NLP4Kids Complaints Procedure

NLP4Kids believes that children, parents, schools and licensees are entitled to
expect courtesy and prompt, careful attention to their needs and wishes. We
welcome suggestions on how to improve our programmes and our workshops and
will give prompt and serious attention to any concerns about the running of NLP4kids
by any individual licensee, by the licensor or any of our associated members.

We anticipate that most concerns will be resolved quickly by an informal approach to
the appropriate person. It this does not achieve the desired result, we have a set of
procedures for dealing with concerns.

Aim
We aim to bring all concerns about the work of NLP4Kids to a satisfactory conclusion
for all of the parties involved.

Methods
To achieve this, we utilise the following Complaints Procedure.

How to complain

Stage 1

Any one who is uneasy about an aspect of NLP4Kids talks over first of all, his/her
worries and anxieties with:

a) The licensee/licensor with whom they have had contact.

b) In the case of a licensee raising a complaint they should talk with their trainer/next
immediate point of contact.

Anyone wishing a response in writing should request one at this stage.

Stage 2

If this does not have a satisfactory outcome, or if the problem recurs, the next stage
is to make a formal complaint to the head office of NLP4Kids who will investigate the
complaint. The complainant can expect a written reply in acknowledgement of receipt
of the complaint, as well as some indication of how and when the complaint will be
addressed within 7 working days.

Stage 3

When a formal complaint has been fully investigated, the Licensor should ensure that
the person who made the complaint is informed, in writing, of the outcome. If the
complaint has been escalated to the head office, the head office will take this step.

Stage 4

If the person who made the complainant is not satisfied with the outcome of the
complaint, they should recontact the Licensor or head office to request further
investigation.

Stage 5

If the complainant still remains dissatisfied after an internal investigation has taken
place, it may be possible for NLP4Kids to appoint a mediator to help towards a
resolution, if both parties are agreeable.
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