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A City & Guilds Group Business

statement

Here at ILM we are committed to improving customer experience, we do this by listening to
comments and feedback, and measure results by the service standards set out below.

We answer your telephone
calls courteously, promptly
and professionally

We aim to completely resolve
yourenquiryforyou,thefirst
timeyou call.Ifwe don’thavean
immediateanswer,wefind out
foryou,andlet you knowwhen
you’llhear back fromus

We respond toyouremails and
letterswithin3workingdays

If you have a complaint,

we aimtoresolveitforyou
within 8 workingdays, or
keep youfullyinformedifit
takes longer.Letus know
aboutyour complaint by
emailing
complaintsandcompliments@
i-l-m.com

Wewillaskyou forfeedback on
our customer service
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We provide adecision on centre
orqualificationapprovalwithin
20working days of receiving
the application

We send you your external
assessment results within 25
workingdaysofthe External
Assessor receiving the scripts (if
yousentthemonthedateyou
saidwhenyouregisteredthem)

We will certificate wihn10
working days of correctresults
beingenteredontotheWalled
Garden (orreceivingthe verified
results forcentreswhodonot
havedirect claims status)

We process appeals against
results that your own internal
procedures cannotresolve,

within40working days

We resolve Walled Garden and
ILM website issues within 3
working days - if it will take
longer, we let you know

We send out resources and
materials within 5 to 7
working days of receiving the
order

We review and publish our fee
information annually

Weprocessandactionexternal
verification reports for UK
centreswithin 10workingdays
ofthevisitoractivity(reports
for international centres do
take longer)

We confirmeventbookings
within 3 working days of
receiving them, and send out
joining instructions at least 10
workingdaysbeforetheevent

We pay your invoices and claim
formsinlinewiththetermsand
timescalesyouagreedwiththe
Finance Team

We set out our terms and
conditions, policies and
guidanceinthelLM Customer
Handbook available on our
website i-l-m.
com/trainers-and-centres/
customer-handbook

For the City & Guilds
Customer Service Statement
visit: www.cityandguilds.com

If you have any queries
please contact ILM’s
CustomerService Teamon:
+44 (0) 1543 266867
customer@i-I-m.com
www.i-l-m.com
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	We put customers first.
	complaintsandcompliments@ i-l-m.com
	We understand the importance of your orders and requests. So we make sure we deliver the right solutions at the right time.

