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Student Complaints Policy and Procedure
 Uncontrolled Copy

As part of the College development process, the content of this document will be subject to review and possible revision.  To ensure you are using the current version, you must refer to the Staff Extranet (ie Sharepoint).

A current copy of this document may be viewed and printed from Sharepoint by clicking on the tab: Reference Library & Forms.

In addition, one controlled paper copy of this document is also located in the Centre for Learner Development and Support.  To view this, contact the Head of Centre for Learner Development and Support.

For information on alternative formats, please contact Head of Centre for Learner Development and Support.
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1. Introduction
The College has a commitment to providing high quality services and facilities for its students. The College welcomes the views and suggestions of students as these can assist in its attempt to constantly improve the services which it offers to students. However, there may be occasions when students are dissatisfied with particular aspects of the College and wish these issues to be addressed. It is hoped that in the majority of such situations, a practical common sense approach by both students and staff in an informal setting will resolve most problems, however, the need for more formal procedures is recognised. For these reasons, there is a formal complaints procedure which can be accessed by any student of the College. 
1.1 Fundamentals of the Complaints Procedure 
The College wishes to ensure that students accessing the Complaints Procedure :
· Feel that it is worthwhile complaining 
· Know how to make a complaint 
· Are not afraid to complain 
· Know that the complaint will be treated confidentially 
1.2 The College Commitment 
The College is committed to ensuring that complaints are dealt with quickly, efficiently and fairly. We guarantee, therefore, that:
· We will deal with your complaint objectively with due regard to evidence from all parties concerned. 
· We will acknowledge a complaint promptly and state a timescale for consideration of that complaint .
· We will explain why a particular decision has been made with regard to a complaint 
1.3 Equal Opportunities 
The College Complaints Policy forms an integral part of the College’s commitment to equal opportunities.  The Equal Opportunities Policy ensures that all students, staff, customers and visitors are treated equally regardless of  gender reassignment, race, religion or belief, disability, age, marriage and civil partnerships, pregnancy and maternity, sexual orientation, or sex.

They also have a right to learn in a safe and healthy environment where all students are treated with respect and consideration and without fear of harassment. If you have a complaint regarding any aspect of equal opportunities, the College urges you to make this known so that effective action may be taken.
1.4 The Student Association 
The College recognises the key role played by the Student Association and the Student Liaison Officer in the various aspects of the Complaints Procedure and works closely with the Student Liaison Officer to ensure the effectiveness and fairness of its policies. 
1.5 Course Representatives 
Students have a right to elect a representative from each course to represent their interests on the Course Committee. This presents an opportunity for issues, particularly those affecting the course as a whole, to be addressed in an open environment. The College urges students to ensure that a course representative is elected and that Course Committees are used as effective channels for the opinions of students. 
1.6 Course Assessments 
Appeals against course assessments are not covered by the Student Complaints Procedure. A separate procedure exists for this (Internal Verification Procedure) and this can be explained to you by the Department. 
1.7 Where to obtain a copy 
Copies of the Student Complaint Procedure can be obtained from: 
· The Admissions Office (Opportunities Centre) 
· Departmental Secretaries’ Offices 
· Student Association Office 
· Student Intranet 
2. Categories of Complaint
2.1 Complaints about your course 
The first point of contact for a complaint about any aspect of your course should be your lecturer or Departmental PDP Tutor. 
I) Lecturer/Tutor:  Students may approach the lecturer or tutor either personally or through the class representative to raise particular issues. At that stage, the lecturer should attempt to resolve the problem. If that is not possible or you are dissatisfied with the response, the lecturer should inform you that the complaint should be made in writing to the Course Leader with a copy to the Head of Section.
 2) The Course Leader:  will provide an answer to your complaint in writing normally within 5 working days. This should contain a statement regarding what his/her proposed course of action will be, together with a time limit for implementation, if appropriate. At this and any subsequent stage, you may be represented at any meeting by the Student Liaison Officer or an Office Bearer of the Student Association. 
3) Head of Section:  If the issue cannot be resolved at Course Leader level or if you remain dissatisfied with the written response or the outcome of the meeting, you can request that the Course Leader refers the issue to the Head of Section. You will receive an acknowledgement normally within 5 working days outlining the course of action to be taken. 
4) Head of Department:  If the Head of Section is unable to resolve the issue or you are dissatisfied with the response from the Head of Section, you can request that the issue be referred to the Head of Department.  Such a request should be made in writing, directly to the Head of Department.
2.2 Complaints about another student 
1) Try to resolve the situation with the other student concerned 
2)  If the situation remains unresolved and/or you feel that you cannot approach the other student because you feel threatened or intimidated, contact your Course Leader, Guidance Tutor, Student Liaison Officer or an Office Bearer of the Student Association. 
3)  If the situation still cannot be resolved you can make a formal complaint, in writing, to the Head of Section.
2.3 Complaints about non-course matters 
This section refers to those issues relating to college facilities (e.g. services, buildings, health and safety college environment, etc.) In such cases: 
1) You should approach the Student Liaison Officer and outline the nature of the problem. The Student Liaison Officer will undertake to discuss the issue with the appropriate Manager/Head of Department. You will receive an answer normally within 5 working days outlining the course of action to be taken. 
2) Should the matter remain unresolved, your representative will then refer the matter to the Director responsible for that service at Senior Management level. 
3 Unresolved Complaints
3.1 If, after going through all stages of the procedures outlined you are still dissatisfied with the handling of your complaint, you can apply in writing to the Vice Principal, Reid Kerr College, Renfrew Road, Paisley PA3 4DR 
Appendix A
Notification of Complaint
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Name
:  .............................................................................................................


Course: ……………………………………………………………………………… 
Tel. No:  ………………………………………......................................................
Does your complaint refer to (please tick) 
Your course ……….    A non-course issue   ………..  
Another student    …………. 
Have you discussed this with a member of staff?   Yes  ……..          No  ……………
 If “yes,” whom………………………………………………………..................................

 Please outline your complaint below ………………………………………………………………………………………………………………………
 …………………………………………………………………………………………………………………….. 
…………………………………………………………………………………………………………………….. 
…………………………………………………………………………………………………………………….. 
…………………………………………………………………………………………………. …………………………………………………………………………………………………..
Outline of complaint (continued) ..............................................................................................................................................................................................................................................................................
..............................................................................................................................................................................................................................................................................

.......................................................................................................................................
Signed …………………………………………….  Date ……………............................... 

Complaints about :
Course issues – Copies to Course Leader and Head of Section

Non-course issue or another student – Copy to Student Liaison Officer 
Official use only
Date of receipt …………………………....................................................................... 
Course of action ......................................................................................................... 
………………………………………………………………………………………………… 
………………………………………………………………………………………………… 
………………………………………………………………………………………………… 
…………………………………………………………………………………………………
 Signed …………………………………………………. 
    Date ………………………. 

Appendix B

Student Complaints Procedure

	Thank you for completing the Student Complaint Procedure Form.  Below is an outline of the action to be taken by the College.
........................................................................................................................................

........................................................................................................................................

.......................................................................................................................................

........................................................................................................................................

........................................................................................................................................

Signed ..........................................................................  Date .......................................



	
	

	
	

	
	

	
	

	
	


Appendix C

Equality Impact Assessment (EqIA) Screening Tool

This form must be completed for all new policy proposals, or reviews of existing policies and procedures.  This screening should be undertaken at as early a stage as possible to ensure the College fulfils its responsibilities in relation to the Equality Act 2010.    
	Title of Policy or Procedure
	Students Complaints Policy and Procedure


	New Policy   □



Existing Policy  X   


	Start and end date of assessment
	!4 September 2011


	Person Responsible for Policy/Procedure

(Name and Job Title)

Rose Brown
	Director


	Assessment Group Members

(Name and Job Title)

Stacey Devine

Alan Cowan

Ron Currie

Peter Pringle

Maureen Macpherson

Ron Roberts
	Student President

Student Liaison Officer

Director

Director

Head of Section

Course Leader


	Briefly describe the main purpose of the policy/procedure and its relevance to the equality characteristics

The purpose of this policy and procedure is to ensure a clear, structured system of recording and resolving student complaints.

The policy takes full regard of all protected characteristics and equality of opportunity.

The policy has been screened to ensure it has no negative impact on any student.




	Who is intended to benefit from the policy/procedure and in what way?

The policy is intended to provide students and staff with clear guidelines in relation to complaints or grievances.  It is intended to be supportive and informative and to be implemented when an informal, common sense approach has not satisfactorily addressed the student’s grievance.

This systematic approach ensures standardisation across the college, providing all students with equal opportunities to raise and resolve complaints.


	Briefly describe any consultation that has taken place and with whom.    Give details of any external or additional research that you used to support the development of the policy. You may wish to include evidence of lower participation/uptake by any of the equality characteristics or any evidence of differing needs of the equality groups.

This is an existing policy which has been revised in light of the Equality Act 2010.  

The group conducting the Impact Assessment includes student representative, and a variety of staff with different roles and experiences in dealing with student complaints.There is no evidence of lower participation or update by any particular group of students.


	Indicate below the impact of the policy/procedure on each of the equality strands.  

Negative impact is when the policy could disadvantage any of the equality groups

Positive impact is when the policy benefits any of the equality groups, contributes to promoting equal opportunities or improves relationships within equality groups/between equality groups and others

	
	Positive Impact
	Negative Impact
	No impact
	Comment

	Age


	
	
	X
	Equal Opps statement supports ethos of positive promotion of EDI practices. 

	Disability
	
	
	X
	

	Sex
	
	
	X
	

	Gender Re-assignment
	
	
	X
	

	Sexual Orientation
	
	
	X
	

	Race
	
	
	X
	

	Religion or belief
	
	
	X
	

	Pregnancy

Maternity


	
	
	X
	


	For any negative impacts identified, could they be minimised or removed?


Yes   □

No   □ 













If No, you must complete a full equality impact assessment




	How and when will the policy/procedure be reviewed?

Policy will be reviewed in line with College procedures.




Signed: Rose Brown  



  Dated: 14 September 2011  













From


Member of staff: ..........................................................................................  (name)


		     ........................................................................................ (position)





To:                 ..............................................................................................(student)


                          .......................................................................................... (course)
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