
   

 

 

  

POLICIES & PROCEDURES 

Complaints 

Policy 

Version 1.6 August 2026 



   

 

 

 

Contents Page 
 

 

1. Introduction .............................................................................................................................................................. 3 

2. Purpose ..................................................................................................................................................................... 3 

3. Definition................................................................................................................................................................... 3 

4. Making a Complaint .................................................................................................................................................. 5 

5. Whistleblowing ......................................................................................................................................................... 6 

6. Investigation into a Complaint .................................................................................................................................. 6 

7. Outcome of the Investigation ................................................................................................................................... 6 

8. Response to the Complaint ....................................................................................................................................... 7 

9. Procedure .................................................................................................................................................................. 7 

10. Vexatious Correspondence or Behaviour ............................................................................................................... 7 

11. Continuous Improvement ....................................................................................................................................... 8 

 

 
 



 

Complaints Policy 
August 2026 v1.6 

 1. Introduction 

As an Ofqual regulated awarding body, ABBE must abide by the General 

Conditions of Recognition.  In terms of complaints handling, ABBE must meet 

the following conditions: 

D4.1 An awarding organisation must answer accurately, fully and within a 
reasonable time, any reasonable enquiries received by it from Users of 

qualifications. 
D4.3 An awarding organisation must establish, maintain, publish and at all 

times comply with a written complaints procedure. 
D4.4 The complaints procedure must in particular include procedures and 
timescales for: 

(a) responding to complaints, and 
(b) dealing with the subject matter of complaints. 

 

Where a complaint is raised, ABBE will follow the process outlined in this policy 

to handle the complaint sensitively and efficiently. 

 

2. Purpose 

The purpose of this policy is to outline how, and the instances in which, a 

complaint can be made to ABBE.  It also explains how ABBE will handle the 

complaint to ensure that all complaints are dealt with professionally, and in a 

timely manner. 

 

The policy details the process of how complaints are handled and the steps we 

will take to resolve them.  

 

This policy does not cover: 

❖ Requests for information under the Data Protection Act 2018  

❖ Requests made under the Freedom of Information Act 2000 

❖ Assessment enquiries, which must be made in line with the ABBE 

Assessment Enquiries Policy 

❖ Appeals, which must be made in line with the ABBE Appeals Policy 

 

Where the subject matter involves suspected malpractice or maladministration, 

please refer to the ABBE Malpractice and Maladministration Policy. 

 

 3. Definition 

A complaint is as an expression of dissatisfaction with the level of service 

delivered by ABBE or an ABBE Approved Centre. There are three types of 

Complaint that can be made to ABBE:  

❖ Learner Complaint Against a Centre 

❖ Learner Complaint Against ABBE 

❖ Centre Complaint Against ABBE 
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Learner Complaint Against a Centre 

A learner might make a complaint against their centre when something about 

the delivery, environment, or administration of their course falls below expected 

standards.  

 

Where a learner wishes to make a complaint in relation to their centre, they are 

instructed that before making a formal complaint to ABBE, all aspects of the 

centre’s complaints policy must be fully exhausted.  ABBE will require evidence 

of this.  If, after exhausting their centre’s complaints policy, a learner feels that 

their complaint has not been fully resolved, they can then escalate the same 

complaint to ABBE. 

 

Example of a Learner Complaint Against a Centre  

A learner enrolled on a qualification notices that their assigned tutor/trainer 

frequently cancels sessions at short notice, provides minimal feedback on 

assignments, and is often unprepared during teaching. As a result, the learner 

feels they are not receiving the support needed to progress and are falling 

behind through no fault of their own. 

 

In this situation, the learner may raise a complaint because: 

❖ Teaching is inconsistent — teaching is cancelled or poorly delivered 

❖ Assessment feedback is delayed or insufficient, making it hard to improve 

❖ Support promised at enrolment is not being provided 

❖ Progression is at risk due to issues caused by the centre, not the learner 

 

Where a complaint is made by a learner in relation to their centre, they are 

advised that ABBE will contact the centre to check that their complaints policy 

has been exhausted and to request evidence, details of their response to the 

learner and the outcome. 

 

Learner Complaint Against ABBE 

If a learner wants to complain about something that relates specifically to ABBE’s 

actions or level of service, they may then submit a complaint directly to ABBE. 

 

A learner might make a complaint against ABBE when the issue goes beyond 

their training centre and relates directly to how the qualification is administered.  

 

Example of a Learner Complaint Against ABBE  

A learner successfully completes all components of their qualification at their 

training centre. The centre submits the learner’s results to ABBE, but ABBE: 

❖ Fails to process the results within its published timescales 

❖ Provides unclear, untimely or inconsistent information  

❖ Fails to follow published processes 
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Centre Complaint Against ABBE 

A centre complaint against ABBE is for a situation where the centre, rather than 

an individual learner, raises concerns about how ABBE has carried out its 

responsibilities. The issue must relate to matters that fall within ABBE’s control, 

not the centre’s own internal processes. 

 

A centre may complain when it believes that ABBE has acted in a way that is 

incorrect, inconsistent, or outside of its published policies.  

 

Example of a Centre Complaint Against ABBE  

A centre submits a batch of learner CRFs to ABBE after all relevant quality 

assurance processes have been applied. The centre expects certificates to be 

issued within ABBE’s published timescales. Instead: 

❖ Certificates are delayed for several weeks beyond the stated timeframe 

❖ The centre contacts ABBE multiple times for clarification but receives 

inconsistent information or no response 

❖ The delays prevent learners from starting new jobs, renewing professional 

registrations, or progressing to further training 

 

4. Making a Complaint 

We aim to ensure that the service provided by ABBE is of the highest standard.   

 

Formal complaints should be made in writing, using the Complaint Form and 

either emailed to: 

 

E: abbeenquiries@bcu.ac.uk 

 

Or posted to: 

 

ABBE 

Birmingham City University 

Curzon Building 

4 Cardigan Street 

Birmingham 

B4 7BD 

 

The complaint must include the following information: 

❖ Full details of the complaint being made 

❖ Dates and times it happened 

❖ Names of individuals involved 

❖ Name, address, email address and telephone number of complainant 

❖ Centre number or learner number of complainant 

❖ Any evidence or relevant correspondence to support the complaint 
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5. Whistleblowing 

We understand that sometimes a complainant may wish to remain anonymous, 

further details about making an anonymous complaint can be found in our 

Whistleblowing Policy. 

 

Please be aware that with an anonymous complaint, we will be unable to provide 

the complainant with any information on the outcome of the investigation and 

what action we have taken. 

 

6. Investigation into a Complaint 

All complaints will be acknowledged within five working days of receipt, 

providing a timescale for when a formal response to our investigation into the 

complaint will be provided.  If the complaint is complex, we may need 

clarification on what the issues are, so we may ask for further information. 

 

All complaints will be treated confidentially and will be handled in accordance 

with ABBE’s Privacy Policy. Personal data will be collected, used, and retained in 

accordance with the General Data Protection Regulation (GDPR)  

and the Data Protection Act 2018. 

 

It is important to note that throughout the complaint process, complainants will 

be treated with respect, and their complaints will be handled in a confidential 

and impartial manner.  

 

Additionally, ABBE will maintain a record of feedback, concerns and complaints  

received and may use this information to identify any trends and areas for 

improvement in our products and services. This information may also be used to 

measure our performance in addressing and resolving complaints and to make 

sure that our complaints process is working effectively. 

 

7. Outcome of the Investigation 

Where necessary, ABBE will put arrangements in place to ensure that any issues 

identified will not recur and will notify others who may be affected by any 

changes made. 

 

Should the complainant not be satisfied with the outcome of the investigation 

and the response to the complaint, and only where the ABBE Complaints Policy 

has not been followed, they can request an Appeal against the Outcome of the 

Complaint Investigation (see ABBE Appeals Policy for details).  
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8. Response to the Complaint 

Following the investigation, we will provide the complainant with a full and final 

response. This response will summarise the investigation and give an outline of 

any actions and steps which will be taken to resolve the issue and prevent 

reoccurrence.   

 

9. Procedure  

Step One 

To raise a formal complaint with ABBE, send the full details of the complaint in 

writing, along with your supporting evidence, to ABBE via email or letter, using 

the Complaint Form.  

 

Step Two 

ABBE will acknowledge the complaint within five working days of receipt and will 

confirm whether the complaint can be accepted in line with the Complaints 

Policy.  Where the complaint can be accepted, ABBE will provide a timescale for 

when a formal response can be expected.  

 

Step Three 

An investigation will be undertaken into the issue raised. The person undertaking 

the investigation will have had no prior involvement with the issue being raised. 

 

Step Four 

The outcome of the investigation and any actions to be taken will be 

communicated to the complainant. 

 

Step Five 

Where necessary, ABBE will put arrangements in place to ensure that the issue 

will not recur. 

 

10. Vexatious Correspondence or Behaviour  

ABBE staff have the right to work without fear of abuse, intimidation, or 

harassment. Threatening or abusive correspondence or behaviour will not 

be tolerated under any circumstances, and ABBE staff will not engage 

with persistent or harassing contact from complainants. If this kind of 

behaviour occurs, ABBE will treat it as vexatious.  

 

Vexatious behaviour includes, but is not limited to: 

❖ Abusive, intimidating or threatening written or telephone 

correspondence or physical behaviour in a face to face meeting. 

❖ Abusive, intimidating, threatening or false posts on social media, 

forums, or other online platforms. 

❖ Persistent repeated contact without providing any new information 

or evidence, or harassment of any kind. 
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❖ Making unreasonable demands on ABBE staff, e.g. outside the remit 

of the complaint.  

❖ Making accusatory or malicious remarks about or against ABBE, 

ABBE staff or representatives, or ABBE centres. 

❖ Making statements known to be false/inaccurate/misleading. 

 

Vexatious behaviour will be dealt with appropriately, which may include 

reporting to the police where it is believed that an offence has been 

committed. 

  

Vexatious behaviour may be reported to the ABBE Senior Leadership 

Team and Board, either of which may request specific action be taken 

against the perpetrator as a result. 

 

11. Continuous Improvement 

To ensure that this policy remains fit for purpose and that the procedures and its 

outcomes are achievable, it is subject to a three-year review cycle, or earlier 

should any feedback or concern be brought to the attention of ABBE. This policy 

is also reviewed as part of ABBE continuous improvement monitoring through its 

annual self-assessment arrangements.   

  



 

Complaints Policy 
August 2026 v1.6 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This document is copyright under the Berne Convention. All rights are reserved. Apart from any fair dealing for 

the purposes of private study, research, criticism or review, as permitted under the Copyright, Designs and 

Patents Act 1998, no part of this publication may be reproduced, stored in a retrieval system, or transmitted in 

any form by any means, electronic, electrical, chemical, mechanical, optical, photocopying, recording or 

otherwise, without prior written permission of the copy owner.  

 

Requests for permission should be sent to ABBE Enquiries at abbeenquiries@bcu.ac.uk 

 

Copyright © ABBE – Awarding Body for the Built Environment 2026 

 

mailto:abbeenquiries@bcu.ac.uk

