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The Thinking Academy is committed to continuous improvement, and we take feedback — good and bad — 
seriously. 

How to Make a Complaint 
• Speak to us directly as soon as possible — many issues can be resolved quickly this way 
• If you'd prefer to raise it formally, email leonie@thethinkingacademy.co.uk, or write to us at 93 

Broadway, Southbourne, BH6 4EJ 

• Please raise complaints within 90 days of the event or issue occurring 
• Include as much detail as possible: dates, names, and what happened 

What Happens Next 
• We will acknowledge your complaint within 5 working days 
• We aim to provide a full response within 4 weeks 

• Your complaint will be treated confidentially and used only to improve our service 

• If you're not satisfied with the outcome, you can request a review 

Our Guarantee and Refunds 
We stand behind the quality of our training. If, after attending and actively participating in all scheduled 
sessions, you're not satisfied, you can request a refund in writing within 30 days of completing the 
programme, explaining your reasons. 

• We will review your request and may contact you for more detail 

• Approved refunds are processed within 30 days, using your original payment method 

Accredited Programmes 
For complaints relating to CPDSO-accredited activities, or ILM recognised programmes a formal written 
outcome will be issued within 20 working days of acknowledgement, with a right of appeal within 10 
working days of receiving that outcome. 

Contact Us 
The Thinking Academy 

93 Broadway, Southbourne, BH6 4EJ 

Email: leonie@thethinkingacademy.co.uk 

Phone: 07595 751262 


