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       COMPLAINTS  

       PROCEDURE
NEW COLLEGE NOTTINGHAM

COMPLAINTS PROCEDURE 
1 INTRODUCTION AND CONTEXT

1.1 The Complaints Procedure is intended to bring matters of concern  to the attention of the College, and enable investigation of those concerns with the aim of a satisfactory resolution.  This process provides welcome feedback to help us improve College services.
1.2 New College Nottingham’s Getting It Right leaflet, Student Handbook & Charter outlines the process for raising a concern.  The Complaints Procedure is an integral part of the College's quality assurance framework and helps us to identify areas of concern. 
2 DEFINITION

2.1 A complaint is defined as an oral or written expression of dissatisfaction about an aspect of a service or facility, as outlined in the ‘Getting it Right’ leaflet,  Student Handbook & Charter or about another matter of serious concern connected to an individual or group's experience of the College.

3 PRINCIPLES AND SCOPE

3.1 This Complaints Procedure is for use by learners, potential learners, employers, clients and the general public.   

3.2 The Procedure aims to be simple, clear and fair to all parties involved, with informal resolution an option at any point.  Complaints will be handled sensitively and with due consideration to confidentiality.  Any person named in a complaint will be informed of the substance of the complaint and will have the right to reply as part of the investigation.  Information contained within the complaint will be made available only to those members of staff involved in its resolution.  The Head of Faculty/Service and/or Director will also be informed of the complaint. 

3.3 It is expected that, except in exceptional and fully documented circumstances, a complainant who wishes to make a complaint will invoke the Informal Stage within one calender month of the incident.

3.4 No complainant bringing a complaint under this Procedure, whether successfully or otherwise will be treated less favourably by any member of staff than if the complaint had not been brought.  If evidence to the contrary is found in this regard the member of staff may be subject to disciplinary proceedings under College policy.

3.5 Any learner making a malicious complaint could lead to disciplinary action being taken.  

3.6 It should also be noted that anonymous complaints cannot be investigated.

3.7 Separate procedures exist for the following:

3.7.1 Student Disciplinary issues (covered by the Student Code of Conduct and Disciplinary Code)

3.7.2 Allegations of discrimination (covered by the Equality & Diversity Policy and Procedures)

3.7.3 Academic Appeals Procedure
3.7.4 Whistleblowing Procedure
4 MONITORING EVALUATION AND REVIEW

4.1 The Head of Student Support will oversee the tracking and monitoring of complaints progressed through the Procedure and will ensure that records show the nature of the complaint, how it was dealt with, the time taken for each part and the outcome.  All complaints will be monitored in accordance with the College’s Equality & Diversity Policy.

4.2 The Complaints Procedure is one aspect of the College’s quality assurance procedures; complaints are therefore considered as useful feedback and, where appropriate, will be used to facilitate improvements to services and facilities.  This will be achieved through annual reporting to the Standards Committee of the Board and an audit trail to ensure that outcomes and recommendations from the formal procedure are actioned.  Complainant details will be anonymised before complaints are used for monitoring and evaluation purposes.  Confidentiality will be maintained.

5 COMPLAINTS PROCEDURE 

5.1 The procedure is divided into two parts, an Informal Procedure, which emphasises resolution at the ‘local’ point where the complaint arose, and a Formal Procedure, which involves the Head of Student Support as facilitator of the Procedure.  The role of the Head of Student Support is to ensure that the Formal Procedure is operated according to due process and with regard to the pertaining timescales aiming to resolve complaints within Part I and Part II as quickly as possible.  

Should a complaint concern the work of the Head of Student Support, the Director of Students will oversee the formal procedure.  

5.2 Informal Procedure

Local Resolution

It is anticipated that most complaints can be resolved through informal means.  One of the main reasons people become unhappy with the service they receive is that they feel that nobody is listening to them.  Usually, problems can be resolved by explaining the situation and discussing ways forward.  We call this the informal approach and we recommend it starts there.  This being the case, resolution should be sought from the Faculty/Service Area in which the complaint arose, by expressing the complaint to the most appropriate member of staff e.g. the Course Tutor, Programme Area Manager, Head of the Faculty/Service Manager.   

5.3 Formal Procedure

Dispute Resolution

5.3.1 The Head of Student Support will attempt resolution at any stage during the Formal Procedure, either by correspondence between the parties, negotiation with the Head of Faculty/ Service Area and/or other members of senior staff, or facilitation of a conciliation meeting between the complainant concerned (who may be accompanied by a friend or representative) and the Head of Faculty/ Service Area.  The circumstances of the complaint will dictate which of these methods is considered most likely to result in resolution of the complaint to the satisfaction of the complainant.  
Part I

5.3.2 If the response to the complaint under the Informal Procedure is not considered by the complainant to be satisfactory, or if the complainant does not feel able to use the Informal Procedure, he/she may invoke Part I of the formal procedure by either completing a Complaint Recording Form or alternatively submitting the complaint in writing to the Head of Student Support. The Complaints Administrator will acknowledge receipt of the complaint within three working days.  

5.3.3 It is anticipated that Part I of the formal procedure would comprise of an initial investigation of the complaint within 10 working days of receipt of the notification and the outcome sent to the complainant.  Where necessary this will be followed by a full response within one calendar month.  If appropriate the complainant may be invited to attend a hearing to consider the complaint.  He or she may be accompanied by a friend or other representative.  The decision notified to the complainant will set out the steps to be taken to remedy the complaint, or the reasons why the complaint has not been upheld.  The timescales under this section may need to be extended during College vacations.  The Complaints Administrator will keep all parties informed of progress and the reason for any delay in proceedings if applicable.

Part II (Appeal Stage)

5.3.4 If the response to the complaint following completion of the Part I procedure is not considered by the complainant to be satisfactory, he/she may invoke Part II (Appeal Stage) of the formal procedure by a request in writing, within ten working days of notification of the decision under Part I.  The request should be addressed to the Deputy Principal outlining why the outcome of Part I is not satisfactory.  
5.3.5 Taking into account the substance of the complaint and the previous attempts at resolution, the case will then be reviewed by the Deputy Principal who will provide the complainant with a decision in writing within one calendar month of receipt of the complainant's request under the Appeal Stage.  The Deputy Principal's decision will set out the steps to be taken to remedy the complaint, or the reasons why the appeal has failed.  The Deputy Principal's decision will be final. 

6    
OUTCOMES OF THE COMPLAINTS PROCEDURE

6.1 Should a complaint be upheld, the Head of Student Support may make recommendations to the Head of Faculty/ Service Manager or Director.

6.2 Recommendations may also be made to College committees in respect of quality assurance procedures or policies.

6.3  If a complaint is not upheld, the complainant will be informed in writing with reasons for its rejection.

6.4 Any conclusions and recommendations will be communicated in writing to the complainant and the Head of Faculty/Service.

6.5 Termly, Quarterly and Annual Reports of complaints will be sent to the Deputy Principal, Directors, Heads of Faculty/Service and Standards Committee.  This will assist in monitoring the effectiveness of the Complaints Procedure and identify relevant quality assurance issues.

7      TRAINING AND AWARENESS

7.1 The Director of Students will facilitate activities to raise awareness of the Complaints Procedure.  Student Support Services will also provide support and guidance for staff, learners, employers, clients and members of the public in handling complaints and resolving them as close as possible to their point of origin.

8 APPENDICES

8.1 Appendix 1 - Complaints Flowchart - Providing a summary of the overall procedure. 

8.2 Appendix 2 - Complaint Recording Form - Standard Pro-forma, which can be completed by learners, employers, clients or members of the public who wish to make a complaint.  (Also available at Student Services or via Staffnet/Studentnet).
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Formal Complaint Recording Form

Please complete all sections of this form in order for the complaint to be dealt with effectively.

1. Complainants Details

	Title (Please tick)
	Gender (Please tick)

	Mr. (
	Mrs. (
	Miss. (
	Ms. (
	Other (
	Male (
	Female (

	First Name 
	
	Last Name
	

	Full Address 

(Including Postcode)
	

	Contact Number/s
	

	Student ID Number (if applicable)
	
	Date of Birth (dd/mm/yyyy)
	

	Ncn is committed to ensuring equality of opportunity.  As part of this commitment we collect data to monitor how the College is progressing against its equality and diversity action plan.  The information you provide will help us monitor our services across the College and put in place actions to address any issues.  The information provided on this form will not be attributed to an individual.   College reports will be used solely for the purposes of the College’s monitoring processes.  

How would you describe your ethnic origin or personal identity?

(Please tick)

Asian or British Ethnic Origin

Mixed Ethnic Origin

Chinese and Other Groups

11  Bangladeshi                      

12  Indian                                

13  Pakistani                            

14  Other Asian background                                                                           


             

19  White and Asian     

20  White and Black African                    21  White and Black Caribbean                          

22  Any other mixed background  
    

18  Chinese        

98  Any other background not

      Included 

Black or Black British



15  Black African                                      16  Black Caribbean                                 17  Any other Black background


White

23 White British 

24 White Irish 

25 Other White background    

Do you consider yourself to have a learning difficulty/ disability  Yes (     No (


	Course Name 

(if applicable)
	

	Course Tutor 

(if applicable)
	

	Campus/Site
	

	Status (Please tick)

	Learner (
	Parent or Guardian (
	Employer (
	Organisation (
	Employee (
	Member of the public (


2. Outline of Complaint, including dates of actions (please use additional sheets if necessary) 

	


3. Please explain here what steps you have taken, together with dates, to resolve your complaint locally (as per the Informal Procedure).  

If you feel unable to use the Informal Procedure, please set out your reasons here:

	


4. Please explain why you are dissatisfied with the response you have received from the Curriculum/Service Area as a result of using the Informal Procedure:

	


5. This section to be completed by member of staff receiving the complaint

 The complaint was made (please tick);

in person   (         by phone   (     Written:  (   letter  (   e-mail
Signed…………………………………   Print Name……………………………………...

Date…………………………………….  Team……………………………………………

Please forward this form to the Complaints Administrator together with copies of any letters or other relevant papers.
�











Complaint





COMPLAINTS PROCEDURE FLOWCHART





Informal Resolution/Response


(Refer to 5.2 – Informal Procedure)





Unresolved - Formal Resolution


(Refer to 5.3.2 Part I)





Refer to Head of Student Support





Appropriate member of staff to record & report to Head of Student Support





Action Taken:


Acknowledgment letter sent to complainant within 


3 working days


Complaint registered on database


Head of Faculty/Service Manager identified and sent copy of complaint for initial investigation


Response and resolution sought from Curriculum/ Service area





Dispute resolution possible at any stage





COMPLAINT RESOLVED/CLOSED





Complainant sent further letter by Head of Student Support to advise of further investigation





Initial investigation completed and response sent to complainant within 10 working days





Response sent to complainant within 1 calendar month





Copy of response letter to complainant sent to Head of Student Support





Referred to Deputy Principal..– within 10 working days (Refer 5.3.4 Part II Appeals Stage)





COMPLAINT RESOLVED/CLOSED








Annual report sent to Directors & Standards Committee








Quarterly report sent to Directors & Standards Committee








Termly report sent to Head of Faculties, Directors & Deputy Principal 





Response sent to complainant within 1 calendar month
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