
 
 

Complaints Policy &Procedure 

A copy of our Complaints Procedure is available on our website at: 

To add 

Making a complaint 

A complaint is an expression of dissatisfaction concerning Academia2Link product or service.  
Academia2Link take all complaints extremely seriously and all staff are trained and committed to 
rectify any problem as soon as it is brought to their attention.  

Therefore, we aim to ensure that: 

 making a complaint is as easy as possible; 

 we treat a complaint as a clear expression of dissatisfaction with our service which calls for an 
immediate response; 

 we deal with it promptly, politely and, when appropriate, confidentially; 

 we respond in the right way - for example, with an explanation, or an apology where we have 
got things wrong, or information on any action taken etc; 

 we learn from complaints, use them to improve our service, and review annually our 
complaints policy and procedures. 

 we will not treat you less favourably than anyone else because of your:  

o sex or legal marital or same-sex partnership status: this includes family status, 
responsibility for dependants, and gender (including gender reassignment, whether 
proposed, commenced or completed) 

o sexual orientation 

o colour or race: this includes ethnic or national origin or nationality 

o disability 

o religious or political beliefs, or trade union affiliation 

o any other unjustifiable factors, for example language difficulties, age, pregnancy and 
maternity. 

We recognise that many concerns will be raised informally and dealt with quickly. Our aims are to: 

 resolve informal concerns quickly; 

 keep matters low-key; 

 enable mediation between the complainant and the individual to whom the complaint has 
been referred. 

Should this fail to provide you with a satisfactory resolution, or you feel it is inappropriate to address 
your complaint to the trainer, then please complete the record of complaint form and send it to the 
Director Aliyu Kazeem via one of the following options: 

E-mail:kaz@academia2link.com 

UK Head Office 
P Kennedy Building 
3 Watling Gate 



 
 

207-303 Edgware Road London 
NW9 6NB 

admin@academia2link.com 

Tel: 0203 884 0401 

Birmingham 
43 Temple Row 
Birmingham 

B25LS 
0121 794 8286 

Bedford 
Queens Park Community Centre 
52 Marlborough Rd 
Bedford  

MK40 4LF 

Crawley 

9 Kelvin way 
Crawley  

RH10 9SE 

Email: info@academia2link.com 
Tel: 0203 884 0401 

Recording complaints 

Complaint details, outcomes and actions taken are recorded by us and used for service 
improvement. Academia2Link Ltd record all complaints we receive and collate data from them to 
help us understand what types of problems are most prevalent, and how well we are doing to 
resolve them. 

We value your feedback and expect to use it to help us to:  

 get things right in the future if we have not done so already 

 become more customer focused  

 be more open and accountable  

 act fairly and proportionately  

 seek continuous improvement 

We will handle your information so that it is only processed and retained appropriately and legally, 
in line with data protection legislation.  

Confidentiality 

Except in exceptional circumstances, every attempt will be made to ensure that both the 
complainant and Academia2Link maintain confidentiality in line with the Data Protection Act and 
GDPR. 

However, the circumstances giving rise to the complaint may be such that it may not be possible to 
maintain confidentiality (with each complaint judged on its own merit). Should this be the case, the 
situation will be explained to the complainant. 



 
 

How Academia2Link will respond to your complaint 

 

 

 

Complaint received and logged

Stage 1 
Complaint sent to the member of staff originally seen or 

manager for assessment

Acknowledgement sent within 4 working days

Full response sent within 15 working days

Are you happy with our response?

Yes
Complaint closed and any 
lessons drawn - thank you

No 
Ask for a review of our 

response 

Stage 2
Acknowledgement sent within 4 working days

Complaint sent to Director to review

Full response sent within 15 working days

Are you happy with our response?

Yes
Complaint closed and any 
lessons drawn - thank you

No
Final Stage

Complaint referred to 
Director



 
 

Formal Complaints Procedure 

Academia2Link ask that you raise your complaint as soon as possible after the event so that we have 
the opportunity to investigate fully.  The Director will investigate your complaint and respond to you 
within 5 working days. 

Stage 1 

In the first instance, if you are unable to resolve the issue informally, you should write to the 
member of staff who dealt with you, or their manager, so that he or she has a chance to put things 
right. In your letter you should set out the details of your complaint, the consequences for you as a 
result, and the remedy you are seeking. 

You can expect your complaint to be acknowledged within 4 working days of receipt. You should get 
a response and an explanation within 15 working days. 

Stage 2 

If you are not satisfied with the initial response to the complaint, then you can write to the Centre 
Coordinator and ask for your complaint and the response to be reviewed. You can expect the Chief 
Executive to acknowledge your request within 4 working days of receipt and a response within 15 
workings days. 

Academia2Link’s aim is to resolve all matters as quickly as possible. However, inevitably some issues 
will be more complex and therefore may require longer to be fully investigated. Consequently, 
timescales given for handling and responding to complaints are indicative. If a matter requires more 
detailed investigation, you will receive an interim response describing what is being done to deal 
with the matter, and when a full reply can be expected and from whom. 

Final Stage 

If you are not satisfied with the subsequent reply from the Centre Coordinator, then you have the 
option of writing to the Director, stating the reason why you are dissatisfied with the outcome. You 
must do this within 10 days of receiving the written response from the Centre Coordinator. 

The Director (or their nominee) will respond normally within 10 working days to inform you of the 
action which will be taken to investigate your complaint, and when you can expect to hear the 
outcome of the investigation. 

The Director can be contacted on: 

Call:0203 884 0401 

E-mail:kaz@academia2link.com 

Write to: Aliyu Kazeem, P Kennedy Building, 3 Watling Gate, 207-303 Edgware Road London, NW9 
6NB 

This will be the final route of escalation within our company.  Therefore, if you remain unhappy after 
following our own internal complaints procedure and your complaint refers to services you have 
received relating to your course and achieving your qualification then please contact the Awarding 
Organisation directly.  The Awarding Organisation will be Highfield Qualifications and their complaint 
policies can be located on their websites: www.highfieldqualifications.com 

Alternatively, please speak to the Highfield team on 0845 2260350 on 0191 239 8000. 



 
 

Should you address your complaint to the awarding body and remain unhappy with the outcome 
you may then raise your complaint to the relevant qualification regulator.  A representative of 
Academia2Link will be able to offer you guidance on the appropriate qualification regulator in each 
instance and provide contact details. 

If you have any queries about the contents of this policy, please contact the Director Aliyu Kazeem 
on 0208 629 8770 or email kaz@academia2link.com 

Review  

This policy is reviewed on an annual basis, or earlier where required, for example to respond to 
legislative changes. 

Record of Complaint 
 

Name of person raising complaint: Date: 
 
 

 

Contact Number: Contact Email: 
  

 
Please identify your connection with Academia2Link (i.e. Learner, employer, partner, member of 
public) 
 
 
Description of the nature of the complaint, please include all necessary details (i.e. dates, times, 
locations) 
 
 
 
 
 
 
 
Please list any people you have dealt with so far regarding your complaint 
 
 
 
 
 
 
Are there are additional attachments regarding your complaint (such as letters, assessment 
workbooks, resources, social media posts etc.) 
 
 
 
 
 
 
 
 


