Customer Feedback and Dispute Policy

We want to provide good-quality services for everyone. But should things go wrong, we need to
know about them so that we can put them right and learn from them. This will help us to improve
our performance. We will make it easy for you to give feedback by doing the following: Calling to
our School offices in person. Contacting the office by phone: 01 2196842. Sending a letter by email.
Office@itwstudios.ie In writing to ITW 8 Terminus Mills Clonskeagh Dublin 6 Eircode DO6R289. We
are always showing our commitment through training our staff to handle feedback in a positive way.
Keeping you informed about the progress of your complaint. Making sure that we inform you of the

result(s) in writing or in some other way that is suitable to you and your needs. We will also have
systems in place to help us learn from our mistakes by doing the following: Asking you what we can
do to put things right. Ensuring that you have the chance to have your complaint investigated by
senior management. Ensuring that staff members handling your complaint are trained in good
investigative practices. Recording, monitoring and assessing all feedback so that we can continue to
improve the quality of our service. Carrying out regular reviews of the feedback procedure to ensure
its effectiveness.

Complaints and Disputes.

Complaints should be made first to the receptionist, who will listen and record the details of your
complaint. The receptionist will talk to you in a fair and courteous manner about your complaint and
find out what you think we should put right. If the receptionist can resolve your complaint
immediately, all action will be taken to do so. If the receptionist cannot resolve the complaint, they
will contact their manager or coordinator who can make some form of adjustment. Should the
manager and coordinator be unavailable, the receptionist will ensure that you are contacted within
as soon as possible by one of the above. The school will not respond to complaints made
anonymously — a contact name, address, email and phone number must be given to the school when
a complaint is being made. Written Complaints. We will let you know that we have received your
complaint within three working days of receiving it. You will be given the name and phone number
of the person investigating your complaint. This person will contact you to talk to you about your
complaint and find out what you think we should put right. You will receive a full response within 10
working days. If this is not possible, we will send you a letter by email explaining why there is a delay
and detailing when you will receive a full response. We will try to solve the problem by doing the
following: Apologising to you and explaining what went wrong. Providing the service, you are
entitled to receive. Changing procedures so that the mistake is not repeated.



