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Complaints Policy

Purpose

Venture Security is committed to providing high-quality security, training and consultancy services.
Unfortunately, despite our best intentions, things can occasionally go wrong. When this happens,
we want to be informed so that we can investigate the matter, put things right where appropriate
and identify any improvements that may help prevent a recurrence.

We welcome complaints, comments and suggestions about the services we provide. All complaints
will be treated fairly, objectively and with appropriate confidentiality.

How to Make a Complaint

In the first instance, wherever possible, a complaint should be raised with the person who has
been dealing with you or the member of staff responsible for the service concerned. It is hoped that
most straightforward issues can be resolved quickly at this stage.

If the matter cannot be resolved to your satisfaction, or you do not feel it is appropriate to raise the
matter directly with the person concerned, you may make a formal complaint.

Security and General Service Complaints
Complaints relating to our security, operational or other general services should be submitted to:

People Director

Venture Security Management Limited
Unit 8, Focus Way

Walworth Business Park

Andover, Hampshire

SP10 5NY

Email: office@venturesec.co.uk

Training Service Complaints

Complaints relating to training, qualifications, assessments, e-learning, course administration,
trainers or other training and consultancy services should be submitted to our dedicated training
team at:

Email: training@venturesec.co.uk

Where appropriate, straightforward concerns should initially be raised with the trainer or member of
the training team concerned so that they have an opportunity to resolve the issue promptly.

Formal training complaints received through the dedicated training account will be recorded and
referred to the appropriate person for investigation. The People Director will provide oversight of
the formal complaints process where required.

When submitting a complaint, please provide sufficient information to allow us to understand and
investigate your concerns. This should, where possible, include your name and contact details, the
service or course concerned, relevant dates, the nature of your complaint and any supporting
information or evidence.

How We Will Deal with a Complaint
All complaints received by Venture Security will be appropriately recorded.

Complaints will be given appropriate priority and handled fairly, objectively and thoroughly.
Straightforward complaints will be dealt with by the staff involved wherever appropriate. Advice or
intervention will be sought from the relevant manager where required.
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Where a formal investigation is necessary, we will review the complaint, obtain relevant information
from the staff or records concerned and undertake any enquiries reasonably necessary to establish
what has happened.

We aim to provide complainants with an outcome within 14 days wherever reasonably practicable.
Where a complaint is more complex and additional time is required, we will keep the complainant
informed of progress and provide an indication of when an outcome can reasonably be expected.
At the conclusion of the investigation, the complainant will be advised of the outcome and, where
appropriate, any action that has been taken.

Where Venture Security is found to be at fault, reasonable steps will be taken to rectify the issue
and consideration will be given to any changes or improvements required to prevent a similar issue
occurring in the future.

Review of Our Decision
If you are dissatisfied with the outcome of a formal complaint, you may request that the matter is
reviewed by the Managing Director.

A request for review should be made in writing and should explain why you remain dissatisfied with
the original outcome.

The Managing Director will review the complaint, the investigation undertaken and the available
evidence before providing a final response.

The Managing Director's decision represents the final stage of Venture Security's internal
complaints process.

Training Complaints: External Escalation to Highfield Qualifications
Where a complaint relates to a Highfield qualification or associated service, the complainant should
first follow Venture Security's internal complaints process.

If the complainant remains dissatisfied after Venture Security's internal complaints process has
been exhausted, and the matter falls within Highfield Qualifications' remit, the complainant may
refer their complaint to Highfield in accordance with Highfield's current Complaints Procedure.
Highfield Qualifications can be contacted at:

Highfield Qualifications
Highfield ICON

First Point

Balby Carr Bank
Doncaster

South Yorkshire

DN4 5JQ

Telephone: 01302 363277
Email: info@highfield.co.uk
Website: www.highfieldqualifications.com

Complainants should refer to Highfield's current Complaints Procedure for details of the
circumstances in which Highfield can consider a complaint and any applicable requirements or
timescales.

Assessment Decisions
A complaint about the quality, administration or delivery of training is different from a challenge to
an assessment decision or examination result.
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Where a learner wishes to challenge an assessment decision, examination result or qualification
outcome, they should contact the training team at training@venturesec.co.uk in the first instance
so that the appropriate review or appeals process can be followed.

Where the matter relates to a Highfield qualification, the learner will normally be required to
complete the appropriate internal process before an appeal can be referred to Highfield
Qualifications.

If a matter submitted as a complaint is more appropriately dealt with as an assessment appeal, we
will explain this to the learner and advise them of the appropriate process.

Security Complaints: External Escalation to the Security Industry Authority

Venture Security Management Limited is an SIA Approved Contractor. Where a complaint relates
to our security services, we ask that the complainant first follows Venture Security's internal
complaints process wherever appropriate.

The Security Industry Authority (SIA) does not operate a formal complaints scheme for complaints
about the conduct of private security businesses or individual security operatives.

However, where an individual has information or concerns relating to criminality within the private
security industry, a potential breach of the Private Security Industry Act 2001, SIA licensing
requirements or the Approved Contractor Scheme, this information can be reported directly to the
SIA.

Such reports are treated by the SIA as intelligence and can be submitted through the SIA's current
reporting arrangements on GOV.UK.

Security Industry Authority
Website: www.gov.uk/sia

Where the complaint is about an action or service provided by the SIA itself, rather than Venture
Security or one of our security operatives, the SIA operates its own separate complaints
procedure, details of which are available on GOV.UK.

Confidentiality and Records

Complaints will be handled with appropriate confidentiality. Information will only be shared with
those who reasonably require it to investigate, respond to or manage the complaint, or where
disclosure is required by law, an awarding organisation or regulatory body.

Venture Security will maintain appropriate records of complaints, investigations and outcomes.
Personal information relating to complaints will be handled in accordance with Venture Security's
Privacy Policy and applicable data protection legislation.

Continuous Improvement

Complaints provide an important opportunity to identify improvements in our services.
Complaint records and outcomes will be reviewed where appropriate to identify recurring issues,
trends, training requirements, corrective actions and opportunities to improve our procedures or
service delivery.

Where a complaint relates to our training services, relevant findings may also be considered as
part of our training quality assurance and awarding organisation requirements.
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