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S k i n  Ae st h et i c s  &  Ac a d e my  -  Co m p l a i n ts  Pro c e d u re

Rev i ew  D a te :  1 3 /6 /27

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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	COMPLAINTS PROCEDURE
	Skin Aesthetics & Academy - Complaints Procedure Review Date: 13/6/27
	Purpose This procedure outlines how students can raise concerns or complaints regarding any aspect of our services, teaching, conduct, facilities, or your course. We are committed to resolving complaints in a fair, timely, and respectful manner. This complaints procedure is for students enrolled onto regulated training courses ONLY.
	Scope This procedure applies to: Current and prospective students
	1. Informal Resolution (Stage 1) Where possible, we encourage informal resolution of concerns: Speak directly with the individual(s) involved or a staff member to resolve the issue quickly. Most complaints can be resolved promptly and informally through open communication. If the issue is not resolved informally, you may proceed to a formal complaint.
	2. Formal Complaint (Stage 2) To submit a formal complaint: How to Submit: Submit a written complaint via email or letter to the Academy Manager or Director.
	Include the following: Your full name and contact details A clear description of the complaint Any relevant dates, times, or individuals involved Any supporting evidence (emails, photos, etc.) Your desired outcome or resolution
	Send To: Email: info@skin-aesthetics.co Postal Address: Skin Aesthetics & Academy, Castle House, Park Road, Banstead, Surrey, SM7 3BT
	3. Acknowledgment We will acknowledge receipt of your complaint within 10 working days and begin an investigation. You may be contacted for additional information or clarification.


