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Swarm Complaints Procedure 
 
Our complaints policy 
We are committed to providing a high-quality training service to all of our learners and 
employers.  When something goes wrong, we need you to tell us about it. This will help us to 
improve our standards and the training received. 
 
What to do if I am not happy about something? 
Swarm wants to hear from you no matter how small you think the nature of the complaint 
is. If you have something you want to mention, then please contact our dedicated support 
officer who will help you in the strictest confidence. 
 
Dedicated Support officer is: Lucy Martin 
Office: 01953 668000 
Email: lucy@swarmgroup.org.uk 
 
What will happen next?  
 

1. We will send you an email acknowledging receipt of your complaint within 24 hours 
of receiving it. 

 
2. We will then investigate your complaint.  

 
3. Within a further three days of receiving the complaint, we will contact to you to 

update you on what actions have taken place and if any solutions have been agreed 
with you.  
 

4. Depending on the seriousness of the complaint, we may ask to meet with you in 
person to discuss the events and document any actions that arise. 

 
5. If the nature of your complaint is not deemed serious and you do not want a 

meeting or it is not possible, our dedicated support officer will send you a detailed 
written reply to your complaint, including his/her suggestions for resolving the 
matter, within 21 days of sending you the acknowledgement email.   
 

Right of Appeal 
 

1. If you are still not satisfied, you should contact us again and we will arrange for your 
complaint to be passed to the Operations Manager to be reviewed and actioned. 

 
6. We will contact you again within 14 days of receiving your request for a review, 

confirming our final position on your complaint and explaining our reasons.  
 

7.  If you are still not satisfied, you can then contact the: 
Education Skills Funding Agency via the below link that has guidance on how to 
make your complaint. 
 
https://www.gov.uk/government/organisations/education-and-skills-funding-
agency/about/complaints-procedure#complain-about-a-post-16-training-provider-
college-or-employer-we-fund 
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Our commitment to quality assurance 
Swarm uses information and feedback from you to support our ongoing development and 
make sure our service and training is of the highest standard. 
 
All feedback will be reviewed screened subject to the data protection act and used by our 
Quality teams to develop our training and delivery. 
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CEO 
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