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Document Summary 
 
This document outlines the complaints process related to teaching, learning and 
assessment for Adult Skills learners at Maximus UK.  It provides guidance on handling 
complaints regarding assessment decisions, service delivery, and qualification content, and 
details the escalation process for unresolved complaints. 
 
 All colleagues are required to adhere to Maximus UK’s overarching policies and strategies, 
which are located on The Max (staff intranet). 
 

1. Purpose of the Policy 
 
The purpose of this policy is to ensure learners are aware of the complaints process and to 
provide a clear framework for addressing complaints related to teaching, learning, 
assessment decisions, service delivery, and qualification content.  
 

2. Scope and Applicability 
 
This policy applies to all colleagues working on the Adult Skills Fund.  
 
The policy applies to all Maximus UK colleagues involved in delivering teaching, 
learning and assessment to Adult Skills learners.  It also applies to learners who may 
have complaints about their course, assessment decisions, or service delivery 

 

3. Legislation & Compliance Obligations 
 

The document does not explicitly mention specific legislation or compliance 
obligations. However, it references adherence to Maximus UK’s overarching policies and 
strategies, as well as escalation to Awarding Organisations and Qualification Regulatory 
Authorities when necessary. 
 

4. Related Policies, Procedures and Reference Points 
•  Adult Skills Appeal of Assessment Decision Policy  
• Maximus UK Complaints Policy 

 

5. Roles and Responsibilities 
 

Role Responsibilities 

Trainer 
Responsible for explaining the complaints process to 
learners during induction and ensuring they know how to 
access relevant documentation 

Quality & Compliance Team 
Handles escalations and provides details for further 
escalation to Qualification Regulatory Authorities 

Awarding Organisation 
Representative 

Reviews escalated complaints relating to qualification 
delivery and provides resolution. 
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Commissioner 
Reviews escalated complaints relating to funding use and 
provides resolution 

Maximus UK Central Quality 
Team 

Reviews complaints received and escalates to the correct 
team/individual. 

 
 

6. Definitions 
 
The document does not include specific acronyms or definitions. 
 

7. Policy Requirements 
 
Learner Induction 
 
It is vital all learners are made aware of the complaints process as part of their induction. 
Copies of the process can be found at the front of all learner workbooks and within the 
resource banks on their e-Portfolio. It is the responsibility of the Trainer to explain the 
process fully and make the learner aware of how to locate the documentation.  

 

Complaints Process 
 
Throughout the delivery of all learning programmes, it is possible that a learner may 
become unhappy with an aspect of their course. Where complaints relate to an 
assessment decision, the learner should be referred to the Adult Skills Appeal of 
Assessment Decisions Policy. Where a complaint is related to the service a learner has 
received or qualification delivery, the learner should be referred to the Maximus UK 
Complaints Policy.  
 
Where a complaint is related to the content within a qualification, the Adult Skills Appeal 
of Assessment Decisions Policy should be followed in the first instance. If the learner is 
not happy with the proposed solution to the complaint, it is possible the complaint will 
need to be escalated to the Awarding Organisation.  
 
The Awarding Organisation will allocate a representative to review the complaint, who 
will use all information available to them to identify an appropriate resolution to the 
issue. A full written response and proposed resolution will be provided to the learner 
and the Quality & Compliance. 
 
If the complaint has still not been resolved at this point, it can be escalated further to the 
appropriate Qualification Regulatory Authority. The details will be provided by the 
Quality & Compliance upon request. 

 

8. Monitoring and Measuring 
 
All complaints relating to qualification delivery will be monitored by the Adult Skills 
Quality & Compliance Team, and updated provided. 
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Complaints received by the Maximus UK central Quality Team will be monitored 
through the Quarterly Quality Review process. 
 

9. Retention and Destruction 
 
Documented information must be retained and destroyed in accordance with all  
contractual requirements and our Maximus UK Data Protection Policy.  
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