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Complaints Procedure

BMR (UK) Ltd values its learners and customers and we aim to offer exceptional standards of customer
service to all our clients and visitors.

However we appreciate that on occasion we may be perceived to fall short of the rigorous standards we
have set. In instances where a learner and/or an employer feels that they are dissatisfied with any aspect of
our provision we encourage them to follow our complaints procedure. This process will involve a thorough
investigation and an appropriate course of action to address the cause of the complaint.

In the first instance learners are asked to discuss their complaint with their tutor/assessor. Many issues are
usually resolved at this stage. However, if the learner is not satisfied he/she may put their complaint in
writing, using the complaints form to record their issues. This will then be passed to a senior member of
staff to investigate.

If any of our employers have a cause for concern or an aspect of our service they are not happy with, we
ask that he/she contacts our Operations Manager, Jackie Hill, directly on 01952 210848.

Following investigation of any complaint, a member of the Senior Staff team will respond to the complainant
within 5 working days of the complaint being made and inform them of any action taken. If the complaint is
found to be unjustified the reasons will be clearly stated.

If the person making the complaint is dissatisfied with the response they may complain to the Director of
BMR, Deva Odedra, Suite 210, Grosvenor House, Central Park, Hollinswood Road, Telford, Shropshire,
TE2 9TW.

A copy of our formal complaint form is available from Hannah Woodward and can be requested via our
website: www.bmrtraining.com, by telephone: 01952 210848 or by sending an email to
hannahflello@bmrtraining.com

What to do if you have a complaint

If you are unhappy about any aspect of your programme or the way your learning is organised or delivered,
please talk to your Assessor. He/she may be able to help you straight away. If the complaint needs to go
further you should request a complaints form, and if you need assistance, please contact us on 01952
210848 and we will gladly assist you in the completion of the form. The form will then be passed onto the
relevant member of staff who will respond within five working days.

If you are unhappy with your Assessor, please contact Jackie Hill, our Operations Manager on the number
given above.
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http://www.bmrtraining.com/

CUSTOMER COMPLAINTS RECORD SHEET

Customer Details:
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Statement of Complaint

My complaint is:

In an attempt to resolve my complaint informally, | have already spoken to the following people:

To resolve my complaint, | would like the following to happen:

Please hand this form to a BMR member of staff or send to Hannah Woodward, Senior Administrator, BMR
(UK) Ltd, Suite 210, Grosvenor House, Central Park, Hollinswood Road, Telford, Shropshire, TF2 9TW

Passed tO ....cceuveeiieeieee e ON .oovevreenn. - /20
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Name of BMR staff dealing with the complaint..................ooooiiii i

Action Taken:

Name of person confirming action taken ...
SIGNALUIE ©ooeieee e Date: ...
Complaint resolved to customer’ satisfaction? YES [ ]NO []

If ‘NO’, Further action required?

Please state:

Action Taken:

SIGNALUIE: . Date...coieiiiiiiiiiiiie
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