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LEARNER COMPLAINTS  PROCEDURE 

At Devon School of Fitness (DS Fitness) we are committed to providing a high 
standard of service and to continuously improving and extending what we can 
offer. However, we recognise that there may be occasions when things go 
wrong. Sometimes you may be dissatisfied with the way we have applied our 
policies or with the services you have received. It is important that you tell us 
when this happens so that we can deal speedily with the problem you have 
raised. Feedback really does help us to improve the quality of our work. 
Concerns relating to potential safeguarding issues should be raised under the 
organisation’s Safeguarding Policy. 

You may complain under this procedure if you feel: 

• The service you have received from DS Fitness has failed to meet our service 
standards 

• You have not been treated in accordance with our policies and procedures 

• You are unhappy with the behaviour of our staff 

We consistently review the nature and number of all complaints. The 
monitoring and review of complaints contributes to our process of self-
assessment leading to an improved quality of service. 
 

Procedure 

This procedure applies to all students of DS Fitness who wish to complain 
about the service. Please note: if your complaint relates to a specific 
assessment, please refer to the specific Appeals Procedure. DS Fitness 
strives to achieve the highest quality learning opportunities and services. The 
following Complaints Procedure outlines the action which may be taken. This 
reflects DS Fitness’s commitment to provide a fully comprehensive and 
student centred service. DS Fitness takes the view that complaints provide 
valuable feedback so that we can improve our service. In this sense, 
complaints are welcome and you should not feel concerned that there will be 
negative consequences. At the same time if you are especially pleased with 
the service you have been provided with, we welcome these comments too.  
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Stage 1 / Informal (immediately/ while on course)  

 

You can contact your tutor, assessor or relevant department manager who is 
under instruction from DS Fitness to ensure that concerns or ideas are dealt 
with fairly and quickly. They will take into account all relevant facts and use 
their discretion to resolve matters with due sensitivity. Notes will be taken in 
relation to this informal discussion and kept at the office in case of further 
investigation. If you do not feel comfortable discussing your complaint with 
your tutor/assessor or you are dissatisfied with the outcome of this informal 
stage, you should proceed to stage 2.  

Formal procedure 

Stage 2 (within 30 days of the end of the course)   

You can write by email to the Director of the Devon School of Fitness at 
info@ds,fitness  

The information needs to include a) Your name, address and course type b) A 
description of your concern or complaint c) Ideas about what DS Fitness 
should do to put things right.  After you have made your complaint you will 
receive written acknowledgement within five working days. Your complaint will 
be fully investigated. You will receive a written response within a month of 
how the complaint has or will be resolved. Each complaint is handled 
individually based on the information received in the letter and will be resolved 
using this criteria too. You may make an anonymous complaint, however, it 
may not be possible to investigate fully and we would be unable to respond 
personally. If you are dissatisfied with the outcome you should proceed to 
stage 2.  

DS Fitness would be very pleased to receive praise or suggestions for how 
things can be improved. These should be sent to the Director of DS Fitness, 
whose details are set out in Stage 1 of this procedure. 

 


