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1. SCOPE  AND PURPOSE

The Policy and its associated procedures are designed to define the college’s open approach to praise and criticism of the full range of services it provides and to describe the procedures for reporting them.  

This policy covers comments arising in relation to any of our services, except those concerned with academic assessment decisions, for which there is a separate Academic Appeals Procedure.

2. COMPLAINTS PROCEDURE – also see Appendix A
The college strives to provide the best quality learning and services that meet or exceed the expectations of our learners and users. The college promotes a culture that is responsive to feedback, whether complimentary or critical.  Comments about our services are actively encouraged and acknowledged as a valuable source of information that we can evaluate and use to improve the quality of provision to learners, other users and partners/stakeholders.  Learners and users can bring their concerns to the attention of the college either informally or formally. 

3. Informal Complaints 

· In the first instance complainants are strongly encouraged to resolve the matter informally with appropriate members of staff.  

· If a complaint is not resolved at this stage the complainant should be advised to progress their complaint through the college formal complaints procedure. 

4. Formal Complaints 

· Complainants can make a formal complaint either verbally or in writing. All formal complaints should be passed to the Director of Quality and Performance. 

· All complaints will be formally acknowledged in writing upon receipt. 


· In the first instance the Director of Quality and Performance will contact the complainant to discuss their concerns and any requirements.  Where appropriate a meeting will be arranged to discuss their concerns and requirements in more detail.   


· All formal complaints will be resolved within 10 working days of the receipt of the formal complaint or if this is not possible, the complainant will be advised on the progress made to address their concerns. 


· Upon completion of the investigation into the complaint the Director of Quality and Performance will notify the complainant in writing of the outcome.


· If at this point the complainant feels their complaint has not been addressed to their satisfaction they can refer the complaint to the Vice Principal Quality for further consideration. 


· If after due consideration by the Vice Principal (Quality) the complainant feels their complaint has not been addressed to their satisfaction they can refer the complaint to the Principal. 


· If after due consideration by the Principal or a Senior Postholder the complainant feels their complaint has not been addressed to their satisfaction they can refer the complaint to the relevant Funding Agency; details of which will be provide by the college. 

5. Equality and Diversity
This policy and its supporting procedures apply equally to all learners of the college, employers or work-placement providers of college students and other users of the college’s services any of whom have the right to representation by parents, guardians, carers or other advocates on their behalf.
6. Linked Policies and Procedures
The FE Complaints Procedure policy is linked to:

· Code of Conduct 

· The Single Equality Scheme

· Academic Appeals Policy 

· Behaviour Support Disciplinary Policy 

7. Location and Access to this Policy
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