n t

We  w i l l  a c k n ow l e d g e  re c e i pt  of  yo u r  c o m p l a i n t  w i t h i n  1 0  wo r k i n g  d a ys  a n d

b e g i n  a n  i nve st i g a t i o n .  Yo u  m a y  b e  c o n ta c te d  fo r  a d d i t i o n a l  i n fo r m a t i o n  o r

c l a r i f i c a t i o n .

C O M P L A I N TS  P RO C E D U R E



4 .  I nve st i g a t i o n  &  O u tc o m e

T h e  c o m p l a i n t  w i l l  b e  i nve st i g a te d  by  a  se n i o r  m e m b e r  of  sta f f  a n d /o r  t h e

a wa rd i n g  re g u l a te d  b o d y.

A  w r i t te n  re s p o n se  a n d  d e c i s i o n  w i l l  b e  p rov i d e d  w i t h i n  1 5  wo r k i n g  d a ys  of

a c k n ow l e d g m e n t .

I f  m o re  t i m e  i s  n e e d e d  d u e  to  c o m p l ex i ty,  yo u  w i l l  b e  i n fo r m e d  of  t h e  rev i se d

t i m efra m e.

Yo u r  c o m p l a i n s  f i n a l  o u tc o m e  w i l l  b e  d e a l t  by  t h e  re g u l a te d  a wa rd i n g  b o d y.

5 .  A p p e a l s  Pro c e ss  (Sta g e  3 )
I f  yo u  a re  n ot  sa t i sf i e d  w i t h  t h e  o u tc o m e:

Yo u  m a y  a p p e a l  t h e  d e c i s i o n  i n  w r i t i n g  w i t h i n  7  wo r k i n g  d a ys  of  t h e  re s p o n se.

A p p e a l s  s h o u l d  b e  a d d re sse d  to  t h e  D i re c to r  o r  Ac a d e my  O w n e r  a n d  m u st

i n c l u d e :

Re a so n s  fo r  t h e  a p p e a l

A ny  n ew  ev i d e n c e

T h e  a p p e a l  d e c i s i o n  w i l l  b e  f i n a l  a n d  c o m m u n i c a te d  w i t h i n  1 5  wo r k i n g  d a ys .

6 .  Co n f i d e n t i a l i ty

A l l  c o m p l a i n ts  w i l l  b e  h a n d l e d  se n s i t i ve l y  a n d  i n  c o n f i d e n c e.  Pe rso n a l  d a ta  w i l l

b e  p ro c e sse d  i n  a c c o rd a n c e  w i t h  G D P R  a n d  o u r  Pr i va cy  Po l i cy.

7.  Re c o rd  Ke e p i n g

A l l  c o m p l a i n ts  a n d  t h e i r  o u tc o m e s  w i l l  b e  d o c u m e n te d  a n d  reta i n e d  se c u re l y.

T h e se  re c o rd s  h e l p  u s  m o n i to r  se r v i c e  q u a l i ty  a n d  i d e n t i f y  a re a s  fo r

i m p rove m e n t .

8 .  U n re a so n a b l e  Co m p l a i n ts

Re p e a te d ,  m a l i c i o u s ,  o r  a b u s i ve  c o m p l a i n ts  m a y  b e  re j e c te d .  We  re se r ve  t h e

r i g h t  to  ta ke  a p p ro p r i a te  a c t i o n  i n  c a se s  of  h a ra ss m e n t  o r  m i su se  of  t h e

c o m p l a i n ts  p ro c e d u re.  
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