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INTRODUCTION

At Harley Academy Ltd, we are committed to giving our clients the highest
possible standards of care and service at all times. If our performance does not
meet expectations, we welcome feedback to enable us to review how we might
have done things differently and how we can use the feedback to improve the
quality of our services. In the unlikely event that a client is unhappy with the
service they have received, we have created this complaints procedure to ensure
we can resolve the issues as quickly and efficiently as possible. The process
outlined below aims to be fair to those making complaints and those
complained about. We continually look at ways to improve what we do for our
clients by learning from their feedback. If you require assistance with making
your complaint, Harley Academy Ltd. will be pleased to help.

GENERAL PRINCIPLES

1. A summary of the Harley Academy Ltd. complaint process is available to all
our clients via our website and in the clinic. A copy of the full policy is
available at any time if any concerns are made about any aspect of the
services we provide.

2. All complaints are taken seriously irrespectively of whether they are
received verbally or written. All complaints will be acknowledged by phone,
email or in person (where applicable), on the same day that the complaint has
been received. If a complaint has been made anonymously, these will be
recorded and assessed, and action is taken where necessary.

3. Students are encouraged to discuss any concerns about training and
service with their trainer, or they can complete our customer feedback form.

4. A written acknowledgement will be made within 2 working days of
receiving a complaint.

5. If we are unable to resolve the complaint within 5 working days, an
investigation will take place and a response will be made within 15 working
days.

2



6. If we are unable to conclude an investigation within the allocated time
frame, a letter will be sent explaining the reasons behind the delays and within
a minimum of every 15 working days.

7. When managing complaints, we will ensure that we apologise for any
shortfalls identified, explaining the steps we have taken to prevent the same
issue from occurring again.

8. All complaints will be dealt with fairly and confidentially. The name of any
person making a complaint will not normally be published outside Harley
Academy Ltd, except to people and clinics who are directly involved. Under
some circumstances, the person making the complaint may not wish their
identity to be made known at all, and this will be respected if possible.

9. All complaints will be logged in our complaints tracker for monitoring and
auditing purposes, and to ensure that the relevant learning outcomes are put
into effect.

COMPLAINTS PROCEDURE

● All minor and straightforward complaints will be dealt with by our front
line staff in the first instance. Complaints of this nature will be
recorded and audited.

● If a complaint can not be dealt with by our front line staff immediately,
stage 1 of the complaints process will come into effect.

● Complaints of a serious nature (such as client injury) are escalated
directly to the Director of Operations & Education Director within 48
hours.

The three stages of our complaint process are as follows

1. Stage 1:
All complaints should be raised with the Education Administrators
within 3 months of the date of the issue occurring or as soon as the
issue was first identified.
A meeting will be scheduled with the Education Administrators to
discuss the concerns and a resolution will be presented at the earliest
opportunity.
All meetings will be followed up in writing outlining the points
discussed.
The Education Administrators will undertake an investigation,
reviewing the case in detail, which may include taking statements
from any personnel involved.
Once this process has been concluded in Stage 1, the client will be
informed in writing. If the client is not satisfied with the resolution and
they wish to appeal and escalate, they will be informed of the next
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stage of the complaints process (stage 2). They must do this within 3
months of the final response letter received at stage 1.

2. Stage 2:
Clients who are dissatisfied with a stage 1 resolution, will be referred
to the Education Manager for further review and investigation.
Once the independent investigation by the Education Manager has
been concluded at Stage 2, the client will be contacted by the
Education Manager directly. If the client is not satisfied with the
resolution and wishes to escalate to the next stage of the complaints
process (stage 3), they must do this within 3 months of the final
response letter received at stage 2.

3. Stage 3:
Clients who remain unhappy will have the matter referred to a
company Operations Director for final assessment. If the Director
decides that no further action is necessary, they will write to the client
explaining the reasons for the decision.

This completes the complaints process and no further internal
recourse is available.

If the client remains dissatisfied with the handling of the complaint at stage 3,
alternative bodies exist, such as the Citizens Advice Bureau, who can deal
with any concerns raised.
Citizens Advice consumer helpline: 03454 04 05 06

OTHER INFORMATION

Some of our Doctors, Consultants, Nurses and Aesthetic Practitioners are
independent practitioners and, as such, are not employees of Harley Academy
Ltd.  Complaints regarding the outcome of any procedure or any other issues
concerning one of our independent practitioners should be addressed directly
to us as per our complaint process. The practitioner who carried out the
procedure is solely responsible for the results and it is the company’s policy
not to transfer care to another practitioner.  However, when the originating
practitioner is no longer available, Harley Academy reserves the right to
review the basis upon which any additional treatment is provided.

In some cases, an appropriate response might include an offer of limited
compensation.  This may extend from a reduction in a bill to a modest ex
gratia payment; this will only be carried out if the complainant accepts this in
full and final settlement of all claims arising; any rights to external arbitration
are also waived.  The Complaints Policy does not prejudice the right of a
complainant to take legal action, however; if the complainant indicates their
intent to start litigation, then a compensation payment is not appropriate and
any legal claim should be immediately referred to a Director.  In these
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circumstances, the Complaints Policy applies and continues in the same way
unless a ‘letter of claim’ is received at which time the complaint process will
only continue for the issues which are not being covered in the legal action.

Personnel have the right to express their concerns about the questionable or
poor practice to any Senior Manager or Director of the Company, in
compliance with the Public Interest Disclosure Act 1998.  Personnel are
assured that they will not be penalised at any time for complaining in good
faith about poor practice.

It is a condition of Harley Academy insurance cover that, when claims
regarding personal injury or damage to property are made, no admission of
liability must be made as this may invalidate the Company’s insurance.
Complaints that relate to an insurance claim should instead be made to the
Education Manager who will liaise with the Director of Operations at Harley
Academy Ltd.

Notes:

1. The Service Provider is not the professional regulator for its students/faculty; it
does however have the power to investigate concerns relating to the conduct or
performance of some members with which it has a legally prescribed connection in
relation to GMC relicensing and revalidation. The Service Provider will review all
complaints which it receives and consider whether it relates to a matter which is
within the Service Provider’s remit. If the Service Provider is unable to look at the
complaint, the complainant may be referred to the appropriate regulator or agency.

2. The Care Quality Commission is the regulator for independent healthcare. The
Care Quality Commission has no statutory powers to investigate any complaints that
patients or other members of the public make about independent healthcare
services, nor do they have a regulatory role to manage, arbitrate or resolve their
complaints, concerns or allegations. However, they will take account of all
information that they receive from the public about registered independent providers,
or about unregistered providers that they consider should be registered. They assess
whether this ‘concerning information’ suggests that:

a) An offence has been committed as set out in the Health & Social Care Act
2008

b) A regulation has been breached as set out in the associated regulations, or
c) The provider has contravened a condition of their registration with us, as set

out in their registration certificate.

If they suspect that the provider has committed an offence under the Act or a breach
under the regulations, they are required to take action to bring about improvement.
Please note: Harley Academy is not a member of the CQC.
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Staff will provide help to any student or patient or relative of a patient wishing
to make a complaint.
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