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 ________________________________________________________________

Student Complaints Procedure

The College is committed to maintaining effective procedures to allow all students to make legitimate complaints.

This document provides guidelines for students who are considering making a student complaint.

Students are encouraged to contact the administration department for support and advice relating to making a complaint and ask for copy of the student complaint procedure. You may seek help and free, independent and confidential advice from student welfare officer.
What sort of complaints does this procedure cover?

The Complaints Procedure covers complaints concerning:

academic programmes (e.g.: tutorials cancelled and not rearranged, timetable issues);

staff (e.g.: poor services / behaviours, poor teaching/supervision, incompetence);

facilities (e.g.: halls of residence, poor access for the disabled, unavailability of appropriate accommodation);

services (e.g. library, IT, fees or finance)
Complaints not covered by this procedure

· Complaints relating to cases of harassment, including race discrimination, and disciplinary matters

· Complaints relating to Academic assessment 

· Complaints relating to broad issues of College policy – these should be raised through the Staff / Student Liaison Committees

· Complaints relating to the Admissions procedures 

It is clear that the overwhelming majority of students use the procedure in a positive spirit in order to improve the quality of life and study for all members of the College.  However, it is possible that a very small minority may misuse the procedure.  In exceptional circumstances, therefore, the College reserves the right to investigate a complaint, and then to decline to consider any which are merely abusive, or to enter into lengthy correspondence about these.      

How to complain

There are a number of steps to the Complaints Procedure, set out below.

Step 1: approach the person responsible for the department about which you have a complaint.  This may be your teacher or any other staff member or a person immediately responsible for a service.  Many complaints can be dealt with informally by explanation and discussion.

It is important that you make your complaint as soon as is reasonably possible after the event.  By doing this it is usually possible to sort out the problem quickly.  It may be difficult to put things right if you delay.

You can seek advice if you do not know who to approach, or you are unable to resolve the complaint informally or you are reluctant to approach the person(s) responsible for some reason.  

Your Personal tutor, trainer/teacher or any other staff may be able to help you.

Step 2: If you remain dissatisfied after taking the first steps or approaching the person immediately responsible, talk to your Head of Department.  It may be possible to deal with your complaint informally.

Step 3: If you are unable to resolve your complaint informally by discussion and explanation, you can lodge a formal complaint with the relevant head of the department.  A formal complaint must be in writing.  A complaint form is available from the Administrator Office.  Alternatively please give us the following details in a letter:

· Your name and where we can contact you

· The nature of your complaint

· What action, if any, has already been taken by you to resolve the complaint and any action you know of by the College

· Say what you would expect to be done to resolve your complaint

Please send your formal complaint, in writing.

You can expect to receive a written acknowledgement of your complaint within four working days of its receipt.  You can expect to be kept informed if there is undue delay in coming to a conclusion on your complaint. 

If the person dealing with your complaint thinks it would be better dealt with by someone else, or that it should be dealt with under some other procedure, you will be informed what is happening.

Your complaint will be investigated as quickly as possible within available resources.

You will be told of the outcome of the investigation and what, if any, action is to be taken.  For example, your complaint may be referred back to a Head of the department or Student Welfare for action.  You may receive an apology or a statement on how systems will be improved for the future.  If the College intends to take no further action you will be told why.

If you remain dissatisfied

If you remain dissatisfied you should outline in writing the reasons for your dissatisfaction and send it to the Registrar Office.  Your complaint will then be referred to a College Management Panel.  This will be a representative body with staff and Student representation taken from the group of the students.  The Panel will review the complaint and make appropriate recommendations.  The Panel could endorse the response to the complaint.  It could ask the appropriate senior manager or head for further investigation.  It could ask for an independent review of the situation.

Following Resolution of a Student Complaint

Following resolution of a student complaint, it is assumed that standard academic and pastoral support arrangements for students will resume, regardless of whether or not these normally involve staff members who were involved in the complaint proceedings.
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