IBTS - Online School LAMDA Policy - Complaints Policy

1. How Customers Can Make a Complaint (Methods of Communication) Customers of the
International British Theatre School—including learners, parents, or legal guardians—can lodge
a formal complaint via email or written letter. To ensure a clear paper trail, complaints should be
submitted in writing to our dedicated email address: info@britishtheatreschool.com. If a
customer calls our phone line to voice a complaint, our administrative staff will capture the
details over the phone but will request that the complainant follow up with a brief email
confirmation so that no details are misinterpreted.

2. Informal Resolution Stage We strongly prefer to resolve customer issues quickly and
positively. In the first instance, all complaints will be reviewed to see if an informal resolution is
possible. The Centre Coordinator will contact the customer within 48 hours to discuss the issue
informally, speak directly with the specific personnel involved, and attempt to reach a mutual,
immediate solution before escalating the matter to a formal case.

3. Turnaround Times for Formal Resolution

Where an informal resolution is not possible or appropriate, the matter is advanced to a formal
review:

e Acknowledgement: The customer will receive an official written acknowledgement of
their formal complaint within 3 working days of receipt.

e Investigation and Outcome: A full investigation will be conducted, and a
comprehensive written response detailing the outcome and any corrective actions taken
will be sent to the customer within 15 working days. If a complex issue requires more
time, we will provide the customer with a status update every 15 working days until a
final decision is reached.

4. Logging and Tracking Procedures

Every complaint received by our school is tracked systematically to maintain service quality. All
cases are recorded in a secure, digital 'Customer Feedback and Complaints Log' managed
internally by the Centre Coordinator. Each entry details the complainant's identity, the date of
receipt, the nature of the dissatisfaction, progress notes during the investigation, and the final
resolution date. This log is reviewed annually by our leadership team to identify areas for
institutional improvement.

5. Dedicated Staff Responsibilities To ensure an unbiased and fair investigation, complaints
are handled sequentially:

e Initial Investigation: The Centre Coordinator (Ben Whiteside) is responsible for the
baseline handling, investigation, and logging of everyday complaints.

e Independent Escalation: If a complaint directly involves the Centre Coordinator, or if a
customer is dissatisfied with the initial outcome, the case is escalated to our Head of



Centre, who acts as an independent reviewer to evaluate the issue with a fresh
perspective and make a final determination.
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