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Complaint and Feedback Policy for Beauty Valley Academy

1. Scope
This policy applies to all learners, trainers, assessors, administrative staff, and any other individuals associated with Beauty Valley Academy. The purpose is to provide a transparent and systematic approach for handling complaints and feedback to ensure that incidents, concerns, or suggestions related to training, behavior, ethics, and safety are properly addressed. This policy covers issues arising within the Academy's premises, during training hours, and related to both in-person and online training sessions.

2. Objective
The objective of this policy is to:
· Ensure prompt, fair, and transparent resolution of complaints.
· Maintain a safe, professional, and respectful learning environment.
· Protect the interests and well-being of all individuals at Beauty Valley Academy.
· Support continuous improvement in the quality of training and administration services.

3. Types of Complaints
The types of complaints covered under this policy include, but are not limited to:
· Training Quality: Concerns about the quality of training, trainer punctuality, course content, or methodology.
· Compliance and Ethics: Complaints about unethical behavior, policy violations, unauthorized conduct, or theft by trainers, assessors, or other staff.
· Harassment or Misconduct: Any form of harassment, physical or verbal abuse, discrimination, or inappropriate behavior during training sessions.
· Health and Safety Incidents: Injuries, property damage, or any dangerous occurrences that happen within the Academy’s premises.
· Other Issues: Complaints regarding administrative support, delays, or actions taken by unauthorized personnel.

4. Complaint Process
Step 1: Submission of Complaint
· Complaints must be submitted within 48 hours of the incident.
· Complainants should provide clear evidence and documentation to support their complaint, including witness statements if applicable.
· The incident report should contain specific details, including:
· Name of the trainer or assessor involved.
· Name of the administrative person in charge, if applicable.
· Venue or location of the incident.
· Date and time of the incident.
· Description of the incident (damage, injury, policy breach, harassment type, etc.).
· Any available evidence, such as CCTV footage, signed incident report forms, or relevant documentation from the learner handbook.
· If the complaint involves unauthorized personnel or security breaches, details about the incident should be included.

Step 2: Acknowledgment and Initial Review
· Upon receipt, the administration will acknowledge the complaint within 24 hours and conduct a preliminary review.
· A designated Complaint Officer will be assigned to handle the case, ensuring confidentiality and impartiality.
· The Complaint Officer will contact the complainant to clarify any additional information, if necessary.
Step 3: Investigation
· The Academy will conduct an investigation within 5 working days of receiving the complaint, gathering relevant documents, evidence, and witness statements.
· If serious allegations (such as harassment, assault, or severe policy violations) are involved, the investigation may extend up to 10 working days to ensure due diligence.
· The investigation process may include:
· Reviewing CCTV footage, if available.
· Interviewing witnesses and involved parties.
· Reviewing attendance logs, incident reports, and relevant sections of the learner handbook.
· Consulting with the administrative staff and trainers or assessors involved.
Step 4: Resolution and Action
· Based on the findings, the Academy will determine the appropriate action within 7 working days of completing the investigation. Possible actions may include:
· Corrective Action: Retraining, additional support, or policy reinforcement for trainers or staff.
· Disciplinary Action: Warnings, suspension, or termination for trainers, assessors, or staff found in breach of Academy policies.
· Health and Safety Action: Repair of property, review of safety procedures, or additional safety training if needed.
· Feedback to the Complainant: The complainant will receive a written summary of the findings and any steps taken as a result.

Step 5: Appeal (If Applicable)
· If the complainant is not satisfied with the resolution, they may file an appeal within 5 working days of receiving the resolution notification.
· An independent Appeals Officer will review the case and make a final determination within 10 working days.

5. Duration of Process
· Initial Acknowledgment: Within 24 hours of receiving the complaint.
· Investigation and Resolution: Typically within 10-15 working days from the date of complaint receipt.
· Appeal Review: Completed within 10 working days of receiving the appeal.

6. Documentation and Record Keeping
· All complaints, incident reports, and investigation records will be securely stored for audit and compliance purposes.
· Records are maintained according to PDPA standards, ensuring confidentiality and restricted access.

7. Confidentiality and Data Protection
Beauty Valley Academy is committed to handling all complaints and feedback confidentially. Only individuals directly involved in the investigation process will have access to relevant details, and all data will be stored securely.

8. Code of Conduct and Expectations
All staff, trainers, and learners are expected to adhere to the Academy’s Code of Conduct, which includes:

· Professional behavior, punctuality, and respect.
· Adherence to ethical standards and prevention of policy violations.
· No tolerance for harassment, unauthorized behavior, or security breaches.

9. Review and Continuous Improvement
This policy will be reviewed annually to incorporate any necessary improvements based on feedback and regulatory updates. Feedback from complaint resolution outcomes will also be used to enhance Academy policies and practices.





Appendix: Complain Form

Beauty Valley Academy Complaint Form
Date of Submission: _______________
Complaint Reference Number: ___________________

1. Complainant Information
· Name: __________________________________________
· Contact Number: ___________________________________
· Email Address: ____________________________________
· Role: (Select one)
☐ Learner
☐ Trainer
☐ Assessor
☐ Staff
☐ Other (Please specify): ________________________
2. Incident Details
· Date of Incident: _______________
· Time of Incident: _______________
· Venue / Location of Incident: ____________________________________________
· Trainer/Assessor/Staff Involved (if applicable): _____________________________
· Administrative Person in Charge (if applicable): ___________________________
3. Type of Complaint (Check all that apply)
· Training Quality
☐ Trainer Punctuality
☐ Course Content
☐ Trainer’s Professionalism or Skills
· Compliance and Ethics
☐ Unethical Behavior
☐ Unauthorized Conduct
☐ Theft
· Harassment or Misconduct
☐ Verbal Harassment
☐ Physical Harassment
☐ Discrimination
· Health and Safety
☐ Injury/Accident
☐ Property Damage
☐ Unsafe Environment
· Other
☐ Administrative Support
☐ Unauthorized Personnel
☐ Security Breach
☐ Other (Please specify): ___________________________
4. Description of Incident
Please provide a detailed account of the incident. Include specific details of what occurred, the actions of those involved, and any other relevant information. Use additional pages if necessary.



5. Evidence and Supporting Documentation
· Were there any witnesses?
☐ Yes (If yes, please list names and contact information)
☐ No
Witness Names & Contacts:
1. 
2. 
3. 
· Evidence Provided (Check all that apply)
☐ CCTV Footage
☐ Incident Report
☐ Screenshots/Photos
☐ Learner Handbook
☐ Signed Witness Statements
☐ Other (Please specify): ___________________________
6. Desired Outcome
Please describe what you would like to see as a resolution to this complaint.




7. Declaration
I hereby declare that the information provided in this complaint form is accurate and truthful to the best of my knowledge. I understand that any false statements may lead to disciplinary action.
Signature of Complainant: __________________________
Date: _______________

8. For Official Use Only
Initial Acknowledgment
Date Complaint Received: _______________
Complaint Officer Assigned: __________________________
Date Acknowledgment Sent to Complainant: _______________
Investigation Details
· Investigation Start Date: _______________
· Investigation Completion Date: _______________
· Findings Summary:


Resolution and Action Taken
Resolution Date: _______________
Actions Taken: (Check all that apply)
☐ Corrective Training
☐ Warning Issued
☐ Suspension/Termination
☐ Health and Safety Improvement
☐ No Action (provide explanation below)
Details of Actions Taken:


Official Response to Complainant
Dear [Complainant’s Name], _________________________
Thank you for bringing this matter to our attention. We have completed a thorough investigation into your complaint and have taken the following actions to address the issues raised:
Summary of Findings:

Actions Taken:

If you have any further concerns or require additional clarification, please do not hesitate to reach out to our office. We are committed to maintaining a safe, respectful, and high-quality environment at Beauty Valley Academy.
Complaint Officer’s Name: __________________________
Position: __________________________
Signature: __________________________
Date: _______________
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