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Compliments and Complaints Resolution Policy and Process

1. The College Approach
Kirklees College welcomes compliments, concerns and complaints as valuable feedback that helps us improve the quality of our services. We are committed to ensuring that all complaints are handled fairly, promptly and transparently, and that learning from complaints informs continuous improvement.
Under normal circumstances, all complaints and concerns will begin at the informal stage. This enables issues to be resolved quickly and as close to the point of origin as possible. Where a matter cannot be resolved informally, or where the nature of the issue requires escalation, it will progress to the formal stage.
This policy explains how concerns can be raised, how the College will respond, and the responsibilities of staff involved in the process.

2. Compliments
The College welcomes compliments and encourages them to be shared. Compliments may be emailed to quality@kirkleescollege.ac.uk including details of the commendation and the staff or students involved. All compliments are shared with the relevant Department Manager and the Senior Leadership Team for recognition through the College reward system.

3. Informal Complaints (Stage 1 – Early Resolution)
Informal concerns or complaints are issues raised directly with the staff member or department involved, often verbally or via email. Most concerns can be resolved promptly through discussion with the member of staff or the relevant Head of Department.
Key features of Stage 1:
• 	It is the default starting point for all complaints.
• 	It is designed for quick, proportionate resolution.
• 	The individual may view the issue as an enquiry, suggestion or concern rather than a complaint.
• 	The Quality Team will log informal complaints for monitoring purposes, but they are not formally recorded as part of the complaint’s procedure.
• 	Higher Education informal complaints will be directed to the HE & Higher Skills Manager.
Formal Complaints (Stage 2)
A concern becomes a formal complaint when:
• 	the individual remains dissatisfied after informal resolution, or
• 	the matter is too serious to be addressed informally.

Immediate Escalation to Stage 2 (Formal Complaint)
The College may escalate a concern directly to the formal stage where it relates to:
• 	Equality, Diversity and Inclusion (Equality Act 2010)
• 	Health and Safety (Health & Safety at Work Act 1974 or College H&S policies)
• 	Safeguarding
• 	A lack of response at the informal stage
• 	Any matter where the Quality Team determines that immediate escalation is appropriate due to seriousness or risk

4. Formal Complaints (Stage 2 – Formal Investigation)
4.1 Definition of a Formal Complaint
A formal complaint is a written expression of dissatisfaction submitted to quality@kirkleescollege.ac.uk, relating to:
• 	the quality of teaching, learning or assessment
• 	services, facilities or communication
• 	conduct or behaviour of staff or students
• 	failure to follow College policies or procedures
• 	any matter that could not be resolved at the informal stage (stage 1)
• 	any issue of a serious nature requiring formal investigation
Formal complaints will be acknowledged by the Quality, Performance and Standards (QPS) Department and investigated by an independent Investigating Officer.

5. Scope
The complaints procedure covers complaints from:
· students (or their parents, or their nominated representative)
· sponsors of students or trainees
· customers who purchase a service provided by the College (Employers)
· visitors 
· members of the local community.  

This procedure covers both policy‑related and operational matters, including equality, diversity and safeguarding concerns. It operates alongside the Low Level Concerns and Reporting Policy and the Safeguarding Team will be informed where appropriate.
Where a complaint relates specifically to a member of staff, the People and Culture Team will be consulted to determine the most appropriate route, which may involve action under People and Culture policies and procedures.
Timescales and Requirements
• 	Complaints must normally be raised within 90 days of the issue occurring.
• 	A written acknowledgement will be issued within 5 working days.
• 	A full written outcome will normally be provided within 20 working days, extendable to 30 working days for complex cases.
Exclusions
This procedure does not cover:
• 	Admissions Appeals
• 	Assessment Appeals (students)
• 	Resolution Policy
• 	Complaints against Awarding Body decisions
• 	Whistleblowing Procedure

Complaints Regarding the Principal
Complaints about the Principal should be referred to the Corporation Chair via the Clerk, Carol Tague, at ctague@kirkleescollege.co.uk.

6. Confidentiality
The College is committed to maintaining confidentiality and protecting complainants. Anonymous complaints will be considered where possible, but may limit the scope or outcome of the investigation.
When submitting a formal complaint, individuals will be asked to confirm whether they consent to their identity being disclosed to those involved in the investigation.
7. Higher Education Students
Higher Education students follow the same complaints process. Once all internal stages have been exhausted, a Completion of Procedures (COP) letter will be issued, enabling the student to refer the matter to the Office of the Independent Adjudicator (OIA) within 12 months.

8. Appeals (Stage 3 – Review)
If the complainant is dissatisfied with the Stage 2 outcome, they may request an appeal within 20 working days of receiving the outcome letter.
Following unsuccessful appeals, Higher Education students will be directed to the Office for Independent Adjudicator (OIA).

 Academic Appeals

Within the context of Kirklees College’s Higher Education provision, Academic Appeals are  defined as:

· A formal request by a student for the review of a decision that has been made in relation to the progress on their programme of study, including the award of any qualification as a result of that progress.

· Should a student submit an Academic Appeal Application concurrently with an application under the Complaints Procedure, the application under the Complaints Procedure will remain until the conclusion of the Academic Appeal Application.  
9. Advice and Guidance

Individuals can access advice and guidance on the college website and student VLE platform and approach all staff for direction to this information.  This procedure is managed by the Quality, Performance and Standards (QPS) department and therefore designated as the key contact for advice and guidance.  Advice can also be sought through the Student Union.  Complainants accessing Higher Education can seek advice and support on understanding the operation of the process from the Higher Education Lead in the QPS department. 
 
10. Fair Treatment

No individual raising a complaint under this process, whether successfully or otherwise, will be treated less favourably by any member of staff than if the complaint had not been submitted.  All staff involved in handling any stages of a complaint have a duty to ensure that any decision they make regarding assessment of evidence, or the way a student is treated, must not be influenced by the raising of a complaint.  If evidence to the contrary is found, the member of staff may be subject to action under the Staff Disciplinary Procedure. 

 12. Impartiality of Decision-Makers

In order to ensure impartiality in the dealing of complaints, we will endeavour that no person shall be permitted to take part in the making of a decision regarding a complaint, where s/he has an interest through being a member of the same academic department in which the complainant is registered.

13. Staff Development and Training

All staff involved in handling complaints and appeals will receive appropriate training and development to ensure investigations are conducted fairly, consistently and in line with sector best practice.

14. Completion of Procedures Letter

For HE students a Completion of Procedures (COP) letter will be issued at the end of internal procedures when there are no matters outstanding.  This can then be forwarded to the OIA within 12 months of issue.

Complaints Procedure
1. Stages in the Process
The College operates a two‑stage Compliments and Complaints Procedure, shown in the accompanying flowchart. Under normal circumstances, all complaints and concerns will begin at Stage 1 (Informal Resolution). Where a matter cannot be resolved informally, or where the nature of the issue requires escalation, it will progress to Stage 2 (Formal Investigation).

Stage 1: Informal Complaint (Early Resolution)
A concern or complaint is raised, often verbally or via email, with the member of staff or department directly involved in delivering the service. The aim of Stage 1 is to resolve issues quickly, proportionately and as close to the point of origin as possible.
Staff will normally provide a written or verbal response within 10 working days.
If the concern cannot be resolved informally, or the individual remains dissatisfied, the complainant may escalate the matter to Stage 2 – Formal Complaint.

Stage 2: Formal Complaint (Formal Investigation)
A formal complaint is a written expression of dissatisfaction submitted to quality@kirkleescollege.ac.uk.
Under normal circumstances, all complaints will commence at Stage 1 (Informal Resolution). The QPS Department will therefore encourage informal resolution to be explored first, unless the matter meets the College’s criteria for immediate escalation due to seriousness or risk (e.g., safeguarding, equality, health and safety, or a lack of response at Stage 1).
Where a complaint progresses to Stage 2, the QPS Department will:
· issue a written acknowledgement within 5 working days, 
· appoint an independent Investigating Officer, and
· oversee the formal Investigation process.
Investigating Officers must have no prior involvement in the matter and will conduct investigations in line with College policies, equality duties and sector best practice.
Following investigation, the complainant will receive a written outcome addressing each point raised, including the decision (upheld, partly upheld, not upheld) and any actions or improvements identified.
For Higher Education students, unless an appeal is submitted within 20 working days, the complaint will be formally closed and a Completion of Procedures (COP) letter will be issued.
This concludes the College’s formal investigation stage. If the complainant remains dissatisfied, they may request a Stage 3 Review/Appeal (outlined in the Appeals section of this policy).

Appeal
Appeal requests for the review of the outcomes of the stage 2 outcome and/or decision must be made in writing, using the form in Appendix 1, stating:
• 	the reason for the appeal
• 	the specific grounds on which the appeal is being made in as defined in this policy – see below
• 	any new evidence being submitted

Grounds for Appeal
• 	Procedural irregularity
• 	Insufficient consideration of evidence
• 	New evidence not previously available
• 	Disproportionate or unreasonable outcome
Purpose of the Appeal Review
The review will:
• 	confirm whether the Stage 2 procedure was followed correctly
• 	consider any new material evidence that could not reasonably have been provided earlier
The review will not involve a reinvestigation of the complaint where a full investigation has already taken place.
Outcome of the Appeal
A senior manager not previously involved will review the complaint and reach one of two outcomes:
• 	Appeal upheld
• 	Appeal not upheld
The decision will be communicated in writing, explaining the rationale and any actions to be taken. This decision constitutes the final stage of the College’s Compliments and Complaints Policy.  
If the complaint is not resolved to the satisfaction of the complainant, the following further avenues of communication are available through the relevant external agencies:
Department for Education (DfE)
The Office for Students (OfS)Quality Assurance Agency for Higher Education (QAA)
Office of the independent Adjudicator (OIA)
The Education and Skills Agency (ESFA)

2. Vexatious Complaints
There may be occasions when, despite all stages of the procedures having been followed, the complainant remains dissatisfied. If the complainant 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. 
3. Management of the Procedure
The complaints process is managed by the Quality, Performance and Standards (QPS) Department, which is responsible for ensuring that all complaints are handled fairly, consistently and in accordance with this policy.
The QPS Department will:
• 	act as the central point of receipt for all formal complaints
• 	acknowledge formal complaints within the required timescale
• 	appoint an independent Investigating Officer for Stage 2 complaints
• 	ensure investigations are conducted objectively and proportionately
• 	maintain oversight of progress to ensure timely responses
• 	provide advice and guidance to staff and complainants
• 	ensure safeguarding, equality and health and safety concerns are escalated appropriately
• 	ensure that outcomes from complaints informs quality improvement activity

4. Publicising the Procedure
The College is committed to ensuring that students, parents, employers and members of the public can easily access information about how to raise a concern or complaint.
The Compliments and Complaints Resolution Policy will be:
• 	published on the College website
• 	included in student induction materials and the Student Handbook
• 	referenced in employer and apprenticeship documentation
• 	available on request from any College reception or department
• 	promoted through the Student Voice 

Staff will signpost individuals to the procedure whenever a concern is raised.
This approach reflects best practice across the FE sector, ensuring transparency and accessibility.

5. Target Timescales
The College aims to resolve complaints promptly and proportionately.
Stage 1 – Informal Resolution
• 	Response normally provided within 10 working days.
Stage 2 – Formal Investigation
• 	Written acknowledgement within 5 working days.
• 	Full written outcome normally within 20 working days.
• 	For complex cases, the timescale may be extended to 30 working days, with the complainant informed of the revised timeframe.
Appeal/Review
• 	Appeal request submitted within 20 working days of the Stage 2 outcome.
• 	Review outcome normally issued within 20 working days.
“Working days” refers to College term-time days when the College is open to students.
Where complaints are received during periods of low staffing (e.g., outside term time), the College will aim to meet standard timescales but may extend them where necessary, informing the complainant accordingly.
These timescales align with ESFA, OIA, and FE sector best practice.

6. Monitoring and Reporting
The QPS Department will maintain accurate records of all informal and formal complaints, including:
• 	nature of the complaint
• 	stage at which it was resolved
• 	investigation outcomes
• 	actions taken
• 	lessons learned
The Department will:
• 	produce termly reports for the Executive Leadership Team (ELT)
• 	provide an annual report to the Quality, Performance and Standards Committee
• 	identify themes and trends to inform quality improvement planning
• 	ensure actions arising from complaints are monitored to completion
• 	contribute to the College’s Self‑Assessment Report (SAR) and Quality Improvement Plan (QIP)
This approach reflects best practice across high‑performing FE colleges, where complaints data is used proactively to strengthen provision and enhance the learner experience.
7. Review of Procedure and Policy
This policy will be reviewed every three years, or sooner if required due to:
• 	changes in legislation
• 	updates to ESFA, Ofsted or OIA guidance
• 	internal audit findings
• 	significant trends identified through complaints monitoring
The policy review will be undertaken by the Quality, Performance and Standards Committee, with recommendations submitted to the Corporation for approval. 
The College is committed to ensuring that the procedure remains clear, accessible, fair and aligned to sector best practice.  Review due August 2028.
Associated Documentation
· Flowchart of procedure 
· Notes of Guidance for Managers Investigating a Formal Complaint
· Notes of Guidance for Students 
· Complaint Investigation appeals template
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