	[image: ]
	QUALITY

Compliments and Complaints  Procedure
	Number
	QS009

	
	
	Page
	1 of 1

	
	
	Policy
	31



POLICY: Quality Policy

INTRODUCTION:

Stoke On Trent College is committed to continuous improvement and providing a high standard of service, ensuring that any complaints received are addressed in an open, transparent manner to the satisfaction of all parties involved. The outcomes from complaints support ongoing quality enhancement.

The College welcomes constructive feedback and encourages both compliments and complaints as a way to improve our services.
OUR COMMITMENT:

The College will ensure that all complaints are dealt with promptly, fairly, professionally, and in a non-discriminatory manner, and that appropriate action is taken. Complaints are viewed as opportunities to receive feedback that can drive improvements.
We are committed to:
· Taking all complaints seriously, acknowledging that every concern holds value.
· Clearly communicating the complaints process and anticipated timescales.
· Ensuring complaints related to staff conduct are escalated to an appropriate level.
· Referring unresolved complaints to a formal process where required.

SCOPE: 

This policy applies to complaints from all learners, apprentices, employers, parents, stakeholders, and external visitors regarding any aspect of Stoke On Trent College’s services. It also includes services delivered by subcontractors.
This policy does not cover:
· Academic appeals concerning student progression, assessment, or awards.
· Dissatisfaction with the outcome of academic misconduct or disciplinary processes.
· Matters handled under separate policies such as safeguarding, grievances, and fitness to practice.
· Complaints against the Corporation or its Members, which should be directed to the Clerk to the Corporation.

The College will not investigate anonymous, malicious, or vexatious complaints.
Any allegation made against a member of staff/volunteer regarding abuse (physical, emotional, sexual) or neglect, made in the form of a complaint, will be dealt with under the Learner Safeguarding Vulnerable Adults and Child Protection Policy
 
A separate Grievance Procedure exists for staff.

A complaint must be made within 2 weeks of the issue arising.




ROLE AND RESPONSIBILITIES:

· The Assistant Principal Curriculum and Quality has overall responsibility of the complaints process and ensures policies are followed.  They will also produce regular analysis reports of complaints and compliments, as required. 
· The Director of Quality & HE, assisted by the Quality Assurance and CPD Co-Ordinator, maintains oversight of the complaints process,  logs and tracks all complaints, and ensures all complaints are concluded within the timescales outlined in the procedure. 
· The Line Manager, Head of Learning, Director, or Assistant Principal investigates complaints within their area. If the complaint concerns the manager, an independent investigator will be appointed.
· The Deputy Principal, or their nominee, will deal with and hear appeals against complaint outcomes.
· If the complaint is against the Principal or Senior Leadership Team, the appeal will be heard by a member of the Corporation Board.

PROCEDURE:
 	  
1	How to make a Complaint

1.1	All formal complaints should be sent to customersatisfaction@stokecoll.ac.uk. 

2	Stage 1: Informal Complaints

2.1	Learners, apprentices, employers, parents, stakeholders and external visitors should first   attempt to resolve concerns informally with their personal tutor, line manager, or an appropriate member of staff. The aim is to address issues quickly and effectively.
3	Stage 2: Formal Complaints

3.1	If the complaint cannot be resolved informally or is of a serious nature, it should be 	submitted as a formal complaint.
· Complaints should be submitted within 2 weeks of the issue arising.
· Complaints should be emailed to customersatisfaction@stokecoll.ac.uk
· Any concerns relating to young people and adults with additional needs who are suffering, or likely to suffer, significant harm, e.g. by neglect, physical injury, sexual abuse or emotional abuse or any aspect of bullying, harassment or coercion will be directed to the Safeguarding team, as a safeguarding issue.

3.2	Acknowledge, Record and Monitor

· All formal complaints will be recorded, acknowledged within five working days and monitored until the conclusion with the Quality Team. 
· A central log of complaints and appeals against complaints outcomes is maintained and monitored by the Quality Assurance and CPD Coordinator and Director of Quality & HE. 
· An overview analysis of complaints received by the College is provided to the College Leadership Group. 
· The Quality Team is responsible for logging all complaints and providing these reports. All complaints will be monitored for issues of discrimination. Where such issues are identified, the complaint record will be updated, appropriate actions instigated and the matter will be brought to the attention of the Deputy Principal.

3.3	Investigation

· The Line Manager, Head of Learning, Director or Assistant Principal will normally be assigned as the Investigating Manager for a formal complaint.
· Complaints will be investigated and a response provided within 15 working days, unless otherwise advised. Where a delay is unavoidable, the complainant will be kept informed.
· Where a complaint relates to the conduct or practice of a member of staff, an initial fact‑finding review will be undertaken by the Head of Learning and the Quality team (or equivalent senior manager), to establish the nature of the concern and whether there is sufficient factual information to warrant further action.
· HR will be consulted at an appropriate point, but there will be no automatic referral to, or instigation of, a formal HR procedure as a result of a complaint alone. Early HR involvement will be advisory and proportionate, supporting managers to assess next steps.
· Where, following initial fact‑finding, there is evidence that may indicate a potential breach of conduct or professional standards, the matter may be referred to HR for consideration under the Disciplinary Procedure, as appropriate.
· Where a conflict of interest is identified, the Director of Quality and HE, in consultation with HR, will appoint an independent manager to conduct the investigation.
· The Investigating Manager will keep the complainant informed of the outcome of the investigation. During this stage, the complainant may be contacted for clarification or invited to meet with the Investigating Manager.
· Where the complainant is invited to attend a meeting, they may be accompanied by a friend or relative for support. The accompanying person may not take an active role in the meeting. Legal representation is not permitted.

3.4	Outcome

· The investigating manager will provide written details of the action taken and the outcome of the complaint and forward a copy of this, with supporting documents attached, to the Quality Team. 
· Following the investigation, the Investigating Manager will provide a written response to the complainant within fifteen working days, unless otherwise advised. 

4	Stage 3: Appeal

4.1	If the matter is not resolved to the satisfaction of the complainant and he/she wishes to appeal, the complainant should contact the Quality team directly at customersatisfaction@stokecoll.ac.uk 

4.2	An appeal must be made within five days of receipt of the correspondence stating the outcome of the investigation into the formal complaint. The grounds of appeal and any actions sought must be clearly stated at the time of making the appeal. 

4.3	The appeal will be acknowledged within five working days of its receipt and will be referred to the Deputy Principal. 

4.4	The Deputy Principal, or their nominee, will review the formal investigation and consider whether: 
· New evidence or circumstances have become known, which could not have reasonably been made known at the time of the complaint. 
· The investigation was not conducted fairly or as per Procedure and this affected the outcome. 

4.5	We aim to conclude the Appeal process within 15 working days and will contact the complainant with the outcome. This decision constitutes the final stage of the 	 	College Complaints process.

4.6  If the College’s complaints procedure has been exhausted and the complainant is still not satisfied, they will be directed to the appropriate agency.

For Further Education Learners and Apprentices this is the Department For Education (DfE).

The address for the DfE is:-  
 
Complaints Team
Department for Education
Cheylesmore House 
Quinton Road 
Coventry
CV1 2WT
 

For Higher Education students enrolled with Staffordshire University:

Learners on a course validated by Staffordshire University who remain dissatisfied may submit their complaint to the University: 
https://www.staffs.ac.uk/assets/complaints_procedure_tcm44-26818.pdf
 
If a student is still unhappy with the outcome Higher Edcucation students can contact the Office of the Independent Adjudicator (OIA): http://www.oiahe.org.uk/ 

5	Confidentiality and Support

5.1	All complaints will be treated as confidential to safeguard interests and information limited to those involved in the complaints process. 

5.2	If in exceptional cases and for justifiable reasons the complainant wishes to remain anonymous throughout the process, this may be considered. However, if disclosures are made it may be necessary to share information and this must be explained to the complainant. 

5.3	Complainants who feel that they need help and/or support to make a complaint may wish to talk to the Student Services team.

6	Vexatious Complaints

6.1 	There may be occasions when, despite all stages of the procedures having been followed, the complainant remains dissatisfied. If the complaint becomes vexatious (e.g. the complainant tries to re‐open the same issue), the College reserves the right to end the complaint handling process and will inform the complainant in writing that the procedure has been exhausted and the matter is now closed.

7 	 Compliments
 
7.1 	Individuals internally or externally can log a compliment, this could be regarding the college, staff, experiences or anything they feel happy with regarding Stoke on Trent college. 

7.2 	 Compliments should be emailed to customersatisfaction@stokecoll.ac.uk.

7.3 	Compliments that are received by Heads of Learning or other managers can be forwarded to the Quality team via customersatisfaction@stokecoll.ac.uk. 

7.4	The Quality Team are responsible for collating all compliments and reporting termly to the College Leadership Group, as required.  























Appendix 1 – How to make a Complaint
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	ISSUE
	0
	1
	2
	3
	4
	5
	6
	7

	DATE
	21.01.16
	16.06.16
	1.2.17
	20.2.17
	08.03.17
	06.09.17
	28.09.18
	28.09.20

	ISSUE
	8
	9
	10
	11
	12
	13
	14
	15

	DATE
	28.09.21
	14.09.22
	17.01.24
	27.02.25
	18.02.26
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