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	Purpose

1. To ensure that formal complaints from students, parents, staff and/or other customers of the College are responded to in a rapid and professional manner.  A complaint may be defined as an expression of dissatisfaction that needs a response.
Scope

1. All formal complaints relating to the work and services provided by Hartpury College.

2. A concern raised by a member of staff about any matter concerning their work or conditions of employment would normally be covered by the Grievance Policy.

3. Exception: No member of staff will investigate a complaint directed against themselves. In such circumstances it would be normal for their Head of Department (or Line Manager) to carry out the investigation process.
4. For students aged 18 and above, their permission is to be obtained before answering complaints raised by parents or guardians.
Responsibilities

1. The Vice Principal - Business and Finance is responsible for the overall operation of this procedure.  If unavailable, this responsibility will be delegated to a nominee.
2. Members of senior staff nominated by the Vice Principal - Business and Finance are responsible for investigating and proposing suitable actions to address formal complaints made in accordance with this procedure.
3. The Quality Administrator is responsible for ensuring that Confidential Complaint Forms are available at designated locations of the campus.
Method:  Complaints
1. All reasonably practicable steps to resolve complaints informally should be taken in the first instance. 
2. Confidential Complaint Forms are available to the public, parents or guardians of students, staff and other customers of the College from Student Services, Learning Skills Centre and Reception at Hartpury House, and also on the College intranet.
3. Students should use the formal complaints procedure only in the event that issues raised cannot be resolved through the Cause for Concern procedure Operating Procedure 11.13 (Section 3).
4. Completed Complaint Forms handed in by students to Student Services will, in the first instance be assessed by Student Services and, if appropriate, dealt with locally. Upon resolution the relevant paperwork will be passed to the Vice Principal – Business and Finance for recording on the Complaints Log.
5. All other Completed Complaint Forms will be placed in a sealed envelope and forwarded to the Vice Principal - Business and Finance within two working days of receipt.
6. The responsibility for ensuring that the Vice Principal - Business and Finance receives the form rests with the person making the complaint.  External complainants will be advised that posting the completed form by recorded delivery is recommended.  Where complainants choose to write to a member of College staff instead of completing a Confidential Complaint Form, then, that member of staff should forward the letter of complaint to the Vice Principal - Business and Finance. 
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	7. The Vice Principal - Business and Finance will acknowledge receipt of complaints received within two working days.

8. The Vice Principal - Business and Finance will allocate each incoming form a serial number which will be recorded in the Complaints Log.
9. The Vice Principal - Business and Finance will advise Executive Team members of complaints relevant to their areas of responsibility.

10. The Confidential Complaint Form will be passed to a member of senior staff  nominated by the Vice Principal - Business and Finance who will investigate the complaint and recommend actions (in writing) to the Vice Principal - Business and Finance within ten days.

11. The nominated senior staff member will investigate the complaint thoroughly and promptly, recording details and/or actions on the Confidential Complaint Form and maintaining other such written records as are appropriate. All written information will then be given to the Vice Principal - Business and Finance.
12. At the end of the investigation, the Vice Principal - Business and Finance will respond to the complainant, in writing, and the Confidential Complaint Form will be filed in the Complaints Log.

13. An annual report of complaints and responses will be provided by the Vice Principal - Business and Finance to the Quality and Standards Committee of the Board of Governors.
If we are unable to resolve your complaint internally, you may wish to contact Ofsted on 08456 404040, or alternatively you may wish to write to Ofsted at Royal Exchange Buildings St. Ann's Square, Manchester M2 7LA. 
Appeals

14. The complainant may appeal in writing to the Principal within ten working days of receiving the formal decision.  The Principal will then convene a panel to hear the appeal normally consisting of the Principal (or nominee), a member of the Executive Team and the President of the Students' Union (or nominee).
15. The meeting of the panel will take place not less than five and usually within ten working days of the Principal’s receipt of the notice of appeal.  The complainant will be allowed to attend and make representations at the meeting.  By agreement of all parties there may be a change in the time limits.  Refusal of the complainant to attend should not invalidate the proceedings.

16. The panel, in seeking to resolve the appeal, may adjourn the meeting or defer their decision until they are satisfied they have had the opportunity to take account of all relevant factors.  The decision of the panel and the reasons for that decision will be communicated to all parties and confirmed in writing within three working days.  The decision reached at this hearing will be final.
17. Appeals with reference to the nature of academic provision for Higher Education provision will follow the University of the West of England’s (UWE’s) stated complaints procedure once it has been established that the matter has not been satisfactorily resolved within the Associate Faculty.
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	REFERENCE

RELATED DOCUMENTS

1. Confidential Complaint Form
2. Complaints Log
3. Student Handbook

4. Cause for Concern Procedure  (see Operating Procedure 11.13)

5. Cause for Concern Form

6. Grievance Policy – Staff Handbook
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